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Fib 327 1.45 3.45 1.62
LR A 3.10 1.52 3.51 1.58
ATATEEEEE T AT ERE TS5, £AFRESE -

i
2. RN ERPRERN T, ATHREFAEE "5, ATFHREAE -

December, 2001 AEEF RALEFRL.HFEARBATZAA 125
B L HBREEZR AP PHBERRGMEOR THEF ) AHik LPH=ELL
FUAMEEPMeL TG o Akl LA PR G MEe TR Y
FH oM AMBHR - TRRBAR £ THFRF " HERTFHE T RFRA
i TEBER A TE#Ey  FOHMEABELE ALK

(=) ki &) ¥ 947 AT 08 2 48 M) o 47

SR TR R S AL IR R M IEIR M C MRS e - A
EE o MRS C BRFLEAAME MM ARTES -T2 R T oM A T4
R 2 MEBERAERETY TEEEAMN | BHEYERALAMHE MA
4Bl zHie BB FN T "Bt doe, BT R#4  FHY
SRR BAAMMEYS  REE ST MM - BHMITAEN - BMRMITE - BRTH
MRS MM SN TS EAG IR E AN c AR ERMAERTRE
HTRERFom, R "ERB LR, 2R ET  HABRESRIHMELLS -
TR zHk R TRSARBRE T T BRERMBRE T EBRAEEE
THEREIE | RSB FL P TE, ZAaEMS WO - HHMIEIRE - B
MRS IEAE - M EEE - AW A BUYE IS RS IR MMM B TR
MER  zHMAD o TREMMBE T EERMERE T HRTE A TS
ZHEOE MU A eI A LR ES HRAES -

() FTHTMAE MR PRAER S RS T

AT EERBA IPACE &-& AL 547 7k) L 54 SWOT 747 8 X2 RH(F
FTHRCREE - SHEA 2000 REHEILAELCABEFEZRER - AR UTH
MEARERX ) FUATHEESRSEEAGERY &) A E -2 ERE A&
AABMERTERRSEA2 B FHEMERAB-C-DoEKMR LAk
FoT ARMRATLHEHANLEYRPANIZTARRHRSEALS R4
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=3 4. 15% 23 * - " : s %
B.§ — & 42'3 :;f ;éé i,s‘m 409 342 367 390 383 295 202 BB poith % 3% 36* 07  20° .15* 23% 23* .12* 27*  29%
, _ 1§ € A is 40 1 % M o 09 22+ 22¢* .04 09 01 .IS* 10 07  .13*  .19*
Kifits J0 24 38+ 08 12 08 .15* 21* .17¢ 23* 27+

CHR=ZKRBEuUE 432 423
- : 329 419 4. ;
F i 553 113 876 457 SM 18 29 1o a2 b _ _
. ; 63 163 473 281 212 *29;&?5#&; 03 00 _J6% 185 03 29¢ 1% 21% 9% 098 .09

; 226 19%  31% 6% 4% 25% 7+ a8t . ' :

' : - - . A7 20* 21*

LR 03* 32
: : 00*  01*  00*
LSD test o b . E;P_ﬂ‘_’* A9 07 19 00* 06 .02
: dEREPe 10 L14* 28 06 .10 27¢ WRe* 19* |7t 23* 22+

itk ps005- BA L CoA
IR OO0SBRE AR .



Vol. 11, Neo. 2

128 B E o 240
B&m ASR
® + (5@ A ) (AR 1745 )
s 49 C&m D&M
LR (4 S R 1) (& ER)
= PRy
iTar 8 &
= AR TrEMeSERATE
£6, FLEELCESUEAATNZ AT MRS SEE2 SWOT 54 &
e o O EESHS | FHTHEW | BRI T
STEME (SRR A K(]) R ARMAARO) | F K N R sta R hd)
S H(2) (5) T
4T #(6)
WMEAEIEE R - P B skab e W F B EARRGAAQ2)
i 3% 4k S 4 () (4) ~ B R
4 £(5)
MHMBERARE (HE P oRBR £ M % sE| W AT AT IR(8)
() HE g E (4) - 1 BIRFH I
$E4R(2) - AL 8 $(5) ~ PR F 1T
EREGC) -#HRE (7)
#L£(6)
WMES R AR A 8% RSB T
% §(2) fE () WH
. F i s a(3)
[ 8VR R AR B o AR N (AR A RRAE A R IA B AR (1) |9k A R 69 AR
H(3) ~ ARk 8 oyl eh () #(2)
AR 7% 22 38(5)
W BE(2) WL XEHEFE PO
: Gy~ it T (1)~ K FEHH4) ~
o (3) ~ #gL i A4 F5(6) ~ Rit
% F.(T) (8) kB E P
2(9)

