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摘 要

由於政府鼓勵廠商實施週休二日的政策，使得人們對於休閒的重視程度日益提高，在這股休閒熱潮裡，最受矚目的莫過於

旅館業了。然在旅館的經營管理中，服務品質為重要的因素之一。 過去有關服務品質的研究，大多集中在服務品質構面上

之分析，而服務品質對購後行為的影響，則顯有觸及。因此，本研究將根據Parasuraman、Zeithaml及Berry(1988)所提出之

服務品質觀念性模式及 Parasuraman、Zeithaml及Berry(1996)所提出的購後行為模式，探討國內服務品質與購後行為之關係

，再利用統計軟體SPSS 7.0驗證之。 經過實證後發現：1. 旅館服務品質與忠誠度呈正相關、與品牌轉換及抱怨行為呈負相

關，且服務品質之好壞會影響顧客對旅館之滿意度。2.員工對服務品質之認知高於顧客、員工與顧客在服務品質之重視程

度亦有差距。3.不同住宿經驗的顧客，其購後行為也有所不同。4.人口統計變之不同在購後行為上亦有差距。 有鑑於此，

本研究建議旅館業者1.提升服務品質應建立員工對服務品質重視之觀念，2.培養員工做到及時解決問題的能力，3.旅館應加

強員工的服務態度。 在未來的研究上，個人建議可在國藉別上擴大其研究範圍、探討管理者與顧客以及管理者與員工對服

務品質重視程度和認知差距、或利用個案研究之方式，比較各旅館服務品質及顧客購後行為之差異。

關鍵詞 : 服務品質 ; 購後行為 ; 旅館業 ; 滿意度

目錄

目錄 封面內頁 簽名頁 授權書 iii 簽署人須知 iv 中文摘要 v 誌謝 vi 目錄 vii 圖目錄 viii 表目錄 x 第一章 導論 1 第一節 研究動

機 1 第二節 研究目的 2 第三節 研究流程 2 第二章 文獻探討 4 第一節 服務品質 4 第二節 購後行為 19 第三節 旅館業的特性

及服務品質 25 第三章 研究方法 29 第一節 研究架構與研究假設 29 第二節 問卷設計 32 第三節 研究對象及抽樣設計 34 第

四節 研究過程與分析方法 34 第四章 研究結果與分析 4 第一節 服務與購後行為因素構面分析 4 第二節 員工與顧客對服務

品質認知與重視程度差異之探討 51 第三節 服務品質與購後行為之關係 3 第四節 服務品質、滿意度與購後行為之關係 7 第

五節 遭遇問題經驗與購後行為意圖關係之探討 2 第六節 服務品質與人口統計變數關係之探討 5 第五章 結論與建議 68 第一

節 研究結論 68 第二節 管理涵意 75 第三節 研究限制 78 第四節 後續研究方向建議 78 參考文獻 80 附錄一 顧客問卷 89 附錄

二 員工問卷 94

參考文獻

1. 方靜慧(民82)，會計師事務所服務品質與服務價值之實證研究，大葉大學事業經營研究所碩士論文 2. 余聲海(民76)，我國觀光旅館業行

銷策略之研究，中原大學企業管理研究所碩士論文 3. 吳昌宏(民79)，臺北市國際觀光旅館消費行為之研究，東海大學企業管理研究所碩

士論文 4. 李貽鴻(民84)，觀光行銷學,五南圖書出版 5. 李銘章(民84)，銀行業服務品質、顧客滿意與獲利能力因果性關係之研究，雲林技

術學院企業管理研究所碩士論文 6. 杉本辰夫著，盧淵源譯(民75)，事務、營業、服務的品質管制，中興管理顧問公司 7. 胡家華(民83)，

觀光旅館業服務品質之研究－以臺中地區觀光旅館為研究對象，東海大學企業管理研究所碩士論文 8. 翁崇雄(民82)，評量服務品質與服

務價值之研究－以銀行業為實證對象，台灣大學商學研究所博士論文 9. 張紹勳、林秀娟(民84)，SPSS For Windows統計分析--初等統計

與高等統計,松崗 10. 陳怡君(民84)，女性消費者對觀光旅館服務品質滿意度之研究，文化大學觀光事業研究所碩士論文 11. 黃俊英(民85)

