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A Study on Promoting Strategies of Convention Centers’ Service Quality From

Exhibitors’ Aspect: Taking ChongQing International Convention & Exhibition

Center as an Example

GU Meng-yu, ZHANG Yun-yao
(Geography &. Tourism College, Chongging Normal University, Chongging 400047, China)

Abstract: Convention center is essential to the development of meetings industry. This study is focused on how to improve

service quality of convention center and increase the exhibitors’ satisfaction. Importance-Performance Theory (IPA) was ap-

plied in the study, ChongQing International Convention & Exhibition Center (CQCE) was taken as a case, a structured ques-

tionnaire to exhibitor was developed, which based on literature review and the focus group findings. A series of analysis meth-

ods were conducted to find out if there were any statistically significant differences between or among responds to the tangible

products and intangible service provided by convention center. and to evaluate the importance and satisfaction of convention fa-

cilities and services, the study shows that the level of satisfaction is obviously less than the level of importance at CQCE, at last

the suggestion of improving service quality is to improve facilities, catering service, management of staff and engaging in prop-

aganda.

Key words: convention centers; Importance-Performance Theory; satisfaction; service quality; Chongging International Con-

vention & Exhibition Center
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