December, 2001 LEeFd  FLARECHAFEFARSELATZWE 129

BB AEETo FHEP CHWRMHE(]) - BHAETHRQ) -
MRAEROQ) - HREAMOGF 40 - LHBAFHYG > AEXTh o HFEEH
HARREW2) 198 - ARG BT 4o 0 AR E AR EQ3)
AR B ARFEBIM(S) R 2 A - A F R B AT R0 FBEQ) LG -
B mBEFCS) - HLBEFC(NFIR LESBRETCHETIHNRES
ERXmHmSEREs  ARAEROM T BREHKIRIF -

2 RENH ECEBRIG > BB Th o FHEARMAG) | A o £ BRIRE
B B W T A RERB RBH - ABHRHBIENG  GBETh
REENB R ABHEHNL  dElATho B EENB R - £ BRI
6 BEETh o FRRARBARNBEH5E) | H - ABBFBHG > o
BATh Bl EEN B &M LREDRAFCHETNMLIL 2T B
BHG AFLERZYACESELHFNER  FEBARY AEZLAR
AR KRR F TS -

3. FeaH ACHERRSYG AR Tea  FHFRNERRG) - LB E6iTH06)
HF2E - AMATRRIBS E O T FETIREHYINMY) - BRF K
WAES)E 215 - A MMM IRENT  dEE T BV EAED) - EER
FEms(S) MR FEMEIF - ABRATHY  EA T FHEERGR
THEH]) MEENEED0)E 2R - ARNRHENS > BE LT FAE
AR B- A RARENG BEAT FREHEP (1) KEHH4) -
AHA0) > Rit(B) HEBEFC(DF SR - LHEBRATLTUHITIHER
Kegsm b E A s BNEARFE ETHRFHFHEYS -  LHAAEERR
BRTEEH REBRBAETDGRA  KAREFTFR - Sl HEE - &
SHER AT ILATLRNFEE Mo BRI AR SBHEFZSHER -

4 BRI FH LBELEELCAEEASIR A vERRNy B =T F
et A(4) 1 78 - ABABARIBRNG > BE TR FERBFEGAHA(2) 1R -
fe 85 MR A SRR BB AT 4o 0 FRATEEIRE) 1 R - LAIRMAG 0 &
BETo HEAAGBRFIAQ) | H- LESBAXHETHMESHEA
i AR LEEABHEEFE LOMT  Badlad -

W~ HRARH

(—) &%

ALWE FLEFERLCEZESHEUTHRES  £F8U21-30 RS MEUS
AR S HEAAEUEAR KRS RS BAATEAEAR 10,000 TRKRTFH16 %
oA A AGERS BRI SHRTARS HEMTEEARARF
THIAUNARAELE - ABFTAUMNMGTAOREARS A HSEFHFTAL



130

M5 #REBResiIlEI-SEREAE

i :
L F ¢ oo pRT 8 FT
IMERER 4B EL IR B 1T 56
SHEEMBILE 6.5 &40 #14
THE £ B pid ik %

HE o E$a8 Vol. 11, No. 2
u b 38 ]
] |
b 17 *2
:i_l: #* it |
ik - o Pl |
[ LT 34 :
| 32 o 33103 |
T} : : I
?j IIS 3'2 |
B — SR VR R R T
| DY 24 1% 36 ITIEDF D D0 AT RN B4 DS 28 2T 32 4 41 A2 ]
= TR
{THITHAR
B3 cEpe TR SEAERR He6 #ABEHiTHBRT-SEEE0E
i i
B L - 2otk LG RBEERTREY
IRaA RN A LE 2.2 3] JEAATARULER
SEANENE GLEBBESHTS KN 8 R A
403
i *1 41; 5
BL ] 4
g 19 W 385 - i a3
1w 3 e
;3 i 5 % 185
i3
1% L 3% .
m a4 39 )
m:xm!nnsu 3 JED N 184 Nad Db 36T 158 188 m 3'! m H m ﬂ 34
S (ELIH
B4 SMneifsiRnT-SE5E0E BT MRERZFWNI-SELA8H
i*® y - g
B % %] 2.8 FR ok H G LAH MW H 2EARMUE A
KR B2 N 3 3] dETROETR IMERAMEEATIMEARSAYRARS
SHEHANEL S A o AR R
iR
- = 3
4 i3 ERA 5
!; " 165 b 12'7
& 2l
g (5 " > % 155
B |ls | *9
Bl 45 M 45 | .5
- 34 | &
0 135 o6
421233 33 13 3334 34 34 34 18 35 28 15 36 36 36 3637 17 EE N Y
LB | 3 48 I | 133 3518 3 125 1
3305 30 315 32 335 33 335 34 345 35 |
fTamES
fTATRASE

