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TOURIST GUIDES OF INTERNATIONAL TOURISTS IN TAIWAN
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Abstract

The government has put a lot of efforts to promote Taiwan’s tourism industry over the
past few years since attracting foreign tourists to visit Taiwan is an important issue of
economic development. However, how is the overall satisfaction with the services
provided by Taiwan’s travel agencies and tour guides for foreign tourists? Most of the
literature usually employs case studies to examine this question but with the shortcomings
that the trend and the overall performance of Taiwan’s travel agencies and the services they
provided can not be fully explored. Therefore, the purpose of this thesis is to investigate
the satisfaction of foreign tourists to Taiwan’s travel agencies and tour services from the
perspective of overall performance. The topics studied includes: itinerary, accommodation
arrangements, transportation arrangements, catering arrangements, tour guide service, tour
guide quality and the overall impression.

Using data from 2003-2010 “Survey of Visitors Expenditure and Trend in Taiwan”
conducted by the Tourism Bureau of Taiwan, and STATA statistical software as well as the
ordered logit model to investigate service quality and satisfaction issues of foreign tourists
toward Taiwan’s travel agencies and tour guides. We focused on seven important indicators:
(1) itinerary, (2) accommodation arrangements, (3) transport arrangements, (4) catering
arrangements, (5) tour guide service, (6) tour guide quality and (7) the overall impression,
to analyze foreign tourists’ satisfaction levels, to explore the relationship between
demographic characteristics and the satisfaction levels, and to investigate the satisfaction
trends of foreign tourists on Taiwan’s travel agencies and tour guides from 2003 to 2010.

Due to the increasing demand of tourism, this industry continues to bring new
services for consumers in order to earn this piece of pie. On the other hand, the
government's comprehensive planning and implementation to the overall tourism industry
has become more and more well-constructed, and the relevant systems and incentives are
getting complete. This article expects and predicts that the service satisfaction levels of

foreign tourists to Taiwan’s travel agents and tour guide will increase year by year.

Keyword: ordered logit model, tourism, satisfaction
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F24.3 2003 F£ 2 2010 BRI T BRI S E 2 RS B R i a AR
Ordered Logit Ordered Logit Ordered Logit Ordered Logit Ordered Logit Ordered Logit Ordered Logit
& b c2al c2a2 c2a3 c2a4 c2as c2a6 c2a7
TR (ErEH BZEHE < T H2E EERZHE AR TEEEFE R K FAREES
stay {55 REL .0213(.0059) *** .0218(.0061) *** .0217(.0061) *** .0231(.0058) *** .0148(.0058) ** .0101(.0059) * .0223(.0062) ***
Dmod?2 -.2390(.0559) *** -.1859(.0555) *** -.3602(.0561) *** -3181(.0547) *** -.1501(.0560) *** -.2181(.0566) *** -.1916(.0573) ***
Dresl H7 Japan .7196(.0451) *** .8059(.0470) *** 5442(.0471) *** .8609(.0451) *** .5584(.0472) *** .5094(.0470) *** .6719(.0469) ***
Dres3 &3k ~ B9 HKMC .0916(.0607) -.2618(.0636) *** -.2471(.0599) *** -.1545(.0597) ** -.1961(.0618) *** -.1378(.0627) ** -.0564(.0633)
Dres4 ¥z Singapore -.6250(.0872) *** -.6895(.0815) ***  -1.0948(.0914) *** -.7127(.0839) *** -.9965(.0868) ***  -1.0450(.0873) *** -.9776(.0927) ***
Dres5 i[5 Korea -.1124(.0758) -.2178(.0722) *** - 4777(.0795) *** -.1915(.0760) ** -.3480(.0772) *** -.2761(.0790) *** -.4785(.0814) ***
Dres6 EAtfr3[& Others .0763(.0773) .1922(.0737) *** -.0730(.0789) .1423(.0766) * -.1235(.0780) -.0918(.0781) .0801(.0827)
Dage2 (30~39j%) -.0110(.0498) .0097(.0505) .0146(.0514) .0826(.0501) .0036(.0506) -.0504(.0504) -.0073(.0508)
Dage3 (40~49j%) .0561(.0499) .0162(.0499) .0670(.0512) .1141(.0498) ** .1111(.0518) ** .0754(.0516) .0110(.0519)