，多變量分析，華泰書局 12. 黃俊英(民85)，行銷研究--管理與技術，華泰書局 13. 蔡瑞宇(民85)，顧客行為學，天一圖書公司出版 14. 輝

偉偉(民85)，顧客抱怨處理與顧客滿意關係之研究-綜合認知面與情感面之探討，中央大學企業管理研究所碩士論文 15. 蕭富峰(民82)，影

響服務品質關鍵因素之研究－服務要素服務力觀點，政治大學企業管理研究所博士論文 16. 賴貞治(民82)，台北市五朵梅花級國際觀光

旅館服務品質之實證研究，中央大學企業管理研究所碩士論文 17. 賴其勛(民 86)，消費者抱怨行為、抱怨後行為及其影響因素之研究，

台灣大學商學研究所博士論文 18. 簡昆祥(民81)，汽車業服務品質之研究－以自用轎車市場為例，中原大學企業管理研究碩士論文 19. 闕

河士(民78)，消費者抱怨行為及其影響因素，政治大學企業管理研究所碩士論文 20. 蘇雲華(民85)，服務品質衡量方法之比較研究，中山

大學企業管理研究所博士論文 21. Anderson, Eugene W. And Mary W. Sullivan(1990),"Customer Satisfaction and Retention Across Firms."

presentation at the TIMS College of Marketing Special Interest Conference on Services Marketing,Nashville.TN.(September). 22. Arch, C. W. , L.

L.Frey (1989)"Linking Service Quality, Customer Satisfaction, and Behavioral Intention" Journal of Health Care Marketing Vol.3, Dec. No.4,

pp.5-17 23. Babakus, Emin and Gregory W. Boller(1992)"An Empirical Assessment of the SERVQUAL Scale," Journal of Business Research

,Vol.24, May, pp.253-268 24. Bateson, John E. G.(1977)"Do We Need Service Marketing?", in Marketing Consumer Services: New Insights,

Cambridge, MA:Marketing Science Institute,Dec,pp.77-115 25. Berry(1980)"Services Marketing Is Different ", 26.



Business,Vol.30,May-June,pp.24-29 27. Bojanic, David C. (1991)"Quality Measurement in Professional Services Firms"Journal of Professional

Services Marketing ,Vol.7 pp.27-36 28. Boulding, William, Ajay Kalra,Richard Staelin, and Valarie A. Zeithaml(1993)"A Dynamic Process Model

of Service Quality:From Expectations to Behavioral Intentions," Journal of Marketing Research,Vol.30,Feb,pp.7-27 29. Cadotte, E.R.,N.

Turgeon,(1988)"Key Factors in Guest Satisfaction" The Cornell H.R.A. Quarterly,Feb,pp.45-51 30. Carman, James M.,(1990)"Consumer

Perceptions of Service Quality:An Assessment of the SERVQUAL Dimensions," Journal of Retailing,Vol.66,Spring, pp.33-55 31. Cronin, J.

Joseph, Jr. And Steven A. Taylor(1992),"Measuring Service Quality: A Reexamination and Extension," Journal of Marketing,Vol.56,July,pp.55-68

32. Day , Ralph L., (1980)"Research Perspectives on Consumer Complaining Behavior," in Theoretical Developments in Marketing, Charles

Lamb, and Patrick Dunne, eds. Chicage;American Marketing Association 33. Erin Anderson & Thomas S. Robertson(1995)"Inducing Multiline

Salespeople to Adopt House Brands" Journal of Marketing ,Vol.59 April ,pp.16-31 34. Eugene W. Anderson, Clases Fornell, & Donald R.

Lehmann(1994)"Customer Satisfaction, Market Share, and Profitablilty :Findings From Sweden" Journal of Marketing ,Vol.58,7, pp.53-66 35.

Fick, G. R.;J. B.Ritchie(1991)"Measuring Service Quality in the Travel and Tourism Industry"Journal of Travel Research Vol.30,Fall,pp.2-9 36.