HE #MFn2HiNT-SERANE

i
lLARBE P

L

SEEmEET.C
7.0 E
S EF

1y
4. k&
6. i
B &

December, 2001 SREFR ELBAELAFEARBELATEZAT 131

WEZEFHEME FURMULIRES, WAEXZENAARE  WREFHTH
MR RABEE -

ARBEHM TR LUEFREHMRELS TRABRE o HRB "Hy
o BRTEEE RBHMEHES TRFRLEY, R THRETL -

XHEZATNME - MRy THMEIRSHEE SN - RIESF KA
HH% - ARBERRN 7 THMEIRSAHER RN RELRTREHYTH -
ABHURBREN T RHAHEF P OBNRSE  RELHBRETEREEHRE - £
HHEHEYy  RHLHREHTERREE  RRAHME oot d - £RILRHIT
doRHAREARGRERR  REAHARABRTX -  AHBBERNG  AHES
BhoBEPe REAHKEHEFC -

S EZTERGSERE A MRS HEERSANM KA K MRS
BERNIGHY - ARNTORERS s HEARSHERER  SHEARKLET
WY EM  AMMRHE IRy SEERGAMNESHET RIS E R
WA - AMAFHE,  SEEARSAABBHTAMRALE  RELME Thad
b ARG  HEERSAMUARORBEIWE  RBZEAEBRRY X -
EHBAFLNy HEARSHARL  REAKEREFEFC - UERLARXRLERE
MLz oSk CHFEARTEHZ— -

LABERMEREHBAFZ A IO AELEEHETLUESFH - HFLA

AT A A ~ AR E ST RABMRGRRE M aid i ey 2
B bPPB T FEASMAR  AnBHMRTF AR LeRPLAAAEHZ— -

A BEHBBITATMEZ AN 7T ® ARASERATHERBHMBITAINE
HosLmMmEMMME  FTREHMBAAMEIRMEN  LERLBRTHEFZHE
1T B LR % 5(1985)4 Driver and Tocher(1970)&) — A% ¥ F 47 A B XA 4 » TF ik 8] A5
KBHZZ -

AT MERRBERRSEARS s A0 RELRELCEAXTHEFSEEANL
i il T o9 5 2

B -#Meoinim AcEMmead "HWBAAKR, & THRBEOH A
BMUEEIEAA THER IR R TSR agE O ARMRBTOES A
THEPCHMME " HRFRER  TRAAEE THLEHMN C AHRT
B s THBMERAREY  AMERESSE TAMEMRLNE 2 TR
WRMBRARME  ARBIBGAE "0E TR CTEBBETC T HL
HEPC FLISEAYE - LESPAR "@R RS > FTTRAZLEARZRL2BAR
BEE "HE c GLBHETRAFRIBARS ST OIE N SUCB AR

Fon - @¥oird @ ACERRNGE) "R ARRMNG RARBUARE M6
"RRRRHAR GBS c E2EYRATCHRLIUAT R AR KENER
TRALTLEAELCERRTHRF "®Y -

B %o E ACERREGA TFEANEHRS 8 T AT



132 Ak 30 Vol. 11, No. 2

B LBAEAIBENGE TR R Y EN ) B TR REE | ABERE
ﬁﬁ%%ﬁr%ﬁﬁﬁﬂﬁ|r&ﬁﬂﬁ%mJ r&ﬁ%ﬂJ-ﬁﬁﬂéﬁ%ﬁﬁ
THEMEGRTRES 0T T EesR  ARBBRANGH " ARBRY
X ABHEESNGA TKRESREFC T REH CTAMYTRE R THE
WEPC | FHISMEEE - LHSBPRAAGEEFEGOG  TRABLEAELE
FR2 ¥ -

