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A Study of Service Quality, Tourist Satisfaction
and Behavior Intention in Fort Anping

Hung, Yu-Kai Su, Chan-Ping Hsieh, Wei-Li

Abstract

Fort Zeelandia was a fortress built over ten years from 1624-1634 by the Dutch Verenigde
Oostindische Compagnie, in the town of Anping (Tainan) of Taiwan, during their 38-year rule over
the western part of it. Although the site has been previously named Orange City, Anping City , and
Tayoan City, the current name of the site in Chinese is Fort Anping.

The research focuses on the relationship among service quality, tourists satisfaction and
behavior intention. Structural equation modeling is used to discuss the logical relationship between
these three factors. Following data collection, data analysis is conducted using structural equation
model (SEM), which isahybrid of factor and path analysis.

This study follows a two-step procedure presented. The first step involves developing an
effective measurement model with confirmatory factor analysis (CFA), while the second step
analyzes the structural model. Thel9 items used to measure five latent constructs are subjected to
CFA using LISREL 8 to verify construct validity and structural model.

According to the research results, it is found out that both service quality and satisfaction make
a significant positive relationship with behavior intention. Furthermore, the service quality has an
indirect impact on the behavior intention. Since Importance-Performance analysis (IPA) offers a
simple, yet useful method for simultaneously considering both the importance and performance
dimensions when evaluating strategy, this study used IPA to discuss the relations of level of
customers' expected service quality and level of customers' perceived service quality.

The intentions of revisit and recommendation are high as well in general from the results of
regression analysis .According to the results mentioned above, this study would like to provide
suggestions of tourism planning for local government.

Key words: Cultural tourism, Heritage, Satisfaction, IPA
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