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ABSTRACT
With rapid economic development, the outbound Chinese tourists have increased tremendously, turning out taking the first place of
tourist exporting countries in Asia. Taiwan, upon untying the cross- strait policies, now has become one of the tourism destinations
for Chinese tourists, and the related travel agencies have eagerly spared no efforts in competing the new business share. But the
negative tourism experiences were heard from time to time during this tour fervor. Therefore, this study tried to aim at exploring the
tasks and challenges that the tourism personnel encountered when accommodating Chinese tourists exploring Taiwan. Comparing
the related literature, this study analyzed the uniqueness of the problems during the time that tourism personnel received the Chinese
tourists, and hopefully the study results can be a reference for training the competence of tourism personnel.
Interviewing the related tourism personnel with semi-structured interview, this study took four tour guides and four travel agency
managers as subjects. The results show that there are 9 major work challenging categories for tour guides when receiving Chinese
tourists and 7 main work challenging categories facing travel agency. The researcher also found that the competence training items
in existing literature could not cope with the uniqueness of the problems. What the work categories proposed by this study can be
used as a preliminary advice and consultation for improving the tourism personnel’ competence in dealing with Chinese tourists
touring Taiwan. It is hoped that by cultivating proper manpower resources, the related industries are able to design and provide with
better tourism service quality.

Keywords : competenceld tour guide travel agencyd Chinese TouristsCJ Chinese touring Taiwan
Table of Contents

OO0000O0000OO00ooOQoOo0oooOoooon i
OO00000O000OOoOo0oUooOooOouooooOoooog v
OO00000O000O0O0O00DOoOoOooooOoooDog i
oooooooooooboooooboooooooog i
ooooboOobo0oobOOobo0ooobooboOoDOoDbDogix
gooobooboobobboobooboobooogx
gooobooboobobbooboobooboooos
gooobooboobobbooboobooboooos
oooobooboobobobooboobooobooog s
oooobooboboboobooobooboboboobon 4
oooobo0oboobobbobooboooboonooe
doooboo0obooboboboboooboooboobooe
oooobooboobobboobooobooboobo
ooooboobobobobboobooobooboooo 13
oo0oobooobobobOobDbooboo0obooboonoo 16
oooobooboooooboboooooboboboOoogD 16
gooobooboooboboobooboobooog iy
ooooooboooooboboooooboboboooOoDb 19
oboooboobooooobobooooobobobooogoD 22
gboooboobooboboobooboobooog 22
gboooboobobbobooboobonoboob oD 34
gbooobooboobobboobooboobonoon 42
goooboobooboboobooboobonoon 49
gboooboobobobobboobooboobonoog S8
ooooboobobobobboobooboobooog 58
goooboobobobobboobooobooboooog 59



oooobo0obo0obobbooboo0obooboobO eo
ooADOO0DOODOODOO0ObDOObOobObOOobDOooOon e7
ooBUDOOD0OODOO0ODLO0OOODOObOO0ODbDOD 9%

oogd
1-1000000000b000b00ob0oobooDb 2
2-1000ob0obooobooboobooboobooooo nn
2-20 00000000 b0b0b00oDobboOonbD 12
2-30000b0b00oobooboobooooboboogD 12
1000000 00buoobooboboobgon 18
2000000000 00D0O0DODOODOO0 18
4-100000000000000D00O00O00O00DbO 22
4-20000000000000000O0000O00DO0 35
4-300000000000000O0O0O0ObOO0ODbO 43
4-400000000000O000O0OO0OOO0ODOO 47
4-50000000000000000O0000O000O0 49
4-60000000DO0O0DOO0ODOODOODOOODOO 57

Oooooooooood

oogd

0210000000000 00bO00bOoboooboog7y
0z22000000000000DO0000O0ODO0O0ODO0 8
0310000boobooboooooboooboobg 1wy

