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ABSTRACT :

Recent years, the government in Taiwan recommend and marketing the
tourism actively. A great deal of hotels extended or updated,then how should
those old hotels in existence have to strain and improve for encountering the
new market impact? To transform and rebuild peculiar environment with
atmosphere to satisfy the customers who require for changing and creating.
It should be the most important question that managers of hotel have to
figure out. Therefore, this research took king hotel which has been running
for 25 years in Chia-yi city for a case study. First, knowing the mode to
rebuild atmospheric experience from manager's secondary data and
investigation. Then, we analyzed from customers’ psychology further what if
hotels rebuilt atmosphere experiences actually effect customers emotions
and the willing of stayed or not.

We collected opinions from customers with questionnaire from Dec.15,
2012 to Jan.31, 2013 for 40 days totally. Placed those questionnaires in quest
rooms that customers could write it during the time they stayed, In the end,
we made 500 questionnaires in Chinese and 50 in English for total 550 , till
the time finished we gathered 319 questionnaires.

After researcher got 39 questionnaires which had serious problems or
mistakes to become invalid, we acquired 284 valid questionnaire. The
survey used CEO model majorly to investigate that customers’ feeling and
thinking to the atmospheric experience from business hotel. The result of
research exhibited that customers had high satisfaction to the atmospheric
experience as a rule,(including quest room, restaurant, service and
design).Among which atmosphere in quest room had been treasured highly,
also had more satisfaction. Atmospheric experience could effect customers
emotions and the willing of stayed. As the result. This study proposed some
opinions about atmospheric experience and future orientation to offer hotel
managers advices in the future running.

Key words : Middle-small hotel ~ Business hotel ~ Customer satisfaction ~
Service quality ~ Atmosphere experience
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WIRIFA B RARAPR R AR ERI A LR FIRBDOLH B F
FuER S FEL SR p R E S TP B RFRRAE S
SIRIFS S £ B chirft o -

(2)PR4% 7 & & #(Service Nonconforming) : #* 7 % & JRix 55 2 i
FEF 2R R E G E A R R A A R R DR R
VIREE ¥ 12 s B o

()T PFE t & R PRI T AR 2 g e AL A F A f T
R P IR 0 M) B X PR R S LT AL R

X &7 M2t - a g o RIrZ g 7 EEL L &k
ra e @A s BRI L R L AR -

Murdick et al (1990)R138. 5 ed & * % et & b RURA & & 5ih

e

TR EEREPRIR R R EAEE G R AT RIERT RS

[d
\:"L”?fr’:

Y

(I E 2 5 R A BMIRTE? 18 & e i o
(QFF £ 430 - PRAPEHLATEE i I Lk

@ Parasuraman et al. (1988)RIZL 5 IRAF ¥ 7 H @ 7 V" A&

r-r'?ﬁ_igﬁ:'/’il’ »m 2o PRjZ‘r’r’ﬁFﬁmp,\;Irﬂ—\j\ B %t\/ﬂ F] 2
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PRA:Z TRE 0 JRAE S e s 2 WIS g% 0P > » & 771 RIS
ARG e B2 R F FRG RS TR - B AR A D
- BEHEOEE o8 P F RS O HAF R v
FEEPHARABE S e BIRBELFVIF P EBIRBET
HAREP OGRS TRDRBRS TR R 51T
S LI PRARE R RS ded 2.1

221 LA RIBET

TR | F RS B i it Al
i B ES i I mkE B fA{ed oRf 7
(1)¥ /& (reliabiligy) : 45 & 3 i & — =% $UT7 2 73 ¥ 2 i (doing the

’ 2

service right the firsttime) > % 77 = @ 2 KFEE £ o
(2)F J& * (responsiveness) : JRF+A B 3 B PRIZE FRET 2 PRI o
(3)% = 4 (competence) : FRFFA B L 5 {7 Ei37F cnB F Ao
Far e
(4)EiT 1 (access) © AR E % 3T EFE DIPRIF A B AT B PRI o