Dage4 (50~595%)

Dage5 (603514 1)

Dinc2 (15,000~29999357T)
Dinc3 (30,000~69,99947T)
Dinc4 (70,000%7T0L k)
Male

Dyr04

Dyr05

Dyr06

Dyr07

Dyr08

Dyr09

Dyr10

2540(.0519) ***
4670(.0585) ***
.0020(.0510)
-.0408(.0451)
-.0519(.0621)
-.0379(.0340)
-.2505(.0872) ***
-.3302(.0834) ***
-.3532(.0786) ***
-.1424(.0796) *
-.2312(.0834) ***
.0954(.0797)
6157(.0799) ***

2119(.0519) ***
3602(.0576) ***
.0382(.0514)
-.0006(.0452)
.0530(.0604)
.0043(.0340)
-.2838(.0931) ***
-.1877(.0891) **
-.0983(.0849)
-.0672(.0839)
-.0214(.0899)
2402(.0865) ***
.8278(.0859) ***

2739(.0532) ***
4581(.0597) ***
.0509(.0518)
.0012(.0469)
-.0134(.0624)
-.0710(.0350) **
-.3227(.0912) ***
-.2979(.0866) ***
-.3045(.0833) ***
-.1339(.0830)
-.2587(.0887) ***
.1734(.0830) **
1.3270(.0845) ***

2487(.0522) ***
A766(.0582) ***
-.0038(.0499)
-.0680(.0456)
-.1201(.0602) **
.0354(.0339)
-.0594(.0880)
-.0226(.0846)
.1094(.0791)
.1233(.0804)
1745(.0846) **
4602(.0803) ***
8128(.0815) ***

3123(.0539) ***
A447(.0615) ***
-.0341(.0524)
-.0632(.0463)
-.0706(.0653)
-.0303(.0353)
-.1798(.0855) **
-.1705(.0833) **
-.1493(.0780) *
1771(.0785) **
-.0032(.0841)
:3315(.0803) ***
1.4477(.0818) ***

2895(.0539) ***
.3892(.0614) ***
-.0217(.0516)
-.0145(.0459)
-.0594(.0647)
-.0429(.0350)
-.2816(.0867) ***
-.2473(.0831) ***
-.2626(.0778) ***
.0858(.0792)
-.1349(.0842)
2211(.0806) ***
1.2559(.0817) ***

2208(.0536) ***
4163(.0597) ***
.0356(.0517)
-.0110(.0472)
-.0700(.0647)
-.0274(.0354)
-.3302(.0899) ***
-.3475(.0869) ***
-.3546(.0811) ***
-.1402(.0822) *
-.2321(.0888) ***
.1164(.0840)
1.0509(.0821) ***

fcutl
fcut2
fcut3
fcutd

-5.3057(.1611)
-3.5866(.1002)
-1.0810(.0837)

1.1782(.0837)

-5.1083(.1605)
-3.2805(.1071)
-.9273(.0929)
1.2026(.0930)

-5.9990(.2029)
-4.1801(.1134)
-1.4901(.0881)

.9000(.0870)

-4.3666(.1321)
-2.6204(.0940)
-.3656(.0854)
1.6046(.0866)

-5.0516(.1509)
-3.5796(.1010)
-1.4564(.0853)

.6395(.0841)

-5.1959(.1501)
-3.7271(.1012)
-1.5607(.0858)

.5239(.0845)

-6.2581(.2328)
-4.3205(.1181)
-1.6835(.0884)

.9494(.0869)