REFERENCES

O00000Patton, M. Q. (19950 0000000 MCOO0O0OOO)Y0D0:000((000O1990000) O Spencer, L. M., & Spencer, S.
M. (20020 000 00@O0O0O0)000:00000(00O0D0199300 0)Wood, R., &Payne, T.(200)00 0000000000000
O0)@o00:0000o@Ooo1eesdoO)ioooo@Eees)ododnodbobooooo@uooOo)odo:.bo0boooooon
O@0O0188000)0 0000000000000 00ROOIMI OO0 0NDNDOD00NDDO0[@OODO]ODO: http://www.
Himmigration.hgov.tw/aspcode/LawListl.asp?NodelD=767 [2008,June 20|10 D 0 0 OO0 O @008 0 00D 00O O0O0OOOOOOODOO[O
0001000 http://admin.taiwan.net.tw/public/public.asp? selno=324&relno=324 [2008, December 30]0 0 0 O O 0O O(2008) 0 0 0 O O
O00[0D0O0O0]00O: http://admin.taiwan.net.tw/auser/B/MajorEvents_970623.pdf [2008, June 300 0 0 00O O 0O (2008)C0 0 OO 0O O
O000000000000000D000[0000]00d: http://admin.taiwan.net. tw/ law/law_show.asp?selno=294 [2008, December
0|0 000000000(R008.12190 000000000000 0OOO00ODODO0ODODOUDDOO0DUOODODDODDOO]DOOO:
http://admin.taiwan.net.tw/bulletin/bulletin_show.asp?selno=1889 [2008, December 30]0 0D 0O (20020 0 0000000 O@EDOODO)O
00: 0000000019700 00000:0000000000Ros)D0 0000000000 ooooooooon
0000000000 00ooo00ooooooooER3)DO0D0N0D000D0000N0D000oDD00o0oooo0ooDoooooOn
000000000o00o0oooooooooE3UUINODONDoD0NDo00NDo0ooo0oooooooDooooon
oooooEo3 OO0l Do000oDo00o0o00000o0o0Do00Do000o0o00o0oD00o0ooOoOooDoooooOn
0000000000 00ooEI) D00l 00Nooo0Do00[@OOn]dDO: http://www.sef.org.tw/ [2008, June 20]
OO000O00O0O0O0OOO0OOEOOgODOODOODOODOD[COOO]OOn: http://www.sef.org.tw/ [2008, June 2010 O O O (20050 O
000:00000000000000000:00000000@O3ODODOODOOOOOODOONOONONOOOOOOOoOooOn
00000000000 0O0O0ODOO0ODOO0ODOOOODOODOEYODODDODODODODODDODODODOODOOOOO0OO0OOOOOO0OOO
O0000000O0OO0O0O0O0O0OO0OO0OO0O0OO0OO0OO0OOOOEOQLDODODODODODODODDODOD:00000OOEI)UDDDDDDDDOD
Ooo0o0000o00000O0O0O0O0O0O0OD0OO0OO0O0ODO0ODODO0ODODOODODODOODOODOOD o7V ODDOODDOUD0DO00OODODOODOO
000000000o0DdDOO0bO00o0o0o0o0oooDoDOo0ooooooDooooOoERO3 OO0 ooooooooOo:0ooa
gdfdrEo4)DO00DC00DO0O000DO000DDO000O0O000DODO00DOO00D0O0O000DOD0O0D0ODOO0OODOO(2008)00
0000000 00000000000 0DOol0On: http://www.tcf.tw/?p=605 [2008, June 2010 0 0 (2006)0 D O OO0 OO DO O
0000000000 00oo00oo0o0ooo0ooogERI OO0 Oo000oDODD00oDODO00DooOoooDoOooDO
0000000000000 0DOdBlack, R., & King, B. (2002). Human resource development in remote island communities: an evaluation of
tour-guide training in Vanuatu. International Journal of Tourism Research, 4(2), 103-117.Boyatzis, R. E. (1982). The Competence Manager: A
Model for Effective Performance. New York: John Wiley & Sons.Byham, W. C., & Moyer, R. P. (1996). Using Competencies to Build A Successful
Organization. Development Dimensions International, Inc.Gonczi, A., Hager, P., & Oliver, L. (1990). Establishing competency-based standard in



the professions. Education and Training. Canberra: Department of EmploymentLievens, F., Sanchez, J., & De Corte, W. (2004). Easing the
inferential leap in competency modeling: The effects of task-related information and subject matter expertise. Personnel Psychology, 57(4),
881-904.Lucia, A. D., & Lepsinger, R. (1999). The art and science of competence models. Pfeiffer: Jossey-Bass.McClelland, D. C. (1973). Testing
for competence rather than for intelligence. American Psychologist, 28 (1), 1-24.McLagan, P. A. (1980). Competency models. Training and
Development Journal, 34(12), 22-26.McLagan, P. A. (1990). Flexible job models: A productivity strategy for the information age. In Campbell, J.
P., Campbel, R. J., & Associates. Productivity in organizations. Jossey-Bass, San Francisco, CA.Navickiene, R., & Buciuniene, 1. (2007).
Determination of core competencies in lithuanian tourism enterpries. Economics & Management, 613-618, Retrieved January 3, 2009, from
Business Source Complete database.Newsome S., Catano, V. M., & Day, A. L. (2003). Leader Competencies: Proposing a Research Framework.
The Centre for Leadership Excellence, Saint Mary’ s University, Canada.: Nova Scotia.Nordhang, O. (1993). Human Capital in Organizations.
New York: Oxford University press Inc.Parry, B. S. (1998). Just What is a Competency? And Why Should You Care? Training, 6,
58-64.Schippmann, J., Ash, R., Battista, M., Carr, L., Eyde, L., & Hesketh, B. (2000). The Practice of Competency Modeling. Personnel
Psychology, 53(3), 703-740.Spencer, L. M., & Spencer, S. M. (1993). Competence at Work. New York: John Wiley & Sons.Tutty, M. L., Rothery,
M., & M., G. R. (1996). Qualitative research for social workers. Boston: Allyn and Bacon.Wood, R., & Payne, T. (1998). Competency-based
Recruitment and Selection. Chichester: John Wiley & SonsWoodruffe, C. (1991). Competent by any other name, Personnel Managemen,
September, 30-33.Woodruffe, C. (1993). What is Meant by a Competency? Leadership and Organization Development Journal, 14(1), 29-36.



