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Abstract

The purpose of this vesearch to explore the travel service quality
satisfaction. Loyalty and Re-coming of the china mainlanders visiting Taiwan
as a tourisy. According to the data analysis show that the main reason of china
mainlanders visiting Taiwan as a tourist is “inquisitive about Taiwan” and
“advertisements propaganda” is the main channel for travel information in
Taiwan area.

According to the result of analysis: 1. Among the shopping quality ,
shopping quality was the highest, followed by shopping price - 2. Among the

living and food, food was the highest, followed by living - 3. Among the
loyalty, recommendation of Taiwan traveling to relatives was the highest,

followed by re-coming - 4. Among the consumption, hotel was the highest,
followed by shopping - 5. Shopping quality has positive effect on satisfaction

significantly - 6. Living and food has positive effect on satisfaction



significantly - 7. Satisfaction has positive effect on loyalty significantly - 8.

Satisfaction has positive effect on consumption significantly -

Keywords: Tour packages, Customer satisfaction, Loyalty, Re-coming
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¥ = & JRI% & (Service Quality)

- NRIBEFT R R

B 5 3% 0 PRIE & B T & AL Sasser, Olsen, & Wyckoff (1978) 0 i 9
PRIl KR A B2 XRAZBa v T 2E o BIREIRIK
® (service level ) & PR7%& F (service quality) » #f 02tk » PRAZK
B Zdp i PR AT T o R B iE g I g ok - s 5 )
¥ PRIk B (expected servicelevel ) £2 7% PRF3 K # (perceived service
level) o Levitt (1972) 458t » JRAR & F A4 PRAR S ¥ it 4 £ 9T Tonfh
_E—“z Crosby (1979) 3% & PRI: & B RRR £ 978 3 TRIZ &8 7 % o]
IS c R B REAECREOFE > TR IND Y L EETRBRR
FenFl 4 > 22 Y fef BHMKROLFERFE o 8 02w R
Gronroos (1982) » 3% & PRI* & B & RE E $HPRIF & B cnfp 3 2 35 X PRI 12
e ervt i Parasuraman,Zetithaml & Berry (1985) B[4 * pg % #p ¢

BRELZ R R TR T ARG F 0 B TR L TR P Y PIRGR
=zE 4

4;;1
\TY‘

o ¥ %‘f"*‘? Ml EE R oL R KRR 0 BRI S

4

TE A e o Garvin (1984) 2 0 PRAF S Fen L & A5 B £
gREooa 2 AT ER R o Mill (1986) P BT & IRTHS

Fgfr ,
ry

E W 5

Y
%i

g IRIEE T AR ER RIS 0 AL IR RO ERER -

AR E R R o Bitner (1990) L 38— H 11 17 5 R L RRBEF

Churchill & Suprenant (1982) #& 1 s gL » 325 JRAZ & B ,Th{/éﬁ Z 4t
PRARB R R B R BR R AW Y L BE o o IR A - B
FAF P 48 0 FIP o - SRDBENFH F RS 5 RBE T R
BEpd (RER 0 1999) -

T S ESERE SR ES Y £ N RE Y T I
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POBLEE ~ AL BLERE CH BT L BLERA A BE (FREdp 0 2004) o F
12'!1\."%'\» 27 .

%27 WRirEFREBEE

PR 5 e B 5 X 5k
s pams | Levitt (1972) 4, 1 » PRARS I it JRAR S % i0 15 & 973 e
- " M) R
08 5

Churchill & Suprenant (1982) #%& 4} # pLEE » 335 PRAF &5

ﬁf‘u FREZHIRFBR LR » AR X Bl Y i f §E o

Crosby_(M%}{r%‘r H R L4 ATH Y GpRIR B R %
25 *ﬁf’fmffﬁ Tk el gk o "“"{‘

R A " Gronroos (1982) 3.5 Wﬂ’z‘n‘%‘r EF% HIRi &2 028
S mE R e AN
p ,?" ¢ e  Parasuraman,Zetithaml & Berry (1985) E‘Q R R &
;.rl,.-“ FAFER CEIRBSH - \
it __‘I%ﬁm%i Garvin (1984) # & » JRA+ ST 2 B0 BIAE 7 > A
T PR EROER e \ |

Mill (1986) % & PRix5H 5 AL BT o
Bitner (1990) 3% 5 FRA% & B S AF 2 422 RAM (S ) B3 F S pi

If FPRIAERE A R o

o j\ DRI pHRE e (2004) .fll"'ll
“'-.

