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To study the relevance with Tour Guides’ Professional Techniques

and Travelling Service Quality on Travelling Satisfaction
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Abstract

This study aims to view the relevance with tour guides’ professional
techniques and services quality that impact on travelling satisfaction and realize
the different conditions among tour guides individual background. The survey
was based on tour guides on employing by random sampling. There are 315
effective questionnaires from the total 330 copies. The effective recovery rate is
95.45%. The result is as following, based on Descriptive statistics,
Independent-sample T test, Analysis of single factor variance, and Related
analysis. Most of tour guides in professional techniques consider “professional
awareness” has significant influence. In traveling service quality, traveling
schedule and shoping are most important. It has obvious differences on variation
of tour guides’ individual background, such as major related graduation, the
times of leading tour everyday and per month. It also has large differences on
variation of travelling service quality, including marital status, working
experience and the times of leading tour every month and every year. There are
large differences on variation of marital status and major related graduation. The
study also found that travelling service quality has mediation effect between
professional techniques and travelling satisfaction. The tour guides with
professional techniques have positive impact on travelling satisfaction, as well as
travelling service quality. The report provides suggestions above for tour guides

in reference as receiving tourists.

Keywords: Tour guide, Professional techniques, Travelling service quality,
Travelling satisfaction
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bk (S AR S v B AEENT 7 i i SE R DTS AT © EESh Parasuraman, et al. 2%z
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1.

10.

AISEME (reliability ) © BI—FRE(E - B R EIRBNS I — 2 ~ 2ERF5ERK
AEF A 2T i i R AT IR i (RS Y DA R A5 Y IE R

EffEtE: (responsiveness ) * AR5 N BT M B HIFE K AES P B IEEMN D]
> HAeHZ S0 RIS -

HEME (competence) : FEARTS A BHEA TR ILECEARSAVAR

PETYE (access ) FREEARTS 2 N & > el B B RENRS 5 #n HARER -
SAMUELE I B IESAR T

S5t (courtesy) * FEARE A BRESEDHE EABVINAEE - ARSI HE
ENEE AN E S ©

M (communication ) © BESIIMH LAV HS TR M B P bR Ay S50 > W DU &
R E T REDHE B ETARUER -

(SN (credibility) © FEREIEF HEAIIEDE

ZetE (security ) © HARBEBREEFONE SR CIEBER - HEEEERE
SN A DA R e E R

Hfgt: (understanding ) © RSP EEMMEREIVRE K - HIRML EHERERAYAR
BEOHEE  MIEERONES TR INETEDHEE#E - SE0HE
#
AU (tangible) * MR ERE FFrA B AAGIEL Y - I ZIaa2 38T HY

4

A o

ai

S MRS A B2 BRIT R » RIS BRSBTS
RS BB 8 -

Parasuraman, Zeithaml and Berry (1988) & _FiltIEAR A B 2 - E 48 » E—
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oy Ry TR I -

1 A (tangibility ) - RS S S - B ERRZ s mEIF NBRVEIRRE -

2. A[5EME (reliability ) © ieF G M8 R 5t DRI T B0 S B RE

3. KM (responsiveness) @ T{F A Sz {EA% 5 B K BN AR B Y -

4. fregE (assurance) @ TF AN BB SR - G AET » REEGHEE

{SHA -
5. BREEME (empathy ) @ 22 PR (IRH.COBLHEER > T REHEHIRRK -
DL b AR E - AN - AISEME BN RS SRS - SN ~ RaS M SRR

(ECUVET G- PN 2

T i B a s M AR RS - (RS ~ S ~ BE - Y - B - 2
IREIREEE A S B R ey 2 fdAa e (BURME - 2005) - Tk B /2 22 AL
HRESIRG BRI - HPVERAVEIEAE - RS AE - B AREEEH IR
Aol 7S e L B FH Y IR B SR B IR s R 1 > A4S (1993) SRR IRITSE Z IR 56T
MEHA LU T8
L RITSRAVE e iRt (S8R (Rt EEAS
AR A AR PR LIRS - SRR ~ iy ~ AR ER (RS - HAteaE
D -

