THESIS FOR THE DEGREE OF MASTER OF SCIENCES
DEPARTMENT OF TOURISM MANAGEMENT
NAN HUA UNIVERSITY

/ AN ANALYSISOF TRAVEL AGENT SELLS ABILI

GRADUATE STUDENT: KUO, MEI-T;,L?:r/
ri 4

'::_-\-\-\"'-\__\_ _'_'_J_‘_,-/-’f
P — i

ADVISOR: PH. D. SHEN, CHING-CHENG




i B R £
RFEFETES KA
M+ B m X

WATHSE B AR B S H XA A

ave B02 Y

@%ﬁﬁﬁﬁ&ﬁﬂﬁ

DREE /bz ”% ?
3 ¥ %
AL IDN

1 1
8 ?%1 @J@Q
sssorm : SHMLDX

aRKBHMFERE 94 & L A 4 B




# s
BREL Y ANTE SRR L ety JEPF 0 PR IR IFE SR
F0F P EE o BARE S E kAo dhikc E o £ nothing between my ears |
e A F R AT FEHRE BR- R R wY o SR E A

]

Bots 34 - o F 4% &miﬁ\—@wP% § 81 b g i

¥
B PTGV BIRR A O o licF S BIEP B E o Ao s WA E
i PR E TS 2 MR A ik 0 7 A RRP A R
n T I SR A A A s |

EEE - BEIGEA T DB BT R UL PR B
Bl FR AT L ded TR RS B E e B R
JWg 1At bR A MRS AR

FIHM S F R R R R T RL AR R

TR EE o PRI EG o B0 2P s F & 2T e
242 Eogles Russell &~ 4p 3 » Bl g Evp T | T X 2 E » RN
EISREZ R RSB R FARE gﬁ&hgfj}ﬁﬁpﬁ“wnbﬂ,ﬁhadﬁ,
RHADIE LB € F] 5 AR F andd B 5 g 2 P anfiie o
eiei | iR i E4F @]“’ﬁ TR AN E] PR FE
FOABELREY R 2L FAT o Thankyou! 2 & E E4F o



ANOVA

(1).
).
3).
(4).

).



(6).



Titleof Thesis: An Analysis Of Travel Agent Sells Ability
Name of Institute : Institute of Tourism Management
Nan Hua University
Graduate date : June 2005 Degree Conferred : M.S.
Name of student : Kuo, Mei-Tzu Advisor : Ph.D. Shen Ching-Cheng

Abstract

In the travel industry there is intense competition between offices
using traditional selling methods, internet sites, and tv sales. There is
much more in depth travel information available to the customer, this also
creates a challenge for travel agencies. What methods do managers
require to allow travel agents to develop and meet this new challenge.
There are three areas of importance to analyze and address to enable the
continuing operation and improvement of the travel company:
professionalism, sales ability, and sales methods.

This paper focuses on the travel agents sales ability. Two factors,
customer buying habits and sales methods, will be analyzed to identify
several types of customers. ANOVA analysisis applied to customer types
to find the difference sales ability for each kind of customer. Finally,
Regression analysis is used to customer buying habits and sales methods
apply and effects on sades ability. We also attempt to determine the
difference, if any, of customer and travel agency attitudes towards selling
ability.

Results (1)Customers and sales agents both feel selling ability to be
similar in importance,(2) Customers care most about the suitability of the
product to him personally, cost is not the most important factor, (3)
Customers think that a travel agent should have credibility, a friendly
personality, and promptly resolve complaints, (4) There are three kinds of
customers identified in sales methods analysis: rational customers care
about the friendliness and credibility of the travel agent, rational but
considering customers care about professional sales skill, rational and
personal relations customers care about communication skills. (5) There
are five kinds of customers identified in sdling ability anaysis:
Personal attraction and cost customers need personal management ability
and professional support ability. Considering and cost customers need
friendly and reliable travel agents. Average customers need travel agent
personal relationship ability. Persona relationship customers need travel
agents with professional ability. Trust customers need travel agents who
have persona management ability. (6) Travel agencies should help travel
agents with their sales ability, including professional ability, personal
management ability , friendly and reliable ability, personal relationship



ability and explanation of service ability.