Femg BE A E BoEMMRre TSRS o BEIEREN T
CRARESA - BRI T RAAEE  RAWRAS TIEA ROy
X ELE4EEE - LESYAAILEFOBNARER AT B F - A A
IPA ik £ 4# SWOT X 28 UBRELAERL,-EAHFZHELRRL &L
¥ AHABEHZT -

(=) ®iK

GAHLEAESERE LR E FEART=F DN meRR EHEL
MELEEERERERGET @R E A8 EW

LHEFE LA SHEE BHATELAZ CAGFRRFLTAOS L
MCE Ak MRS M AR TARAEA  CTHEEHTARRER T AR
Baymmm g M T A S MABAM H® 0 T MRS R - T8
HEGOBEERAERAYTESHFTEHNEF T RBCRFOHANN &
MR T2 HER -

AESF@m TESEERNE LR EMHSN TRAALBESRERZ 5% -
AR A IR B Ay - A IRIR ANy c MMM TR - BB FH L AN
BRAESM ey ML IE AR A FHM - Rl FIMEE - L 20R  FEFEFTR
AoiAiEtitett o b A TARRERBANS o ARZTRAE FER AW A A
BALteI e b S HEZHEE -

AdhFE THAAKE REVEMSASHATAERHFE RTARCHE
# 1S0-9001 wyiniE TR ek R ARABBELTORLAZR  BHEFTREE
Bdmegnmis SR Nz BETHATETRALMNTE244 0 )bk
AKARBEYZ R -

(=) HRATH &

AREAERLARLCASBTAAEHE  HAEARTTA  ALEREFTRIER
FRESHMBERELCRZHE - AL ik FiERREH I AXHERLITF
SHAIBRE - B ARAREABETABRK PAHRBHREBHERHBFRITR
W AR KB THEHBE 2 RBITARTIEFTITARRHTS - T TEHHEE
MEREMGEELE HBFOTANEATRRSRSEAMRAGA LML -
d A A R LR o B L R A8 AR AT ET 0 A5 R ALE WM ARIE 3 Ao AR EE 0 B

December, 2001 FErrd LLEELCEHEEEARBENZOE 133

BB F T F R EoREMBPIFEANEY  BERR TR TILH K #4714
WP RELZR& -

£ - % E

FAARAEAAXTFFEFELAEZL2EAFELAMBHARLE  MXAFLRBEE
B ALARLCHTERARNARFFALG XS  MRAHTRLLE B &
XMAL AT FEH T Do B RIGEY - A — 0 3M - B HASMB0ESE
EAUNARXREFSETANERER -

A3 A XK

T &4% 0 2000 - i@ % [SO 9001 s HiZgspid g »r T LEE L BEMM 451
Fiido 1995 - MM BRI 5 —LUE LS ILE — BB A K] ‘F B e A
LMAFERAAALG - X158 R -

FLEELCEFER 198 - ALARXLBFERRE 86 FFR - RLER2EF
HRbk £32R -

FLEELCEETER 2001 - ALHELCHEFERRE 89 FHR ELEHELRE
BRER#£39R -

KRR REE -HREG 2000 AWM B SHEFHEMBMI AR P HBAE  13(4)
1-25 -

MoEoh 0 1985 - MMM ZAR—LURMER « FRH KA PLERGAWE BLLM
AKEKBALFMALEX  H 5T R -

WAL 199 - BEEFITHMBRMERLIAE-UERRBGHAS  EFAERE
AR st SR AR £ 104 | -

Bolton, R. N. and J. H. Drew, 1991, A multistage model of customer's assessments of service
quality and value, Journal of Consumer Research 17: 375-384.

Chapman, R. G., 1993. Brand performance comparatives, Journal of Producis & Brand
Management 2(1): 42-50.

Cheron, E. J., R. McTavish and J. Perrien, 1989. Segmentation of bank commercial markets.
International Journal of Bank Marketing 7(6): 25-30.

Chu, R. K. S. and T. Choi, 2000. An importance-performance analysis of hotel selection
factors in the Hong Kong hotel industry: A comparison of business and leisure travellers,
Tourism Management 21: 363-377.