2. FRITEAVRESLERIPN > AN - EAESER - Bl - S T E
i) Y RAFENR > URAIEEE AR E - Ty iRITRI T8 A B RN -

H*>

RITSERG AR - WEEREIIRAEER ~ S5 ~ R ARENES

el
=t

TEREEEA  SAESEEETE - BT FHE 2 i -
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4. FRATEREIREAR AR - S5— TR HUSAHRATTRHVEHE - R A PR
THRAVIEF] ~ (BB L JIRR IR TR T AR E 2R -
5. TRITZEBLRIRESE MBS KE A a8 /5Bt By R G Bt -
PRIt & THY B 55 BLEl 4R 5k R AR s S e < AL S PRTAE

TRAE A R - TNE SRR R ik 2 an [FI0 B ARG R B i i - i
M (intangibility ) ~ BB (variability) ~ 5l (perishability ) ~ 5] 43 &}
(inseparability ) SEPUFERH LD » SHIEFECEN: ~ ZEE - B M - SR - 8
REME ~ SRR S E I (BRE X ~ wREGEE » 2008) » FEfRIEAR %5 E
Hyfr & | - Zeithemal (1988) &0 RyfikiE i one — AR B AVIRHL - HOME-EEERITE
FIR MR 2 A REEE AR HTE - RIEHE S F s HA R B A e
AR an'E o Bk anil AR UM [EI T B R IRE Bk 2 fH - B
FHRG N B2 - HINEEIRYARE - A E iy B IS E 2 (B
85 2002) « AbHFEEFE DA HEEE AT - i A 5 B ek Z 4G SR B A AR S

. 45RmE

R E R TR AIIREBTEE - ARSI ~ st - IR F
W T FEORINARRE - A ¢ IS (R R AR E BRI NS —[E 2 A R 8
HEICERIFE 5 BB GG R R TR AG S 15 B U 2 F e
F 2 B ERIIRBHIGER - S 2 SUEIRI TR TR o B
JER FHERGRE ~ FREF R ERYE - B AR EIE S % - i R R U
FRRRITHEVEOTRE ST » A » R 4 R e B BV S HE A S i -

B E R R A GRS E R BRENEE o BRI ENHE
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BAEAAEIM: (FEPM) BB E EE N E AR - I A BRTT R
IR B F R AR s B Y RIA] o AR B NME RS N BRVRE L
PRBRESE ~ I iE st~ IR T AR AR E R R AR - B2 F I LR R -
HIEHoKAE ~ 1T RlRirayss 2 - B —(EicEER% - B Wi EnEHEg HER
il = AR S E YRR AT AT A S e A SR AR E AR - R B R IR T
tHERAtRy TEES ) EERIRIT IR AR AR AR S © L - fkiEERE s DA A
IR T PR T =

BRI ES ERES - FEE (2007) SRS KGR - T iREELE |
FT ARV E B AR5 (service infrastructure ) B HAUHIERIE (destination
environment ) HYGES - FEHRE L H AT4mAR L HY— REAC MRS - IR st B AL
iR W ~ 308 k(T - 'Y 1R8E  IBYE S BRVIERR AR IMEZ
B BRI - BUG ~ 40K - U (B FRER - A2 REDLE 2013 4%
g " AT ERE AR & A\ RAREBOCRIE BB T2 2R, ) KRR
nnE 7T R TRE ~ B0 - {ErE B R B o ToEsremE o a0 NERE

I TR D ZIEESE S S 2 IR A - FrA T 2 — U 58 - iR

FITfe 2 ATIZ RAE 2 & B T 2 AR5 )

2. A PERRVEENEITRIPTEE AV SCE T E, - JREIRC i -

3. fE18 ki B AYHRERT IR T 2 2 (R S R A -

4. BR BEEEEMZIIEE -

5. WEVIEL  ATRTEREEH - RIERE T2 P Y TR -

Gy bl > FRIE MRS on B AR ' T i H S B B AT K -
BRSBTS (B AR AR -
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Fw g BRI A