1985%’ = K & 7}% & Parasuraman, Zeithaml, an,d Be R S s

4 mFRstwﬁ.?#jﬁ M f;_ok s ﬂ,\«f P S b a,s—pp 5 ;: .= > -+
- o,

25~F$%Nﬁ”z% é%;mﬁ%ﬁﬂﬁ?ﬂAﬁ@ﬁ'\ié

BRI iaf73kﬁfiﬁ¢ Kot o HE - %
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Parasuraman , Zeithaml ,and Berry (1985) & 4! ihfRi% 55 -3¢ - PZB

BosV iR 1 R G PR E DR T AR R 'i/ m ot LR

=

ﬂ?%%ﬁﬁwgﬁﬁgnm“m/Lﬂ°wpiﬁu’Wﬁ AR

d?%éq%ﬁﬁ&’z_mﬁfmv‘ Bak T AR BieT Bk
rz ¢ s HPY e - ey j\gﬂﬁjgs;iﬁﬂkj ,«:[r-r’jghjdlﬂ%s,jﬁm

#p BT e
PR DT BRSO T o i e T

(= )# v — (Gapl) —ij 3 FIRar 2 & F 2 E ) 7 F IRIB F eniwif
# §E ( Consumer Expectation — Management Perception Gap ) o #* 44 © 1
FLOAAFISFEAALL L0 R () R R T B
B e RO RN B ARE L HIRBEF L
fg;li °

(=)# v = (Gap2) — ¢ ZE i ¥ i” PRA®EP i df 8 PRIR 5 AR 2
% BE ( Management Perception — Service Quality Specification Gap ) o ¢
%Fﬁ%i’&ﬁﬁﬂj%%lﬁ(ﬁﬁ)d ¥ PR Y 0 B
RTINS HG] o L g - 3 i‘ T RePR IR
SR -

(2)# v = (Gap3) —PRI% & B R4 & PRI% G 2L F e 4 §E (Service Quality
Specification — Service Delivery Gap ) o & v e 4 LdpTrige g
A RREW R AR RS TR L AR B RERY o §
FEIRFE AN EIBE I RAELHRE > a3 5 RIRIFGEEE
oo

(z)# v w (Gapd) —PRIx B L3 ¢h 30F 3 B en i §E (Service Delivery —

External Communication Gap ) ° ¢t 4 v e 4 > &, in PRI% 3 'ﬁ A
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LR o B F IR S BT R FoRE R A
AAERONEF - Ra TREP G A YT SRR E ST G T
R
(I)# v 1 (Gaps) —if R FHZ RS T E oL IR & FE L e
(Expected Service —Perceived Service Gap ) o ¢4 v e 4 - Z4pif
PHEFaHRBETORLET Y ST RBATRE X PRI A
ART LR o R A HREIRBEORE RN R FHE R
ﬁﬁﬁ%?ﬁﬁﬁﬁﬁo
LT AT RS FE G Skl o
GAP5=f( GAP1,GAP2,GAP3,GAP4 ) ¥]#* Parasuraman, Zeithaml and Berry
(1985) &% A Z e pRir & 5 (SQ)» AT F Ri+ (E) #ivs

g0

it (P) # v 4 o[ % % (+SQ=P-E)-
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B12-1  PZBIRF & RLA M

7R kiR - Berry, L.L, Zeithaml, V.A. &Parasuraman, A. “Quality Counts in Service, t0o”
Business Horizon, May-June 1985, P41~50

Parasuraman, Zeithaml,& Berry (1985) #-% 7 4 v a4 Fwl b
koG E e T E IR e TRy ) KRR TR
CR ol AR A S B M ”Lr;i’;frmPRzz»w?‘ PR 3 PR R 25
PR R AR R R o ) R T R 1 egne A Y R
e R I g8 PR R (Ideal Quality ) 5 % o § f 4% % PRI 1S o2
T H RIS TR RIET A R PRI S F (Satisfactory Quality ) ;
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B R E R RIS A N B PRI S TP RUBA R LR SR

7% & B (Unacceptable Quality) ©
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AR SR S

FRIA ST p 6 B o $0RBEFTOIFE > £X 2 - K
BT R o F kAR g Ak odﬁﬁ@%ﬁﬁﬁiﬁ& ﬁﬁ&(m%>

FoAFEEAR R AL EERE

A FEAEESEFEHG » M e R AT FANXE &
Al T £ B S o bldoRosander (1980) 02 4 B S~ K # Ho > TR
Blp e A R % e B IF L FRIRES T O G 5 Armistead (1985) 12
EHS AR R CRFEFRI RGBS G o B
ApfRarge Rl > X RAp PRI R 0 AR PRI B KB I PRI E 0 [
43 VR &