Driver, B. L. and S. R. Tocher, 1970. Toward a behavioral interpretation of recreational
engagements, with implications of planing. In: Elements of Outdoor Recreation Planing.
pp. 9-31. The University of Michigan Press.

Hampel, C. J., 1977. Consumer satisfaction with the home buying process: conceptualization
and measurement, In: H. Keith Hunt, (ed.), The Conceptualization and Consumer
Satisfaction and Dissatisfaction. Cambridge, MA: Marketing Science Institute.



134 R 2 Vol. 11, No. 2

Hawes, J. M., G. E. Kiser and C. P. Rao, 1982. Analyzing the market for planned retirement
communities in the Southwest, Baylor Business Studies 13: 39-46.

Hawes. J. M., and C. P. Rao, 1985. Using importance-performance analysis to develop health
care marketing strategies, Journal of Health Care Marketing 5(4): 19-25.

Hemmasi, M., K. C. Strong and S. A. Taylor, 1994. Measuring service quality for strategies
planning and analysis in service firms, Journal of Applied Business Research 10(4): 24-
34.

Kolter. P.. 1999. Marketing Management. (Millennium Edition), Englewood. NI: Prentice
Hall. 751 pp.

Kozak, M. and K. Nield, 1998. Importance-performance analysis and cultural perspectives in
Romanian Black Sea resorts, Anatolia International Journal of Tourism and Hospitality
Research 9(2): 99-116.

Lawer, E. E., 1973. Motivation and work organization, California: Brook/Cole Publishing.

Martilla, J. A. and J. C. James, 1977. Importance-performance analysis. Journal of

Marketing 41(1): 77-79.

Miller, J. A., 1977. Exploring satisfaction, modifying models, eliciting expectations, posing
problems and making measurement of consumer satisfaction and dissatisfaction, In: H.
Keith Hunt, (ed.), The Conceptualization and Consumer Satisfaction and Dissatisfaction.
Cambridge, MA: Marketing Science Institute.

Oliver, R. L., 1980. A cognitive model of the antecedents and consequences of satisfaction
decisions, Journal of Marketing Research 17: 460-468.

Oliver, R. L., 1981. Measurement and evaluation of satisfaction process inertial settings.
Journal of Retailing 57(3): 25-48.

O'Sullivan, E. L., 1991. Marketing for parks, recreation, and leisure. State College, PA:
Venture, 271 pp.

Parasuraman, A., V. A. Zeitham| and L. L. Berry, 1988a. SERVQUAL: A multi-item scale
for measuring consumer perceptions of service quality, Journal of Retailing 52: 12-40.

Parasuraman, A., V. A. Zeithaml and L. L. Berry, 1988b. A conceptual model of service
quality and its implications for future research, Journal of Marketing 49: 41-50.

Schreyer, R. S. and J. W. Roggenbuck, 1978. The influence of experience expectation on
crowding perceptions and social-psychological carrying capacities, Leisure Sciences
1{4): 373-394, '

Sethna, B. N. 1982. Extensions and testing of importance-performance analysis, Business
Economics, 28-31.

December, 2001 EEFTH ALEFELHNETAABBLTZIHAY 135

On Service Quality of the Yu-Shan National Park Administration:
A case study of visitors’ satisfaction

- I+3 2
Homer C. Wu'' " + Tzung-Cheng (T.C.) Huan"’
{(Manuscript received 31 May 2001 @ accepted 11 July 2001)

ABSTRACT: The purpose of this study was to explore the visitors’ satisfaction on the service quality of Yu-
Shan National Park (YSNP) Administration after Taiwan’s 921 giant quake in 1999. The specific objective was
to study the relationships among visitors’ sociodemographic characteristics, recreational motives, expectation,
and perception gained from the existing services in the park. A total of 514 valid questionnaires were collected.
The results showed visitors” sociodemographic characteristics significantly influence recreational motives; and
expectation was associated with recreational motives. The key motive for coming to YSNP was “Getting
Away . The technigues of “lmportance-Performance Analysis” and “SWOT"” were used to identify YSNP's
service quality and visitors’ satisfaction. The revealed results are to be implemented in strategic planning,

promotion, and management for the future operation at the park.

KEYWORDS: Service Quality, Recreational Motives, Satisfaction, Importance-Performance Analysis.
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