T 2 FE#%:Cardozo (1965) KA HIBE M EE IR ETHTE DT - Z
BT 5 B HHE AL AEISAIHTSE - Howard and Sheth (1969) 3P AREZ RS2
i B > LU R — TR A TR+ P A A (2 5 Ay — TR A
IRRE - Day(1984) FH7E MG R 2 — TR 2 1 o S 1R S EL AT TS B & B PR 0
Fir JISEZE SR —TER S - OHBEEEE ARSI 2% RSB
HIHATRE - BRI R - MEECHY - AISRARREEEIEATIIGT - SiEREIRWE -
HARTEERS R RUE " RIS ) BT R B ATETE S AIRH (% - Latour & Peat (1979)
woky L EE | BHEEBEEELZR - HE B R E A
HE > BUMEEH S BT E A E T M T IS H045 R - SERQ004) B3R
B~ IRFBSTT - R N B PR - B R R AR P A TR R
MEBAE SRAVAIAE - DUR B A S 7 LA - S P e TP L P R R
SRR - BIEWE R SR B R RS R - S EBRTHE
FrEE L IR BE IR -

Dorfman (1979) f§HHFMENVASSRAE AR ~ HIZ -« X158 R @t~ [E]
MAZER - AEESE TSR EReE A EMAE - a8k
BZHZE AT - SOmEE TR R BRI T & D AT W ErEER - & T
TREN ) AR E 22— TR MR RS - 75 [FIS e S o B e A R 22 1 - T
LB FE BRI TT RAESE - Fie - 1855 » 1 BB AEIMRLT R
AR -

1M Oliver (1981) &2 Fy il & —TEHH 7 E 5 F(transaction-specific) HIELHELL

f& - (UM B A S S SR AT H B AL B B ) — 2 (disconfirmation) > ]
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FEEROIEGIRAR - LR Rl R A BT B R E IR » PR N IOH ik
FYMEE R S NERAVEER B R iR AE R E A BRI - Churchill and
Surprenant (1982)8. /R H % e — T B B F A an Y AE R, - 2 F E A TR
SAE SR A RN EL S AR AT EE 4 © Oliver and Desaarbo (1988) #E— 30 by IR 7% i /e
R SR T R G RRR R R A A ECE | ()RR N
B LB ERHTEEIR - (2) AR Ry — T HE - Fornell (1992) 58 R Mo Al 17
R e R — TR - W8T EFAG H S b AR R IR S R I - At
SRR RS v RS YRR AR IR DR i R i s AL L P A
fibbis - NS = e R A e SURGmE - (HELRTRIHEERIR - SR R

Ranaweera (2003) 2/ BAZ i AT B4 E i Ry — TR FARAR T Ry AR
TERZ - Kolter (2003) F5HImWEE 5B AFTEVEHI IR B0 AR - (IR B H¥
FE i MR (BAE S Ay A A8 B A e S . - RS AR MERE (perceived
performance)$i#H % (expectation) i & 72 FEAY R HY « MR AR WFTHAE ¥ > AEE
RIREIA R ARMBERF ST - AR REDWE - RV EE I
R R = T A T /K S S DR A £ s

Anderson, Fornell and Lehmann (1994) Efigiis 25 2 W58 » $2 A [EIERA A RERY
B

(—) FFER Z¥IEL (Transaction-specific)
B S R e R R AR E I E R s S A R s T A
AHRE BT E FE an e S < 2T HIEE A o

(Z) EfEEEL (Cumulative )
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R R R E YRR R B an B S Z BT i E A ERR Y R AG S THE » Alie
AR ER - BAENIRAR Z GHERE -
(=) SAIEIR: (Cognitive)
RS R e M B B PR A L BRI (SRR IR IR B S
AT B R R IR A S (E — PR SR R A S - Dbl > HHSE B

oSl R (4 REE IR C G EEEIIE AE e K2
AEAARN R -

(PU) TRIELIEER: (Affective)
REFHEE TERGY S EEL T KRR - Oliver (1981) S8Ry imiE
Ry BB B — R - (RS -