%‘3—"2 P E R ITLEE AT @ 3N E 2 (S v i o ] 4cTakeuchi

Bz IY5 TERIA S

G

& Quelch (1983) iy g am ~ 3¢ &y 71
s o 940 %~ v R BEEKES G F Y b iRl
ARFER CRIBAERE S BB B RERBTRF R4
FUREARN R AR S A i IR ES e
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FINBREIBE  WRFRBEFH L6 WP AT
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(- ) Sasser, Olsen & Wyckoff **— 4 = ~ & 4= BHM > & 32F 2
- RESBAEREFE RS Qe T L HER
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- REPRApIRIF G- REARR S A FAR S HFe 2 EE A R o B
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BRAGIpIRaEA BT R 5 M RAER - R FRRIpIRIK R o
A rHP FOt U FRELHRBAEL I DT KD i peh
o QR il hi fI R R Y AR E R 2 P
BRI EDLOBEP 2+ o

(=) Zimmerman **—- 4 ~7 #H T BHME o FREEF S A HE N
PR RMERY HRLE P ERTRREE > TLFEEIRRS
Fefpam - @ * g dp P EME R
R EREELpEERSEER L BT FIRE LA TEIR
BEFNRFLEFTD BPERTRRLPFF T
i

(= ) Parasuraman, Zeithaml & Berry - 4 ~ 37 ##& I L BHPE & 4£F

Fo EAF R 4 Rdp- RIRGE

w4 AT L

F. 14 (reliability ) ~ & &1+ (responsiveness ) ~ % i {4+ ( competence )
#1174 (access) ~ # it (courtesy ) ~ /& 14 ( communication )
=z # # (credibility ) ~ % > (security ) ~ 7 f%{+ (understanding /
knowing the customer) £ 3 ;4% (tangible) % > ¥ % §7 g PRI* & F
FEG o T AL AR F T IRARE - S S R A RIS
FOR R dp PRA A R 4k BORFEDE R 2 SRR G F R 4 PR 4
RATE B Ghpirdr & F it 4 0 R RAp g £ 2 o4y A
BeX R AR LRI Rk 2 € MR E L ERA
FAEM R REE S FFERTEL S S B LR
s

B2 S T BRI A A T BAE R A F RS
PRAZe8 RYZK & o

(z ) Parasuraman, Zeithaml & Berry **— 4 ~ A~ #% 117 B> ¢ 37
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BRIpIRAFA R EUBEI T E D EARKETE R
*

A5~ F O~ R (assurance ) ~ MR 1E (empathy) &2+ #14
£ I - fi?ﬁﬁﬁfi%?ﬁ?ﬁ_\i o i H HB— 4 NI E ATt TE‘T#@
g o o B A T R i %o VA R
fre pRt: o 3 R A PRI R WA C B 1 REAZIRIAT K

W R MR A RAR A | RIS AR R PIRG RE

-

BRARPRIE A B AT T /ey (7 KEE 2 PRI 0 T fRAM R R AL MR
IF

RS
Ldpar A B4 B £ © 3 KFEREGDN 4 o

Schvaneveldt, Enkawa & Miyakawa *— 4 4 - ##% 117 B @
= % B+ (completeness ) ~ %37 1+ (assurance )~ % *t & * (ease of

use ) ~ fH (emotion/environment ) ¥ % sz ( performance )

]
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A
FEE R A PRI A B T R 5 R IRAE R G 4 ¥ IR R
LApPRIr A R R AAVRIFRAEE AL DHER 5 R ¥ £y
PRARH™ Jeif it ~ fE B R Y 2 U BRI E ¥ s IR
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eE e TE
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. Parasuraman, Zeithaml & Berry *1985 &% 11+ B 1+ -

Sasser, Olsen & Wyckoff *+1978 #£3& 11= B » & 4£% 2~ -
E:(:F’:‘,’ ~ ﬁi& ~ %ﬁ’rl,":‘,’ ~ 'FLP‘F,J’ ~ ]/g ‘fljlti_l;z?a FE‘}::F::‘,_’__%I;‘: o

. Zimmerman *t1985 #H T BHME e EF AN A

EREI S BMRY FRAER ERTRRES -

FRE
M (reliability ) ~ & &4+ (responsiveness ) ~ 25 i }+ (competence ) ~
#3714 (access) ~ 4 it (courtesy )
iz * 1 (credibility ) ~ % >4+ (security ) ~ 7 f#+ (understanding /
knowing the customer) £ 3 2;+ (tangible) % -