Fornell, Claes and Birger Wernerfelt(1987),"Defensive Marketing Strategy by Customer Complaint Management:A Theoretical Analysis," Journal

of Marketing Research,Vol.24,Nov,pp.337-346 37. Gronroos, Christian,(1983) "Strategic Management and Marketing in Service Sector",

MA:Marketing Secience Institute 38. Haywood-Farmer,John(1988),"A Conceptual Model of Service Quality" International Journal of Operations

& Production Management,Vol.8(6),pp.19-29 39. Joseph J.Cronin, Jr.& Steven A. Taylor(1992)"Measuring Service Quality:A Reexamination and

Extension"Journal of Marketing Vol.56,7 pp.55-68 40. Joseph J. Cronin, Jr.& Steven A. Taylor(1994) " SERVPERF Versus SERVQUAL:

Reconciling Performance-Based and Perceptions-Minus-Expectations Measurement of Service Quality" Journal of Marketing ,Vol.58,1,

pp.125-131 41. James M. Carman(1990)"Consumer Perceptions of Service Quality:An Assessment of the SERVQUAL Dimension" Journal of

Retailing ,Vol.66,Spring ,pp.33-55 42. Juran, J.M.,(1988) "A Universal Approach to Managing for Quality ," Quality Process ,December 43.

Kenneth R. Teas(1993) " Expectations , Performance Evaluation, and Consumers'' Perceptions of Quality," Journal of Marketing, Vol.57,10

pp.18-34 44. Kenneth R. Teas(1994)"Expectations as a Comparison Standard in Measuring Service Quality : An Assessment of a Reassessment, "

Journal of Marketing ,Vol.58,1,pp.132-139 45. Kolter, Philip (1991)"Marketing Management:Analysis,Planning, and Control" New

Jersey:Prentice-Hall,Inc.p.455 46. Labarbera, Priscilla A. And David Mazusky(1983),"A Longitudinal Assessment of Consumer

Satisfaction/Dissatisfaction :The Dynamic Aspect of the Cognitive Process," Journal of Marketing Research, Vol.20,Nov,pp.393-404 47. Langeard,

Eric, John E. G. Bateson, Christopher H. Lovelock ,and Pierre Eiglier(1981),"Service Marketing:New Insights from Consumer and Managers",

Cambridge, MA:Marketing Science Institute 48. Langevin, Roger C., (1988)"Service Quality: Essential Ingredients," Review of Business

,9(3),pp.3-5 49. Lehtinen, Jarmo R. And Uolevi Lehtinen,(1982) "Service Quality:A Study of Quality Dimensions,"Unplished Working Paper,

Helsinki:Service Management Institute 50. Lewis, R. C. (1981)"The Positioning Statement for Hotels" The Cornell Hospitality and Restaurant

Administration Quarterly pp.51-61 51. Lewis, R. C. (1990)"Advertising Your Hotel''s Position" The Cornell H. R.A. Quartely , Aug, pp.84-91 52.

Lovelock, C.H. ,(1981)"Why Marketing Management Needs To Be Different for Services," Marketing of Service ,J.H. Donnelly and W.R.George,

eds,Chicago:American Marketing, pp.5-9 53. Lovelock, C.H. ,(1983)"Classifying Services to Gain Strategic Insights," Journal of Marketing

,Summer,pp.9-20 54. Martin, W. B.(1986),"Defining what quality service is for you ",Cornell H.R.B. Quality, Feb,pp.32-38 55. Murdick, Robert

G, Render ,Barry,Russll, Robertas(1990)"Service Operations Management" Ally and Bacon,pp.24 56. Ostrom, Amy and Dawn

Lacobucci(1995)"Consumer Trade-Offs and the Evaluation of Services" Journal of Marketing ,Vol.59,1 pp.17-28 57. Parasuraman , A. , Valarie .

Zeithaml and Leonard L. Berry(1985)"A Conceptual Model of Service Quality and Its Implications for Future Research" Journal of Marketing

,Vol.49,4 pp.41-50 58. Parasuraman , A. , Valarie . Zeithaml and Leonard L. Berry(1988)"SERVQUAL :A Multipe-Item Scale for Measuring

Consumer Perceptions of Service Quality,"Journal of Retailing Vol.64,Spring,pp.13-41 59. Parasuraman , A. , Valarie . Zeithaml and Leonard L.

Berry(1990)"Five Imperatives for Improving Service Quality," Sloan Management Review, Summer pp.29-39 60. Parasuraman , A. , Valarie .

Zeithaml and Leonard L. Berry(1991)"Understanding Customer Eexpectations of Service," Sloan Management Review, Spring ,pp.39-48 61.

