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		Abstract

		Purpose – Theme parks are an interesting segment of the tourism market. In today’s competitive environment, delivering a high-quality service to meet the visitors’ needs becomes an important way to create business success. Understanding this concept becomes a big part of the total success and a relevant issue even for theme parks. In modern tourism research, only a few studies have explored the service quality of theme parks and its potential for tourism development; therefore, there is an obvious need for investigation of this matter. This paper aims to: (a) fill the current gap in research by using a modified THEMEQUAL model for measuring the perception of service quality in an adventure theme park; (b) assess the perceived service quality attributes; (c) investigate the relative importance of the service quality dimensions in influencing the overall satisfaction levels of visitors.  

Methodology – The study was conducted using a 27 characteristics self-administrated questionnaire in Glavani Park based on the modified THEMEQUAL model. The data was analysed using descriptive and multivariate statistical analysis.  

Findings – The results indicated that all 27 characteristics achieved very high scores indicating a good perception of service quality. A multiple regression analysis identified the dimensions “ambience” and “responsiveness access” as best predictors of visitor satisfaction.  

Contribution – The paper contributes to the existing literature of service quality in the context of theme parks with its theoretical presentation, empirical findings and practical input; therefore the findings can be used both by managers in theme parks for improving quality and by the scientific community as an input to service quality literature and encouragement for further research. 


	

	

	
		
		


	

	
	

		
		

	
	


	

	
	
	
		
	
	
	

	
	
		
		
			
				
			
		
		Keywords: service quality, THEMEQUAL, multivariate statistical analysis, theme park, tourism, Croatia

	
	

	
    

    
	

	
	
		JEL Classification: L83

	
	

	
	

























    	
	
	
	
   	
	
	
	
	
	            
	















	











    
    










    
    
    
    
















	






	
		Suggested Citation:
		Suggested Citation
	

	
		
			Valčić,  Iva and Komšić,  Jelena and Simpson,  Nigel, Investigating Theme Park Service Quality by Using Modified Themequal Model (April 22, 2015). Tourism in Southern and Eastern Europe, Vol. 3, pp. 453-466, 2015, 3rd International Scientific Conference Tourism in Southern and Eastern Europe 2015,  Available at SSRN: https://ssrn.com/abstract=2637385
		
	

	

	
	
	

	
		
	

	

	
	
		

	










    
    










    
    
    
    





















	

	

	


	























	
	

		

		

		
		
		

		
		
			
				
					
						Iva Valčić (Contact Author)

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				
				
				


				University of Rijeka - Faculty of Tourism & Hospitality Management  ( email )

			

			
			
				
				
				
					Primorska 42
P.O. Box 97
Opatija, 51410
Croatia

				

				
			

			

		

		
	

	

	
	

		

		

		
		
		

		
		
			
				
					
						Jelena  Komšić

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				University of Rijeka, Faculty of Tourism and Hospitality Management, Opatija  ( email )

			

			
			
				
				
				
					Primorska 42
P.O. Box 97
Opatija, 51410
Croatia

				

				
			

			

		

		
	

	

	
	

		

		

		
		
		

		
		
			
				
					
						Nigel Simpson

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				
				
				


				Independent  ( email )

			

			
			
				
				
			

			

		

		
	

	





	

	

	
	
		
	

	

	
	




				
				
				









	
	    












    
    






    
    







    









    
        
        
        
            
            

            

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    [image: PDF icon]Download This Paper
                    
                
            

        
    
        
    

            
            
                

                

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Open PDF in Browser
                    
                
            

        
    
        
    
            
        

    




















	














	
	    







 



	




	







	







































				

				

				
					
						

						
						

						

						
						

					
				

			


			
				
					
						
						
	










	
	    














	
	    














	
	    







	
		Do you have negative results from your research you’d like to share?

		
			

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit Negative Results
                    
                
            

        
    
        
    
		

	



					

				
				
					
					


	












	
	
	








	
		
			Paper statistics

		

	


	
		
		 
			
				Downloads

				      832

			

		
		
		
			Abstract Views

			    2,629

		

		
		 
		
			Rank

			   54,523

		

		
	


	

	
		
			
				       43 References
		

	



	
		PlumX Metrics

		
			
		

		
			
		

	





				


				
				
				
					


				


				
					
					

















				

			

		


		
				
					Feedback
					
				

			

			


	
		
		Feedback to SSRN

		
			
				
					Feedback
					 (required)
				
				
			

			
				
					Email
					 (required)
				
				
			

			
				Submit
				
			
		

		

		If you need immediate assistance, call 877-SSRNHelp (877 777 6435) in the United States, or +1 212 448 2500 outside of the United States, 8:30AM to 6:00PM U.S. Eastern, Monday - Friday.

	







	

	
	
		
		

	




	
	





  
  

	
	
		
	


	
	
		
			
			
		
	
		
			
				
			
			
		
	
		
			
				
			
			
		
	


	
	
	






		
		














	
		
			
				
                    

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit a Paper
                    
                        
                    
                
            

        
    
        
    
					Section 508 Text Only Pages
				

			
			
				SSRN Quick Links 

					SSRN Solutions
	Research Paper Series
	Conference Papers
	Partners in Publishing
	Jobs & Announcements
	Special Topic Hubs


			

			
				SSRN Rankings 

					Top Papers
	Top Authors
	Top Organizations


			

			
				About SSRN 

					Network Directors
	Announcements
	Contact us
	FAQs


			

			
		

			
	
	


		
			
				
			

			
				
					Copyright
					Terms and Conditions
					Privacy Policy
				

				
					All content on this site: Copyright © 2023 Elsevier Inc., its licensors, and contributors. All rights are reserved, including those for text and data mining, AI training, and similar technologies. For all open access content, the Creative Commons licensing terms apply.

					We use cookies to help provide and enhance our service and tailor content.

					To learn more, visit
					Cookie Settings.
					
						
							
							This page was processed by aws-apollo-l200 in   0.099 seconds 
						
					
					

				

			

			
				
			

		

	









	
		
		
		
		


    
        
        
        

        
        
                
                
                    
                
            
    

    

    


		






    























    




    








	


		[image:  ]

		
		
		
		
		
		
		
		
		
		
	