Keywords: buying habits, sales method, sales ability, travel agency
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63.112

Cronbach’'s a 0.5427
Cronbach’'s a 0.6298 4.2.3
()
()

4.2.3




4.2.4

5.8558 1.0467 1
5.8365 0.9962 2
5.8173 1.0862 3
5.7981 1.0463 4
5.7885 1.0209 5
5.7404 1.0520 6
5.7308 1.0262 7
5.7019 1.0133 8
5.6827 1.0636 9
5.6538 0.9731 10
5.6442 1.0965 11
5.6346 1.0526 12
5.6346 0.9760 12
5.6250 1.0067 13
5.6154 1.0269 14
5.5962 0.9606 15
5.5481 1.0133 16
5.5769 1.1380 17
5.5192 1.0047 18
5.5000 1.0883 19
5.4808 1.1319 20
5.4519 1.0509 21
5.4231 1.0211 22
KMO 0.928
72.208 Cronbach’ s a
0.9230 4.2.5 ()
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4.2.5

(

).

(

):

Cronbach’' s a

795
182
.748
132
.695
.686
.685
.596

5.975

25.980

25.980

0.9475

753
749
132
715
.706
.668

572
528
512

5.867

25.507

51.488

0.9403

824
799
672
.658
567
.564

4.766

20.720

72.208

0.9230
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424

4 . 2
4.2.6
6.0385 0.9129 1
6.0096 0.9603 2
5.9808 0.9551 3
5.9327 0.9681 4
5.8654 0.9037 5
5.8365 1.0155 6
5.7885 1.1378 7
5.7788 0.9343 8
5.7788 1.0044 8
5.7115 1.0764 9
5.7019 1.0509 10
5.7019 1.0323 10
5.6635 1.1373 1
5.5769 1.1294 12
KMO 0.901
83. 588 Cronbaah’ s
0. 8678 4, 2 . 7 ( ).



()

()

()

4.2.7

Cronbach’ s

854 | 3.383 | 24.166 | 24.166 0.9232
776
731
.550

808 | 3.326 | 23.756 | 47.922 0.8999
770
.708
622

729 | 3127 | 22.335| 70.258 0.8907
.666
631
.588

780 | 1.866 | 13.330 | 83.588 0.8678
.668

4.2.5

K-Means (Cluster analysis)



4. 2 ()
()
()
()
4.2.8 ANOVA
= p Scheffe
(1)N=58 (QN=14 | (3)N=32 test
2>1,3
0.20972 0.90657 | -0.77674 |24.195|0.000*** o1
0.19769 -0.78277 | -0.01586 | 5.948 [0.004***| 1,3>2
-0.47931 0.75425 0.53877 | 21.323|0.000***| 2,3>1
1>2,3
0.36492 -0.96828 -0.23779 | 14.243 [0.000* ** 352
0.11755 0.76650 -0.54840 | 11.166 [0.000*** | 1,2>3
K-Means (Cluster
analysis)
4. 9 ()



()
42,9 ANOVA
Scheffe
F P o
(UN=44 | (2N=1 | (3)N=3 | N=56
-2.02093 | -3.47975
0.53585 -0.19853 | 38571 |0.000%**| 1>4
3.55930 | 1.52076
0.68376 -0.68226 | 60.078 |0.000***| 1>4
_4.42304 | 1.02365
0.44888 -0.32855 | 19.178 |0.000***| 1>4
4.2.6
2.10 ()
() ()
4.2.10
(ON=58 | (@N=14 | @N=32|" P | Scheffe
00726 | 01416 | 00697 | 0.367 | 0.694| N.S.
11420 | 01574 | 01381 | 0.855|0429| N.S.
00572 | 04868 | -0.1093 | 1.982 | 0.143| N.S.




4211

4211
F P
(ON=58 | (2N=14 | (3)N=32 Scheffe
-0.1818 | 06132 | 0.0613 | 3.854 [0.024*** | 1<2
1009 | 01144 | 0.1328 | 0.665 |0.516 N.S.
-0.0194 | 00085 | 00315 | 0.027 |0.974 N.S.
00726 | 01317 | 0.0740 | 0.358 |0.700 N.S.
4212
()
()
4212
(1)N=44 (2N=56 F P Scheffe
02905 | -03129 |10524[0.02+** | 1>4
04262 | -03115 |17.182[0.000%**| 1>4
05399 | -0.4305 |29.486(0.000%**| 1>4
01322 | -00728 | 1211 |0.274 1>4
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4.2.7