(5)48 . i4 (courtesy) : PRA+ A B cPRERL~ 2 L B R E o

6);% i 4 (communication) : PR7% 4 AR L MEY ¥ Eg L > T4
PR
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(7)1 #§ 2 (credibility) : PR7%A B R EFZE ~FApi 2B F o
(8)% 2 ¥ (security) ; PRF* A H e € BE £ &30 X F| B & foffist o
(9)B7 f24- 3 =g £ (understanding and knowing the customer) : FR7% 4
ARAEREE LT RITF RdE o
(10)7 A% (tangible) : 'JIF' PRI®: 4 2. FRR G 0 ¢ J53H|/ ERIF
SR HEPRIEA R eth A% F o

FROEFEFRE RS- AR 5 e nh o ¢

g’?'ﬁg&ﬁ‘ Aﬁﬁi&ﬁa&ﬁjj ﬁsﬁfﬁg'fﬂ‘ﬂﬂﬂl‘m %Em@ﬁi—b—é > m

o
i

L‘)’é%ﬁ

~mbe

S N PRl W —"’Kq\if'}iij}w?ﬁmﬁ%i&o x£ H

F_*

- AR B RAEEY CRBET L AL R A 2 WO L
AR AL M R S TR - BERE DG L
Mo ER R s Y B > 0 E %3 o F (Mei et al, 1999;
Kandampully and Suhartanto, 2000; Gounaris et al, 2003)

e o ARPRIE S H AR R RL BR S R R AR

&‘?&@éﬁ%?/ﬁu_j“\qj#_ﬁﬁ T:'E#E]f_é \dé&fﬁﬁl/;ﬁ_ﬁg ’t:‘;m Hﬁ,\:j\ N

= “3-B
AL G FEQNE > 0 Z KB R4 52(Gounaris et al., 2003; Kang
and James, 2004; Yoon and Suh, 2004) - F]p* > PRF% 55 2 3% 2 EE £ %

>
&

REw LR OMET R -

21



Q5B ERER
REE BRI EHN AT IR T MR PR R - R ook
Churchill and Surprenant(1982) &%= § 45 1 > fE %% & 28 2 &4 54 %
AR ENT VAP I F 2 P FERIEFISREINTRL c HEARL
B2 8- @A g Rttt A A Rp HASS LSS
ke 0 2 BAHASEY B OPY o LGES F 2 B RS AT
A5 & g(Kotler, 1997) « 23 & BB R FBE L » ¥ A % & £ & i
LA o @ Plymire (1991)in s T 2
BERIREETF 91% A € E KA - £ 2 > g 8 5| 10 A M AFE

foigse, o F O HRAEREEA T O ARDEFIE LR AR

B A - L BRA LSRRI DT A AR LBA
251§ HHEBLA

Bagozzi et al (1999) Z & 4~ a4 iy » g F 2 2iER
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DAL AR B S L (blde o SH o EH G K - E A

I~

R EMEE oA ) R AIRE p IR o A
FRsae bmo= ) o M &a PR —‘F'T - % % 7 B (Westbrook and
Oliver, 1991) o i} # iz FenfFige 848> i 55 BIF > =R
AR PR RE D FRIE > wHERART AL G RS
i om ik fa(Izard, 1977; Westbrook and Oliver, 1991; Richins, 1997 ;
Laros and Steenkamp, 2005)

Bagozzi etal. (1999)+ 35 » 4 Rl & foio 4 & 2 B el -
3 2. & i o Edvardsson (2005)3%5 > B EKUIRIZI ¢ A 4 2 X
Trf s > 3 BA S Y —‘F'f B % F mIRIF&EF 0 F e Liljander and
Strandvik (1997){ P ¢ 4 i 3 s ¢ BB L R (&L ok IR
F) Fa B EBRLR S BER S A BRATN L o X H o BEE PRI A7
Brchiffe 2 RS ER LRI APH -

252 B A REEARRZ MR

ATREE R R OB NET R pAEEE ) F 0 & Barbara et al
(1994)fE % % R B 4B 40 B 2.1 “77 hE R R 2 B Fp A » ¥ A 45
MR { EITPRB MR I FEE LML PR E R EE S

ZI BRI iAo
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QL BE T L AP EEHIREELEEZ ERBAR G T
FRAAAE TER IS G 3 N EETH N §fokg T E
AR - IR AR F B REGRS F ST RIB DS 0 B L2 S
Fas B %o

