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Analyzing the DIY Experience and Servicescape in Tourism Factories by Using
the IPA Method: A Case Study of the SL Towel Tourism Factory
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Abstract

Since the implementation of the 2-day weekend policy, Taiwanese
people have increasingly engaged in sightseeing and leisure activities. The
Taiwanese government has recently proposed a plan in which workers
receive an observed holiday during the week when national holidays fall on
a Saturday or a Sunday. Such a structured holiday system will fuel the
growth of the leisure and tourism industry as the demand for sightseeing and
leisure activities increases. Tourism factories, which feature numerous
attractions such as displays regarding history and culture, demonstrations
and exhibits of production processes, and DIY activities, are popular tourist
attractions. Visitors not only have an enjoyable experience but also gain
knowledge and strengthen bonds with their family and friends during the
visit to the factories. The Ministry of Economic Affairs certified the SL
Towel Tourism Factory in Yunlin County as one of Taiwan’s top 10 tourism
factories in 2011. Its concept of sustainable development and its
DIY-activity-related services have been widely acclaimed. In this study, we
investigated the relationship between the level of importance that visitors
attach to the DIY activities and service environment and the visitors’
feelings regarding their experience after participating in these activities.

We adopted a convenience method to survey visitors who participated

in DIY activities held at the SL Towel Tourism Factory between February



and March 2014. A total of 250 valid questionnaires were retrieved. We then
performed tests by using descriptive statistics, reliability and validity
analyses, factor analysis, visitor background gap analysis, and IPA to derive
7 major factors used to measure the relationship between the level of
importance that visitors attached to the DIY activities and service
environment and the visitors’ feelings regarding their experience in
participating in these activities. The 4-quadrant IPA revealed that
“comfortable environment,” “context of the environment,” and “audiovisual
facilities” are dimensions that demand immediate improvements, and that
dimensions featuring favorable performance such as “personal experience”
and “sensory operation” should be maintained. The dimension “guided tour
service” has been overdeveloped, and “emotional sharing” should be

improved after improving “comfortable environment,” “context of the
environment,” and “audiovisual facilities.” The study results can be used as
a reference by enterprises that wish to enter the tourism factory business or
tourism factories that seek to restructure or transform. The goal is to enable

tourism factories in Taiwan to succeed economically.

Keywords: IPA Analysis , Tourism Factory ,DIY Activities , Experience,

Servicescape
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