Parasuraman , A. , Valarie . Zeithaml and Leonard L. Berry(1991) "Refinement and Reassessment of the SERVQUAL Scale" Journal of

Retailing,Vol.67,Winter, pp.420-445 62. Parasuraman , A. , Valarie . Zeithaml and Leonard L. Berry(1993)"The Nature and Determinants of

Customer Expectations of Service," Journal of the Acadmy of Marketing Science ,Vol.21,pp.1-12 63. Parasuraman , A. , Valarie . Zeithaml and

Leonard L. Berry(1994)"Reassessment of Expectations as a Comparison Standard in Measuring Service Quality : Implications for Further

Research," Journal of Marketing ,Vol.58,1,pp.111-124 64. Parasuraman , A. , Valarie . Zeithaml and Leonard L. Berry(1996)"The Behavioral

Consequences of Service Quality" Journal of Marketing,Vol.60,4 ,pp.31-46 65. Rathmell ,John M.(1966),"What is Meant by Services ?"Journal of

Marketing ,Vol.30,Oct,pp.32-36 66. Rathmell ,John M.(1974),:Marketing in the Services Sector," Cambridge, MA:Winthrop 67. Regan, W. J.,

(1963) "The Service Revolution," Journal of Marketing, Vol.27, July,pp.57-62 68. Reichheld, Frederick and W. Earl Sasser. Jr.(1990),"Zero

Defections:Quality Comes to Services," Harvard Business Review,VOL.68,Sep/Oct,pp.105-111 69. Richins, Marsha L.,(1983)"Negative Word-of

Mouth by Dissatisfied Consumers:A Pilot Study, "Journal of Marketing, Vol.47,Winter,pp.68-78 70. Richard A. Spreng, Scott B. MacKenzie, &

Richard W. Olshavsky(1996)"A Reexamination of the Determinants of Consumer Satisfaction," Journal of Marketing,Vol.60,7,pp.15-32 71.

Rosander,A. C.(1980)"Service Industry QC-Is the Challenge Being Met", Quality Progress, Sep,pp.34-35 72. Sasser, W. Earl Jr. And D. Daryl

Wyckoff (1978),"Understanding Service Operations," in Management of Service Operations, Boston: Allyn and Bacon, Chapter 2 73. Scaglione,

F.(1988)"Two-Way Communication:Tapping into Gripes and Profits," Management Review,Vol.77,sep.pp.51-53 74. Shetty, Y. K.,(1991)



"Strategies for U.S. Competitiveness: A Survey of Business Leaders," Business Horizons, Vol.34,Nov,pp.43-48 75. Shostak, G.

Lynn(1977a),"Breaking Free From Product Marketing", Journal of Marketing, Vol.41,No.2,April,pp.73-80 76. Shostak, G. Lynn(1977b),"Banks

Sell Services -Not Things", The Banker''s Magazine,Vol.160,Winter,p.40 77. Stanton, William J.(1975)"Fundmentals of Marketing",New

York:Mcgraw-Hill Book.Co.,pp.545 78. Stephen W. Brown & Teresa A. Swartz(1989)"A Gap Analysis of Professional Service Quality," Journal of

Marketing,Vol.53,4 pp.92-98 79. Takeuchi, Hirotaka, and John A. Quelch(1983),"Quality is more than making a good product", Harvard Business

Review,July-August,pp.139-145 80. Upah, Gregory P.(1980)"Mass Marketing in Service Retailing: A Review and Synthesis of Major Methods"

Journal of Retailing ,Fall,pp.59-76 81. William Bourlding , Ajay Kalra, Richard Staelin, and Valarie A. Zeithaml (1993)"A Dynamic Process Model

of Service Quality : From Expectations to Behavioral Intentions" Journal of Marketing Research,Vol.xxx,2,pp.7-27 82. Webster, C.,(1989)"Can

Consumers be Segmented on The basis of Their Service Quality Expectation?" The Service Industries Journal ,Vol.3,No.2,Spr,pp.35-53 83.

Woodside, A., L. Frey, and R. Daly(1983)"Linking Service Quality ,Customer Satisfaction and Behavioral Intention." Journal of Health Care

Marketing,Vol.9,Dec.,pp.5-17 84. Zeithaml, Valarie A.,(1981) "How Consumer Evaluation Processes Differ Between Goods and Services,"

Marketing of Services, J. H. Donnelly and W.R. George, eds.,Chicago:American Marketing, PP.186-190