G ELEFF LA EEHRBEE LR ER L L F
Arit bR e o F B T AR T A AT I et i B
XY TR & agw ’%?b}éﬁ’gﬁ’:wuﬁ‘r - Fw—‘ﬁ”rﬁ‘%ftk“
R FRA Pﬁgk#\m,\F, » F o fE2 4 r 2 TEREF -

DHELBHFTF P AN EEHIRBEELT 4 7 %L 0
FEES G RRROES TP o 2L TERBRFE o

G)E LR %" IR EEHRBBEEZERAEZ BRLR BN

T N ,@r%_l—gu PR AIE T B AR ARE R B TRk S

WEAEASGREAL Y TRODE L L RER S 7(IPA
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importance-performance analysis)Z2E 1‘# » T E-E R ML A T 159
AEARPY- B aedd 5 Ay gt B o Uhiel £V L E

TR OERGEEY LA pEhaphd =% o m Sethna (1982)% I IPA »%

&

B E R Y IRIEE TS E - ke LR ST R 2
55 IPA © BiSiE 0A b fEP 2 A 5 JRAIAoE 2 A L genig g B

i A A7 end g fg 32 1 E (Chapman, 1993 ; Cheron et al. 1989) -

WA B i %‘%LL ¥
# ML LAk WE S LA
- E S A £ LR R s
%
. B E L E AR REZ Y | B EAL REE ML E AR
ES IR £ 20 (R gx E A s
TERBET L& BEEw
1, %
R

B 2.1 g £ /% 7 B 4L §

7ok %k . Barbara, Jaffe and Lin (1994)

@ Sampson and Showalter(1999) R & ! IPA = I8 F7 Bk -
(WE & HEfrd B2 PR -

Q)- 45a 3 o B AR E & P8 otadf hd L D4R R M
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s s AT FARE SR BERBT Lo BB B
g RIEHF o0 & "ﬁ%ﬁ’w‘ﬁ‘c}%iﬁ’ﬁﬁ%@{ﬁ%ﬁﬁi— o
QEEPILZRMFVNEF AL T EARARICREERE

_Q II‘::';E’]’”E/{% o

ok st O’Sullivan (1991)5987 5 @ » ldn 8 IPA A 45 % 7 4 &

B 2
()51 1 R FF i 85 R JRFRTE P e 35 Byl » 555 B 018 4 chpd 752
X o
Qi * FEHPHANWETERE & TARAE -2 672 F
B o ?ﬁﬁ%?ﬁ%é% PRARE ik ~ AR ﬁéﬁﬁ

GMEBRAR ZHFH 2IRALR L 5P T E TR E R

B #LERPEF D AT o
() S 5? BLL ATERE s BT A L E B % 4oB] 2.2 T o

a—

AT L T ERRASAMMAAETF » F ol VPR T %

4 %4 (keep Up the good work) ;

3% A

BT iTsERARM AMABREEF » X AN AN ML

7+ & X518 & (possible overkill) ;
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C.a Ui T ELARELRAER T K F A ' Ip FpHIER
£ g B i 14 (lowpriority) 5

D. %5147 £ BALE B & & RALAE K0 55 At 2R hBIL S

SR S S G
% B %* A %2
o T (BRER ) (S 53 )
w C %% D 41
i =N (fﬁ-’i{,nlﬁ)—?ﬁiiﬁ ) (4E 5$,I_gj ¥ g, )
T 5
T & £ B

B122 €& —&RAR A HTH B
TR KR FRE 2 F K G4 22(1999)

& O’Sullivan (1991)9 TPA At @ £07 % ¢ 8.5 A FE8L » (e
Hollenhorst et al. (1992)% 7 & "€ & (D)— 2 MP)A2E & p R T9E
(overall mean) 5 & F§ 8L > w38 * ¥ % ¢ 2Zh(middle point)i izt { £ 5
74 o F|p > AT HIEF [PA A7 0 TR TIBE L XY #hen
AR FHEEHABERERIRBSTLALEAEEMRAE -