Gie LACIREREH] - BT RSN SR E % - REEEHEH
(B B HIHY R Z EERE A » B FEHE A [F] HBRE AR IR R S (B
B allloRE R K e i = S e SR B B T RV R AR FE B R A T B A IE (U B

SAEEE(2005)$1 S T 4R ETRITIE B THBE ISR ZHaT ) BIWTTEEA » 4%

BT E T ZISRER - AEBFEAEIREE - BrmAM ~ 28 HE foEm
fiha S DOl g i Horh T AR ) B AR KRS T BER ) BRI R
Z A AR KA E S B Al -

— D BN | OREE RS R | BRSO SNEEERE ST ) K
EAES AV RRE SIS e T eSS

T TECER KRR RS R T ALSEAUE BT T TIRIESLAY R
DHRITHERNR L FRORE RS T RIAESR -

= TEEEE ) FREERS R T ORI REEE | KT RS R
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i "R ) AIEAE

[

| B fEEE A SRR
FORTTEIN—BL - AWSTFTEEE
~ Toha S A BEEES 7=

SEIFEEANQOIDI A MM
ZIEHZE Tk ~ BIHEIERILFE HARAY e T

Eifgha - R Ry N S e B AL th ELE SR - 7

FEs SRR - SRR E B REIRA e — B EE) - BFE T R
"R RGRE S

" KNEEEEIRE ST ) T R R ARAYRE

iﬁb a7

o T ERBCEIEAETT

EHIRTT ) RS E BT A R

iRESRAE ST ) B RS - HBHERDT ) L1078 -
SlEm AR > BB IR E AR T BT

affd
T

TS EERE Ry B A B R i B R A SR R B PR BERE T PR

£ o T IR R B R |~ e

H

2L ESRE
JETH > ABFTREHc A

SELESEAIAE - PR PRIRfE -

E255% LB RS SFE SRR LR 2 AP M
)

A R EUA TR R A -
U T B

RS AH'E
et o B el
RS Y E IR R IE [ HYERE T TR

BRIEZR(2008)fE HifE = &
ELENVERENITT I - IR AR

98K - 5%%175 ,J ,

I B AR
FEZ= > RIAE 2 B AR IR RE Y e (R

3% Cronin

PREIF ~ BB (2006) LA HH [ B AG i iz 2 it~ A Rt 7 52 - 18

and Taylor(1992)Ff£tH SERVPERF &z /ltes » HRaT i A iR A mnFr i (1Y
HE o SRR B Z R - TSRS RER

A
20



1. B R BB s E i R = (EE B RFP & - T BB Bt b
CPEQLEHR ~ PERZefks )~ T eI ECERRE | - T B ECERRRE | - fEIRTS
o E S AR SRR IR E R R R

2. B BRI E ZRHE TR R IR L IIRE R R E R - IR Ry i
ME BN - Ik AAe bELE S O E) -

3. R EH G IR BRSNS B S g IR BN M

)

B2 (Songshan Huang, Cathy H. C. Hsu, & Andrew Chan, 2013)>L_F /&S
Rt TR 5 » SRR (S50 B e 2 i i FE B A T T RS SO R =
FEoy R =B 7T * HEIRBSREE - N2 s S SR iR e B = - &
IR ¢ LRI (RO E B IR T I RO R A E
Nz FT S B AR AR S e B S T R R RS BB AR s 1y S B R AR AR 5 U
B ERIEMHBN 8N - SRR w B A E R (12
HR BRSO RS IR R SRR R

ﬂ]

