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Users' Satisfaction Change of Hangang Park
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ABSTRACT : This study aims to examine that the problems that make difference between the
expected and the experienced service levels are having been improved or not. Importance-performance
analyses were performed between 1996 and 2006. Five areas of the Hangang Park in Seoul were
selected as study area. At first, the attributes that the visitors generally consider important were
identified. Then a survey was conducted to investigate the Hangang Park users' importance and the
performance of the facilities, activities, services and etc. in each study years. Nineteen main function
attributes for urban public park was selected. Appling action grids, the management of public park
was confirmed. The Importance-Performance Analysis is an easily-applied technique developed in
marketing field to measure attribute importance and performance. It displays them simultaneously on
a four quadrant action grid, and park managers can upgrade the current services and improve the
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management strategies for various users. The analysis results can be summarized as follows. First,
the difference between importance and performance of Hangang Park is reduced and users' satisfaction
is increased. Second, users' satisfaction of facilities for rest and convenience, dust treatment get high
rating. Third, among the five areas, Yuido, Jamwon and Ichon area get high rating, but Jamsil and
Tuksum area low in performance. Fourth, however, each areas are lack of unique features. Fifth,
service and accessibility are improved in performance. The following strategies are proposed for better
management of the Hangang Park: 1) concentrate on improving the attributes required improvement,
2) have to improve facilities and activities for users' satisfaction in each area, 3) accommodate the
needs of the Hangang Park users. Further research should be performed to develop a management
guideline of the Hangang Park based on this study result.

Key Words : public park, park management, importance-performance analysis, action grid, The
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