2.6 3 %8 % —CEO(Cause-Effect-Outcome) i3t
2.6.1 5 BIRBSR 2 ) %

v

JRAr - B A5 o 87 7 R4 Ladhari (2009)3% & PR



&S T RF L GRS

N‘A

FEEAERLATk G o PE R R E T RAY

l
4

Cﬁ
=

CEERA P HAHE A LRSS CHANT HERP A 8 P

WHE AL PO Op MR 2 et 3 T FEOVIREARY i) F
A o d B A BRI S 31 850 | F S04 Otto and Ritchie (1996)
£ H g5

Hogd o BEFEIRZI - AH%A ¥ 0 £750W8% 2w A &(Yuan

and Wu, 2008) » F]3¢ » A3l 6 pRTFE {5 B3I ¥ ik A

-—

R kA EY 0 3T MRS L AR 3 PRk RIS 51
A Rl P RN I PR P 2 T I I R L
£ & w p(Wakefield and Blodgett, 1994) o &]4- > Duman and Mattila
(2005) ¥ 2120 B e e B g A R AR R AR AT Pl 42 )
# ;@ Kaoetal (2008)R| 4% 5 F % R R enid- 2 Fld 2 - » 2 ¢ HME
FRRE LD I TRL R LR DTG o
#t ¢k > Sla°tten , Mehmetoglu , Svensson and Sveeri (2009):% 5 #2588 &
PRAR S Y e B T f R EPRIR o 5 Rk~ A AP
FELDFE s FMWARe 7R EFERCEAMEZAR o A

to IF \:’4\.‘»,"" EI H‘J’EHJL "’R‘-’;‘F'—:VJ— '# Z,up lE’J;l‘:_ ﬂ%iﬁgﬂggfﬁiﬁa&ﬁjfﬁg f,/?' ° Helde

and Grenhaug (2006)» 15 &% F { 7 W7 FRWIRGEFEE ¢ i F
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& % ¥308 £ W% 02 58 - McGoldrick and Pieros (1998){ 45 41> 5 # %
Boo i %2 $0 8 £ R B 8 o @ Wakefield and Blodgett (1999)-~

BRI BB R E F AT R RTERgRIERFF > 2iro

Bl > @ 1ol fe RGBT PRI TR AR 03 hE A B R R

W o°
WE R E N hORRE TR A A RER S FISRAE

YREIRGFAE S §ASYIRBR B E DS > BT IR T
TR E Rl £ H > Kaoetal (2008)z% 5 A Y F LA BB L P e
GPRIEE S EENE L F REERIBRER D X - e B2
B RTIRESFOPR% > KRz ai RNt BEFRABLELE
Wbk e P RFIBILAE ¥V G - 2% o (e g Bagozziand

Nash, 2002; Bigne et al, 2004)» % #FF-E 4% & R F

énb)

fg‘} °

i EEE R g R PR AR T PR E Rk
Flt o FARKRAR ST R AR NH I RIFS T AR o blde o -
S —‘F‘T (e. g. Babin and Griffin, 1998; Cronin. 2003; Wong, 2004)¥ % » =%

TR FRRTBLAE BRI RS T E R
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#F)% - Singh (2000) { 3 1 ik 1k Sl et RE S IRIE ST F 70
£ FS % g R i e

ANHEHPEEETER S BHRER TR B e df RS
B P g R Sk 2 B 1Bk B3 1% (Caru and Cova, 2005, Minor et al, 2004) -
Flpt o — R Y B e A F ARG EY hf 1 A > de B I AAE R M

TR A U

s

RN EE S Tl E TR
RLbpRasst > - FRAWERY 7 L XL F 9 BI&F
blded 2 FE - 2R GRESREWRF)E -
262 § FIME2 2 8 4
& FHRn ) R R R Y e S R - AR

Fro HgenE Y €% 3 &R p Bitner (1992)PR 453§ (Service Landscape) i
Fi2 oo @ RIBFW E MK LB T AL BT bR B K 6 oS

(1) B IEE

Bitner (1992)3% % JRAZH 2 BB IF2 1 & o F R R - Ek > 5 2>
BFfrE s & F o b4 RARY F 5 £ A SRR R Bt L b
{7 % & f&(Lorig and Schwartz, 1988) > & Si¢ Z A (v { 7 P 3%k