BRfaRR (2013) S BB R sh Iops an B AR A 2 s B T a3 - figali
M E e A RS IE M2 - Wal Riiah A\ 2 B RAF RS AE ) SR it
RIS IS AR ARSI TRAESE IR B ENE » MOKAR ~ MO BlEa/ NS
(2007 RIS ERELERE 2 FefE R Bz 2 s an 8 B 2 iE e B B IR 1
B % - S8R AR SR 2 IR S E A SGE S

HLL BB IR e ml 38R« E iR B e A R IR s - B
HEEVERIFE - ACR st E RS E ZTRANE - EEtEizfk - =0
Bt - BaRZehh - WYrRh 2ol o EEY BRI « BEERGE - ERRE ZWME

FEHETT 0T

\

H
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AW FEAIEITFE H BVELSIIERS T IR - BECATIFE B T
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5. HEMAR BERARD R TBOUHER AR ) TIFEDLHER AR, W
6. THENVILIEFE @ WEHNITEFES A "TEMUT - TI~34 - T4~5
B To~10F TN FRLE ) BB -
7. HUSERHESIRTE  AUSEBRPREE SR "3 FEUT - T3~64F,-T6
LA FEEHH
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WS TE R - T 15 B BEERAIER 3-5-2 FR ¢

* 3-5-2 kB anE ER

i i & H
(BEE LIREE ZHH T2 - AR EESEETE -

2 FURHY I B
3EAGLIEINIEETEE

A3 4 Fpetpha E LR ik E MR -
5 PG HEREE R A HHIARE « IR 5Bl - REhaiT R
BB OLIEGLHEFR - HEERENE -

TR GRS R AN -
SRAEFEEE AR EEE( -
0. R e EEE AN AR & T -

(B 10. 35 & BHESHE S AVARER(ETE -
1L FRE R LS REE AT - RS H -
1R GEREERRN G & R -

W) 13 BOR B8 ) e s B R 4 2 -
14 B ST a S i -
1S B S22 e S IS -

26



(M) fcdmEEER

AEREESFEHEEQO0GFE A T3 R THAF ST K 25 --Ladt
R eGSR - B T EE ISR RAY TR mBLEE T, N K
SR (2013) 805 TAF N EAERG ISR KT 9¢- DA & Bl e i AR s o ey g B i -
KRB ENRHIAYI R Z 8% - RN NR 7 Rl om0 FRIE s -
aF 8 - BEHNFR 3-5-3 Fw

* 3-5-3 fRkiEmEEER

i e
i LR O E NG -

QA RER H NIREIAYEDR -
3G EF ARAE LR EEHE -
4 ENEEE AR EEE -

S BA LB RUR AR -

BB 6. G ARVEI T -
TG ARV EESGE -
8 FE et AR EERVIRIETAR -

— - BERTHEES

AEFEIER EE SR 330 £7 ARUEIULE A 315 £ ARUEIUEER 95.45% -
s AIH H ALy BBy - oAl Rl NEEARE R ~ Emr B SERREE ~ R AR5 DL
iR i i 5 - REPA PR A Cronbach's o (&85 B &R DU SRR N E — b -
HAEEHmEE R 3-54 > a RGBSR RERRZNTH—EEE - BRIERD
{BEE - HFTEERAT:

AW ECERAE SRR, T ESEAR, , E 2 Cronbach's a £5.838 5 I BEEHAE |
[R1ZZ~ Cronbach's « £5.840 ;" HZEREE | [N~ Cronbach's « £5.873 ; &R

Cronbach's « £5.922 o



JRIEAR B A E S N TTHE ) IR Z Cronbach's o £5.764 5 " 203, RRZ

Cronbach's « 5.783:" & & |[KZ” Cronbach's « 5.805:" {£75 K2 Cronbach's

a F5.730 ;T iEY) | [NZE 2~ Cronbach's a £5.810 ; 44532~ Cronbach's « £5.922 -

RIS &R 2 THiE | [NZ 2 Cronbach's o 5.780 ; T =0 RZE>

Cronbach's « /%.793 ; 4453 Cronbach's « /.861

B E Z ARE G T Cronbach's o (FEF SR - GRBURSHER
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