7 i 4 (communication ) ~

. Parasuraman, Zeithaml & Berry *+1988 #3#% 117 B> ¢ #£75 7

Mo F Ot s 34 (assurance ) ~ B % (empathy ) &2 & i,]% g
F 5 R PRI T ot g o

Schvaneveldt, Enkawa & Miyakawa *71991 &3 17 B4 > & 35
%= & 1+ (completeness )~ 3 14 (assurance )~ % ** ¢ * (ease of use )

3 (emotion/environment ) ¥? % 2z (performance) % -
p

TR KR R

A&

¥ &

® Ay 7(2005)

7 % & (Satisfaction)

BRELAEILBAINEEF > SEFEME R XMAR o Cardozo
%
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WA Y A E 2 #
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-
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#2 & ; Howard and Sheth (1969) J&Af £ T & v famd fA = A T &K 7 32
SAEEZBARAME TP » ATEREE R P DRAR 5 Andrews and
Withey (1976) 324 B A A - i 4B 2 Scfd kg p 57 2D
AL B oArAs A endndic ; Singh (1991) 35w A A- AP 222 &
o AU o FRAHTASERBRLARNY > FEHA

SR BB R AR K E S Fornell (1992) e B AE - &
RO ETh > BFFEREORE - F 0 PR F VR RAHAS

X

s g RERIEH LR FLREMASHYE E % Schreyer &
B BB NBLRE? d LY S
R X foaodf B £ R %42 Oliver (1981) IR I NS W N )

Roggenbnch (1978) m M X B

FE WP EFRAT 5% vt di ) Selnes (1993) 35 b L& L #H T
T % eE 1837 H| %7 o Parasuraman.et al. (1985 ) #% 11 PZB PRF% & B #3¢

DA R LI RROR L FEHRBEET LRI AR

g@gmwﬁmﬁ¢%§%ﬁ@£,mﬁzﬁxﬁwgu %R e F
MBI~ HIRY (2000) FEAEEBL LA AP FHN T B RESE S

2 PRAF A BF Jchii e o Kolter (1996) R4 & é?‘f LR IBE R

poarde B R B A FR LR S Ft o EERELAALRD H
A i R SR 2 B AHASSY T 0 A R )
#@?ﬁﬁﬁiﬁﬁﬁ&o#ﬁ{ﬁ’%ﬁﬁ%ﬁ%%ﬂf’M@%%

PHBEANFHRFEBEDYL ONBEER ISR =34 #:(20
B E ~ fokE (2002) 7 ﬂ*’ﬁzmﬁ%ﬁiiﬁgﬁﬁ%§
bk o A IRAE (R FEHE) BRI A 1 6280 Tk - Bl
B 32T # ¥ —2 5% 72 % (Oliver, Churchill etal1982 )~ 2> T 32 34 ( Fisk
etal.1982 ; Huppertz,1979 ) ~ Ep? )72 3% ( Weineretal. 1971, Weiner1985) 14 %
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% 1235 (Wilton etal. 1983 ) % % o
BEEAL AP E LT EAMAT - BELRFF - Miller (1997)
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g TR B w e X383 300 i € > vt oxh ¥ 286 i o
L

A A RSEHCE 2 SR b o> H.0 SPSS 10.0 ¥ < 3k LISREL
852 ? @\rﬁﬁ ;7.5‘—1.‘;’[./\*%7 * OIZT/T}ﬂ\ Qgéq‘f’élmz—"—‘i% 24:‘{%

S 1EE

- ~ szt 4 47 (Descriptive Statistics Analysis)

HWRE? 2B EA 2w E > TEERBET R R
W2 Tiog A R L o HY T k- B AENWERA S0 T
BB R G2 g o I Tbgciv o g T0Hcf R AR
AEPHEAR o BELRIT AL TR AR AN 2 - RS
Ttk BAEFL ) AFIPFENERAG R R o A
TR AR T ol R L AR R A B

WS EE o 1T R j\f@'gﬁ_é,_% [ L s s P e A

= ~ i3 B &+ (Reliability Analysis)

B (1998) 3ua 1913 TRAE, »» L7 AR fpehi- &
BB TR A e R AR 0 fﬂa R k- Rl
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B

34



A3 4 * Cronbach’s o2 #c kBRI S 3 P FF - R EFE T
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