* (Morrin and Ratneshwar, 2003) © F]2* » PRIFFE PR E F 2 ¢ L

BB T IR X AR o
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(2) FFX
FRERFHPOEFE R E R RE A PR U E g R

FARE 2 B ehz B Tk (Bitner, 1992) e K3 2 Feh B g R AL 2 &
% o

MBEAE s R RBEL S HEREG S ok Fobr Ea
REEHIRIME%R 2B LR o FPF o - BHHIFGPRIEST 2 57 %

= (7
)l
‘1“*}
arly
\-\-ﬁ
T,
=4
=R
e
o
=)
(@)
janp]
o,
o,
o
=
o,
o)
(@)
o,
(0)=}
(¢}
:{
[E—
\O
\O
(@)
p—

5 2| A H 2 B R A R R X
(Gamet, 1997) » F12t » Z BRI SF 5 % DR -
(3) # i

Bitner (1992) 2 & # iv 5 > — AL 3 2L (P svsd = p e 4 o

ﬁ&

blde o BoH TR R T AR LR N LR SR & Hek o o BT
R hr 82 P+ ¢ 8% P Z 8% (Wakefield and
Blodgett, 1996) -

(4) BH -~ EmE g

ELAeR NG Ao § eh A F e ¢ (Bitner, 1992) - pat
P PE LB TS A IR B EE YR E B
Biee o & zena i v UL P E 2 WEMIRA Y - B R X

Bom & @ pRAR R 4 0 B B & ePRF3(Bitner, 1992) - Nguyen and
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Leblanc (2002)F7 5 » #F 3R> ALK DB ERBF 4 - Mix o @ =5 T

e

VAN T AR AR F AR AR 5

¥

& & 71 %]% (Robinson and Callan,

2005)° B ELAPRIFEE P TAE TR AT 4V @ A R T T IR

e B PRS-
®)) Iy R

REE N6 TR PRARFE G 2 & R Shik B - Breiter and Milman
(2006)3% & PRARF-I3 g K R A3 A L B % £ & ¢9- Tk - Robinson and
Callan(2005)3p ! » JRAR3 B 420 § Freni K3 R ML E o F 5
SRFETAERE PR L TR RS T B P T IR
B
2.6.3 CEO(Cause-Effect-Outcome) 5"

Sla°tten, Mehmetoglu, Svensson and Sveeri (2009)# ! 7 4c™ ] 2.3
CEO(Cause-Effect-Outcome) -3¢ - CEO #i=5% 2 & §_& & Bitner (1992):
PRF% 3B (service landscape) P & » ™M 2 FRAT ) R SR PR E S R
B 2 ¥ # 4 272 3 (expectancy-disconfirmation theory) « #2538 7 il F =
Ho 4 BMSK(e F 44 > 38 K3 )\,J Be(F % T 0 12 & 23
B PR s BRSO FN R SORI RS0 R 1 IR

7 EMER. g LR NT G PR BE 4 FF RS RBEENF Y
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A g E?-T‘é;)ﬁﬁ o

PRF%H-B

iy 1+ (Joy) — L% E (Loyalty)

MO

Tl g

®) 2.3 CEO(Cause-Effect-Outcome)i-;¢

fe B¥ > Sla°tten, Mehmetoglu , Svensson and Sveri (2009):% = #E Z &

Pleng BR85S 3 &k >0 Bitner (1992) %73 % chf #%k8 » B 3
7 # 4 (Ambience) * I # (interaction)¥? 3 3 (Design) © @ CEO 3" ¥ i
FREHLE G- AR AT SRR 0 A I
ik RV o - AR B (Joy) P& o P Sla°tten, Mehmetoglu,

Svensson and Svari (2009):% 5 i F F #F DI i % KRR S A

SERFFAL LPHR G B ey HAL R - FI  CEO K5 Y 4
W FHATELPRLZF PN BT § BB T R

FRE < )I?% VAR PRIR S TR E g TR RIS

S CERREY ) B ERCE TR

T EFEAT
TG A8 @A IRGR G e 3N G AR DR g R R o Pl
BIEAeT M BREE R S FIRR oS 2 IV BAEAEE v
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AH L BEZELIMKRAEA Y (AR TR DR EHRET

2w AIEE S AR 3 R R I F R o 2a R
BAEED GRS O R R v R F o AR D RIRTES

THORTRT L FERRT ST HEMORBE T Y S E
L4 end BT 2 el > IRABAE R mrﬁ Wi o

TP AR R WB R R AL R e SIS R

)

2ATEE BRGSO R F AR R L RMRLBLR > VL

# %F Sla°tten, Mehmetoglu ,Svensson and Sveeri (2009):7 CEO $i= 5%

,\f:t

BRI E 0L S B F ARk R L 0 2
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k.
W
i
it
g s
-3:%
-y
\_.