HEAS 13,793

5 LT B T SR, -

*Z2o 10%FEE /KA
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FREFTR 1% /K -
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R 4-4 2003 2 2010 FEE SR THEBERAR B A0E 2 e S HREE T RAR
4

g ecza1 ec2a2 ec2a3 ecza e0265 ecZaG ecza7

stay 15 B K& 1.02153 *** 1.02204 *** 1.02194 *** 1.02337 *** 1.01491 ** 1.01015 * 1.02255 ***
Dmod2 0.78741 *** 0.83036 *** 0.69754 *** 0.72753 *** 0.86062 *** 0.80405 *** 0.82564 ***
Dresl H7Z Japan 2.05361 *** 2.23871 *** 1.72323 *** 2.36529 *** 1.74787 *** 1.66429 *** 1.95795 ***
Dres3 &4 ~ JEFY HKMC 1.09593 0.76966 *** 0.78106 *** 0.85684 ** 0.82193 *** 0.87127 ** 0.94516
Dres4 #7134 Singapore 0.53526 *** 0.50183 *** 0.33461 *** 0.49032 *** 0.36917 *** 0.35169 *** 0.37621 ***
Dres5 ##[5 Korea 0.89369 0.80429 *** 0.62021 *** 0.82572 ** 0.70610 *** 0.75874 **x 0.61971 ***
Dres6 HAtir#[& Others 1.07929 1.21191 *** 0.92960 1.15292 * 0.88382 0.91229 1.08340
Dage2 (30~39j%) 0.98906 1.00975 1.01471 1.08611 1.00361 0.95085 0.99273
Dage3 (40~495%) 1.05770 1.01633 1.06930 1.12086 ** 1.11751 ** 1.07832 1.01106
Dage4 (50~59j%) 1.28917 *** 1.23602 *** 1.31508 *** 1.28236 *** 1.36656 *** 1.33576 *** 1.24707 ***
Dage5 (603%LL 1) 1.59520 *** 1.43362 *** 1.58107 *** 1.61059 *** 1.56002 *** 1.47580 *** 1.51634 ***
Dinc2 (15,000~2999937T) 1.00200 1.03894 1.05222 0.99621 0.96647 0.97853 1.03624
Dinc3 (30,000~69,999%T) 0.96002 0.99940 1.00120 0.93426 0.93876 0.98560 0.98906
Dinc4 (70,000Z5¢0A |) 0.94942 1.05443 0.98669 0.88683 ** 0.93183 0.94233 0.93239
Male 0.96281 1.00431 0.93146 ** 1.03603 0.97015 0.95801 0.97297
Dyr04 0.77841 *** 0.75292 *** 0.72419 *** 0.94233 0.83544 ** 0.75458 *** 0.71878 ***
Dyr05 0.71878 *** 0.82886 ** 0.74238 *** 0.97765 0.84324 ** 0.78091 *** 0.70645 ***
Dyr06 0.70244 *** 0.90638 0.73749 *** 1.11561 0.86131 * 0.76905 *** 0.70145 ***
Dyr07 0.86727 * 0.93501 0.87468 1.13122 1.19375 ** 1.08959 0.86918 *
Dyr08 0.79358 *** 0.97883 0.77205 *** 1.19065 ** 0.99681 0.87380 0.79287 ***
Dyr09 1.10010 1.27150 *** 1.18934 ** 1.58439 *** 1.39306 *** 1.24745 *** 1.12345
Dyr10 1.85095 *** 2.28828 *** 3.76972 *** 2.2542] *** 4.25332 *** 3.51100 *** 2.86022 ***
Jeutl 0.00496 0.00605 0.00248 0.01269 0.00640 0.00554 0.00191
Jeut2 0.02769 0.03761 0.01530 0.07277 0.02789 0.02406 0.01329
Jcut3 0.33926 0.39562 0.22535 0.69378 0.23307 0.20999 0.18572
lcut4 3.24852 3.32876 2.45960 4.97587 1.89553 1.68860 2.58416

BEAE 13,793
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