4213
-
VIF Cl 1.000
(2).
(2).
3).
4.2.13
Y1 = 0.220X, R*=0.048
T 2276 F =5179
= 0025 P =002
VIF 1000 DW=1816
Cl 1.000
Y, = 0.343X,+0.222 X; R°=0.167
T 3776 2441 F =10110
P 0.000 0016 P =0000
VIF 1000 1000 DW=1.844
al 1.000 1.000
Ys = 0.245X,+ 0.218X; R°=0.107
T 2604 2315 F =6069
P 0011 0023 P =0003
VIF 1000 1000 DW=1.725
Cl 1.000 1.000
Yl Y2 Y3
X1 X2 X3
X4 X5




4.2.8

4214
T F
4.2.14

Ys = 0.260 Xe+ 0.233 Xg +0.197X3 R°=0.194
T 2844 2560 2124 F =802
P 0005 0012 0036 P =0000
VIE 10 101 1063 DW=1732
cl 115 1115 1281
Ys= 0.314Xg + 0.295 X7 + 0.188 Xg R°=0.221
T 3555 3.345 2135 F =90462
P 0.001 0.001 0.035 P =0000
VIE 1.000 1.000 1.000 DW=1.931
Cl 1.000 1.000 1.000
Yo = 0.389 Xg+ 0.314 X7 +0.249X5 R“=0.312
T 4689 3785 3008 F =15119
P 0.000 0.000 0.003 P =0000
VIE 1.000 1.000 1.000 DW=2.068
Cl 1.000 1.000 1.000
Y7 =0.185X1 R°=0.034
T 1.900 F =3612
p 0060 P =0060
VIF 1.000 DW=1963
cl 1.000

Y4 Y5 Ye Y?

X1 X2 X3 X4

XS X6 x7
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432 \\

VIF Cl

1.000~1.281

30




43.1

F

4.319 3.9904 5.484 0.020
3.3786 3.2115 1.136 0.287
4.2429 4.3942 0.970 0.325

5.625 5.6538 0.050 0.823
5.3714 5.6635 4.376 0.037
5.3607 5.2692 0.465 0.496
5.7107 5.8173 0.644 0.423
4.1143 4.2596 1.054 0.305
5.1643 5.3462 1.980 0.160
5.3214 5.3365 0.013 0.910
4.7536 4.6538 0.461 0.498
4.925 4.7692 1.274 0.260
4.0357 4.2019 0.755 0.386
4.4464 4.5385 0.394 0.531
4.8893 5.0192 0.877 0.350
4.8357 5.0000 1.468 0.226
3.6393 4.2115 14.965 0.000
5.0750 5.1827 0.776 0.379
49714 5.0385 0.250 0.618
4.2857 4.2788 0.003 0.959
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4.3.2

F
53714 | 5.4808 | 0.814 0.367
5.3393 | 5.4519 0.887 0.347
5.1750 | 54231 | 4.035 0.045
5.7393 | 58365 | 0.671 0.413
5.5286 | 5.6250 | 0.612 0.435
5.6214 | 5.7981 2.119 0.146
5.5107 | 5.6538 1.388 0.239
5.5000 | 5.5962 0.630 0.428
5.6143 | 55192 0.605 0.437
5.7536 | 58173 | 0.270 0.603
5.6000 | 5.6827 0.461 0.498
5.6250 | 5.6346 | 0.007 0.935
59143 | 57308 | 2.321 0.128
5.8607 | 5.8558 | 0.002 0.969
5.8964 | 5.7885 | 0.837 0.361
5.4321 | 5.5000 0.311 0.577
5.5571 | 56154 | 0.229 0.633
5.6714 | 5.7019 0.068 0.794
5.6857 | 5.7404 | 0.216 0.642
5.5143 | 5.5769 0.267 0.606
54679 | 5.6346 | 0.947 0.164
5.6000 | 5.5481 0.184 0.668
55429 | 5.6442 0.703 0.402
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433

4.3.3
4.3.3
F
5.9107 5.7885 0.937 0.334
5.9786 5.8365 1.490 0.223
6.0107 5.9808 0.074 0.786
5.8857 5.7019 2.717 0.100
6.0786 5.9327 1.820 0.178
5.6571 5.7019 0.146 0.702
5.9143 5.7788 1.536 0.216
5.6750 5.5769 0.647 0.422
5.7000 5.7115 0.010 0.921
5.9321 5.8654 0.369 0.544
6.0429 6.0385 0.002 0.967
6.0857 6.0096 0.481 0.488
5.7714 5.7788 0.004 0.948
5.4929 5.6635 1.731 0.189
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