AT ARMERT D EAAE L BEFY F A AR D 2
FRE GG A R 2R AP R A 2§ RS R
Y CEYABREE o PR ARG D
B MEREAEL BB BT HNER TR 5 AR SLR

F pF o & E A3 Slatten, Mehmetoglu, Svensson and Sveeri (2009) %13

e7 CEO #-5" (Cause-Effect-Outcome) > # B 75 734 % o 3¢ 2 B8 4 R4

AN

(22253 R~ Ra Bl ~ "4e 3K 2E ~ PRIFT B %@TJ{ LE 2R )
RS LETIEE Y SR

By AETRY BB ERRIAL I RFFLABEEAER

e

BE R BEXERBALE R FEEL LY 4 FIME > RS AR 2R
IFETEREETRLR g AAFL R FFHREEREEL A2 IFR
THRE SRS L FIHRLEL S e 2 SRR
EAL -2l £ & £ RAER A 7.2 (IPA © Importance Performance
Analysis)» 17 RE £ ¥4 B L ¥ B 2 EARE R L R > 2 Hope v
U WIS L B TR S N R S R

FIpb o LT RE A A B R BB LR B A2 LR

CEER LS T RS
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3.0 8 & &4

«;,»za

SEARES I NARTOE H L LKA LS ERS R A

Gk - 278 Ed EEDR L feFRFIREREILEY P L L

i
Jre

Bt ATl oK G SR TARE BB BE R AT ATRE 234 5L L
Bt g d ) o Bk v PR EEF 58 A4 LA AF
Sae b Eeng 3 o Ay EAEED )RR E- B ERE B
Br A A 130 & R EAENLEARAM R HEDET G 2
B R ARl s S PR e %o P
FETRCE N A DR RS EF T BT L R ¥ S
SREAIEL A R AR ST 2 7 BRI SR F MO iR
R BAE 0 R 5 RERBAFDLFER o
BEAEINOTEI? FIREFHBOFELIFHELANALE AL
MR B BAL T em Y o IREET R EEANI 1 &K
B g AT h THEEAAAE 0 FL AR AT BRS R

AT o 8 B At LT RT 0 i g 8 R

-n\«
lf“k
*.;..E\

hi

FIAES - M 0s & 6 2 6 2011 & P A5 S AUE )% eh S5% 0 % 1] 92% o ¥
bl L 4 RIS A S B AR Bl A T LB

EHLH S
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weib i AR R A A ER L6 0 MY

FHREAARMBIEELHENEL S FIMR L g2 R L P22 A

=

ool - 2wl £ & 2 IRARR 4 477% (IPA © Importance Performance

Analysis)~ 17 Z ¥ 3 BB L ¥ 2 EARERIA R 0 2 H o e fin
V- 25 R %RES BN AN S L RART BN G
3.2.1 B B & 3

A - ﬁé_ﬁr’f ®] 3.1 » i & @ §5 Sla°tten, Mehmetoglu,

Svenssonand Sveri (2009):7 CEO #-5;' (Cause-Effect-Outcome) » ¢ 7 #
Bl BRI ~B(E %3 B> BRs Bl "k ~ JRI23 B 32

AU ME FEREN B LI £ A g0

% [FIH8 5

Kﬁ»%t‘:‘g{%@,‘ ri R _FT_ Pifﬁl)ﬁ‘—




322 % ik H T LKL FENA
AETREE4os- > FIRFPFRFRIAEE KPP w2 afd
A PP A MO THEREIRS N S {BRET A B A
BEAZRF-FEPNFLEL ST e BIRG & §FE FIFR L& T
H_%+% p Sla°tten, Mehmetoglu, Svensson and Sveri (2009)2_ CEO fi=;\ ¢
ZfRAptE . Y LR SR TR TR R AR IE 2
PR E -
YoM APIEEBELEH S FMHRLLEFZEMRBEERLAR o
A RHEL L Ldp i) § fHRIRB R RS F -

iwAv(Bitner, 1992)» H A2 & 22 54 B~ & Bi B~ iK% - JRIF

&

J.

\_r\
A

Z A3

%‘

TR LRI o e A 3] R R
SRRPIEEFHEFAZERBRALBRIAAE R Fu4HT BT £
(Likert Scale)#r® > ZAZR MK 1 A (2L 4 £ /% R)F) 5 A (2 & &/
MR e
B 300 AR AT R R RS e RS LR B e
PRIR1RE ALY #7515 mrfj e i % (Sla°tten, Mehmetoglu, Svensson and Sveeri,
2009) > F R 2 BOE R G FH LA 0 £ w AT o T & 320 g

TR * 24T 8L £ (Likert Scale) > & ARRE KL A(ZEF 2 B R)
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FSACEFRR)

%\’3.1 //;_;F‘:] 5&,7 1}-!-& F‘:

L £ 7 K

k=K

1.5 BehZEek 2 (>
2.% BB ek 3t
3R BE B TEF A
4 RRFREHIEE
s

Rl O

b R S S 7

5B

Sla°tten ,

Mehmetoglu,

B2 e Svensson and Sveeri

(2009) 1

IR 5 vk i PRAR R RS
5 B FE A AR

3 ‘—E‘;/}-ﬁ— 2 R R

Rl A A A A A T
§
fé || g (=
Bk
-k
‘_.
A
E\ﬂ}

,—
o
e

Bk A2 YL ER ik H B

1.% 212~“‘ i A s
2.ind Fr A gE
3AE B % 2 i
4.3 ¥ g

5.8 SR iE R

1JRFF A B end ¥4
DIRIF A R R B
3PRFE A B A R A ek
49RF% 4 B il

1ERRACE cng k3
2R A i vh B 2t
34Kk &:‘;{;J—

O

TR &R AT R
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%32 FHBLZEFENA

o i 7] £ % Kk

e 1A A iEAR b 3SR A (U -

lri R P ,‘J = Sla°tten, Mehmetoglu,

X e e N N A :
o N e e Svensson and Sveri

" 3. AieAE N R (AR (2009)

R T

TR L AT R

PR AR LA c PRI IR LEA
BEFT B LR £% 1 & B:zp Kristensen, Martensen and
Gronholdt (2002)¥*t*2 Z Rp R L R 2. I > ¢ Z R LB P ohf phen

LEHOME Fie EFHEY R ARERSELR 25 ZBFAE
doT £ 330 GFE R R BEH* F 45T 8.8 £ (Likert Scale) 5 kA2 R j¢_1
A(EF 2 ERIFISACEFRR) -

433 AHMImZATERT

5 R_(F E % o
£ [P e U ) Kristensen,

| Martensen and
2 g 1 A AS S PR
LR | 2BAAEESAERY Gronholdt

3ot g A A RERS - EE | (2002)

FTH KR APy FR

Fe SR EE I A ATHEOR AR N ¢ R AR E

\I?

Bos TESRT RSB LFE RSN RARTSEF K

A}

8B T kR E BT -
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323 P LA EH R B TR

\_.

AFTUALFIGE AR ZLOFEA G EHE P 2883

Ji};j‘}ipﬂé-}{—af,%ﬁg:fé%;]]\ 7‘?11’** %%/_L F’B’fﬁ'aﬁ: ’?’E—’
FOEBRRZAIIARIRBABE Rty T U TEAS L EHE 2

AR Sl E

TR e 47 3 2 12 SPSS 10.0 3R sz e (7T FAL A 4T 0 @# ¥ P
B2 e A A4 BoxRA CIPA A4 - LB T
T CECIE R A U e e N
SR Y e A

I * X g fie s T A AR R A s BR o Y
R ADAIFT G HE -
o N B REE A

RN LRI BRI - RiL . AR
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King Hotel - Customer Survey

Dear Customer,

Welcome to King Hotel. In order to continually improve the quality of
our service, we greatly welcome your feedback. If you could take a few
minutes to fill out this anonymous questionnaire, we would be extremely
grateful.

After fill out this questionnaire, please forward it to the front desk and
get your gift. Thank you very much!
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Part 1

Service quality
Please_circle one number to indicate how much you agree with EACH of

the following statements.

Before experience. I expect.......

Not important

After Experience, |

Excellent

Taste of breakfast and portion

\9)

The design of restaurant’s physical 5

environment

n

Cleanliness of restaurant and lavatory

Background music volume in hotel

[EREU RS (—

Air quality in the restaurant

—_

Room equipment

TV channels

Cleanliness of room

Housekeeping accessories

—_— = [ = | =

The interior design of room

The sound-proofing of room

Room temperature

Air quality in the room

Lighting in the room

Softness of room bed set

Business center equipment

[UEEU RSO R O -

Number of parking spaces

[

Hotel location and convenience

Number of elevators

Quality of wireless Internet

Professional service of hotel staffs

—_— | [ |

Friendliness of hotel staffs

Responsiveness to your queries

—_ | —

Number of service staffs

—

[V, RV, I RV, B RV, B R, T I O, T ), I I, R A, B R, T (O, R L ) T I ) T I, T IV, B R, B (O, B RO, T I O, T IO, T IV, T R, I RV |

N N I N I N I N I S e N L L N N I N I S I S S I S O S S B SN B SN

W (W W W (W [W (W W W W W | W W | W |WwW | W |WwW|WwW | W | W[ W lw W

[ NOTR N NS 2 I\ 2 NS 2 Y\ I NS J Y\ 2 I O 2 I 'O I O N I \O T I O i I O N I (O B b CO T I NS B 5 O B I O s R \O T N \O T N \C IR I NS BRIV ]

The interior design of this hotel

[V, IV, I LV, N U, B O, B I O, T ), I I, R A, I RV, T (O, T L O, T I ) T I, T I, T R, I (RO, B O, B I O, I IO, T I, T I, I RV |

R T L I T I U S I O =N I S (O N [ N I S I S I N I S I R N R E S

W (W [W W W W W W (W W [W W | W | W W W W W W | Ww | Ww | lWw | lWw

N (D [N (D[ [N (N[ [N (N[N (N[N (NN (NN
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54 3 2 1 The exterior design of this hotel 54 3 2 1
54 3 2 1 The design of hotel lobby 54 3 2 1

Part II Emotions

Please circle one number to indicate how much you agree with EACH of the
following statements.

Agree Disagree
-—----mm oo >
I felt pleased during my stay in this hotel 5 4 3 2 1
I felt joy during my stay in this hotel 5 4 3 2 1
I felt comfortable during my stay in this hotel. 5 4 3 2 1
I felt relax during my stay in this hotel 5 4 3 2 1

Part TI Future Visits

Please circle one number to indicate how much you agree with EACH of the following
statements.

Agree Disagree
+-----—--—-- >
I’ll stay at King Hotel next time 504 3 2 1
I’ll recommend King Hotel to my friends 504 3 2 1
King Hotel is my first choice in Chiayi 504 3 2 1
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Part VI Your background information

1. Your gender : oMale oFemale

2.Your age : 0 Under 25 0 25-40 ©41-55 ©56-65 oAbove 65

3. Your occupation -

oStudent oGovernment employee oService 0 Commerce
oTechnology  oFinance

oself-employment oOther

4. Your work position:
0 Business owners o0 Executives oMiddle-level managers oLower managers
0 General staff oOther

5. Purpose of this trip to Taiwan:

oBusiness oPrivate  Oincentive tour (company)
oOther

6. In what way do you travel to Taiwan:
oGroup tour arranged through a travel agency
oTicket booking and/or accommodations arranged through a travel agency

oSelf-guided tour without any arrangement by a Taiwan travel agency after arrival

7.Where do you come from :
0 Local(Taiwan) oChina(Hong Kong and Macau) o Southeast Asia 0 Japan and Korea

o US and Europe

8. How did you find out about this hotel?
OFamily or friends o News or magazine 0O Internet 0 Advertisement o Other

Thank you very much for your co-operation.
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