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ABSTRACT

The traditional manufacturing industry has ever made economic miracle
for Taiwan, but loses their origin advantageous position now. When the
traditional manufacturing industry faces to the international market
competition, they are forced to transfer to another industry.The foreign
manufacturing industry faces to the trend of internationalization and
service-focus,so combined factory with tourism and transferred to the modern
leisure trade. With the needing of traditional factory transferring to the factory
tours, the research of evaluation model for factory tour have not development
yet. Therefore, this paper focuses to development the evaluation model.

The Methodology of this study uses analytic hierarchy process (AHP)
to analyze five main criteria and sixteen guidelines. According to the result, it
shows that “tangibility” is the most important dimension, the followings are
“Reliability”, ” Empathy”, “Assurance” and “Responsiveness”. In the
“Tangibility” dimension, ‘“Transportation convenience” is the most important
indicator; in the “Reliability” dimension, “Parking Facilities” has highest
importance; in “Empathy” dimension, “Feedback way ” has the highest
importance ; in the “Assurance” dimension, “Professional knowledge” has
highest importance. in the “Responsiveness” dimension, “Mobility Services”
has highest importance This study builds a model which can be the service
quality evolution indicators for the practitioner and reference materials for
factory tour researches.

Keywords : Service Quality,Factory tour,Evaluation Indicators,Analytic
Hierarchy Process
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5. W ERAARE T A F BT - R RAB DS TELRE

N

Sasser et al. (1978) i Rix&F ¢ 7 7 7)- H#
1% 20 0 BEELG PRAR W LW BHg iR o

2. - M IRIEE § FURIEA RHERBEE A b LB o e

PRAE A B PRI G- R o

m

R VIRAAARAEEIBFOER > A FR G MR-
A, ZFEW D IRIFDS A0 TR E SR GRS 0 e T R
DA MR PR E R RES 3 B B o

6. 2 P2 AAEE PP R A RAE

T. 9% f B PRFR S o

(L Azt 0 o Parasuraman, Zeithaml, Berry= =& # { 3% 5 IRir&

Tk - R 0 5 2 - BRI EE o 6 P 4 feh

Fr o oHRF -grFP oL GR YA %.ﬁa;fé?qﬁéﬁwﬁ;é_ﬁﬂii?iié
(ERE Rt S ﬁ@nﬁﬁziw%ﬁ%»lf&m PR R B o T3 AT PF»zZ-rr'%‘r

FRECR S AR S 50 T AL RIS G
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 F &4 (responsiveness)
B 1% EIRIFNTFEL 2 i o
= ~ % iz 4 (competence)
1B F 4 Eaedg end £aomer ki .
r ~ #iT(access)
REE B D HRF B ST RS o
7 ~ A (courtesy)
JRF:A B erfEpl ~ A L B4R o
= ~ & i 1 (communication)
RIRE MY FF PR T MARERE R ks o

= ~ B (credibility)

Ehu
ok

T AR A o

=

A~ > (security)
AR G L T e

1 ~ B f2fr# 78 £ (understanding and knowing the customer)

=
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RAEREE R R AR E -
-+ ~ 3 A1+ (tangible)
I PRIEE 2 2 FMK A > ¢ FREIRGEDT L K FEf 2Pt A%
LT RAR B RIS T P /gkﬁgiﬁl_a“ % 2.2
%2 2RI EF TR G

/&0 PR T4
Sasser » Olsen & | (1) R 4L @ 4ok B & ~ 2 A o7 % affd o
Wyckoff(1978) (2)3% % © PRAFFREARY PMK % KA TGRS -

(3)% R :PRFFA R enii R ~ AR~ R o BHEITE

Gronroos(1984) | FRi% & F 4 d B jiws B (technical quality)~# i & B (functional

quality)® = @35 % (corporate image) = @7 P “TH =+ e

Juran(1986) ~ 47
A % (}fgiéf:‘)ﬁr%ﬂ
)

(DR EF L5 3 Plehg o 4o Fuenfied ~ @i ~ Bix

2 E o
(2)59’;3%‘!&%& iﬁ@%’%@%‘»’n’ﬁ ’]}r\-’%,?ﬁ' O‘QF%&P\ mf‘,“ % ’L‘%g, ’
N BREF o
(DFM ST AT E 5 B LM ST o Ao B E Pl - JRIEIB

A2 RS PRIEE o
()T F e © d PRARPE T il 3f 44 o Glhoff & R IR 0% i3 PR &R
ﬁ4ﬁﬁ%ﬁ%%%ﬁ\@%*ﬁﬁmﬁﬁio

(5) s T2 B 75T %‘ﬁPF»jZ“ REBELEF A - HRDBEHERT -
Martin(1986) (DPRFEFEA @ e 2]~ FFF ~ 2 pF > 5 msiaynde ~ Bl ~ B E
v B e
(AR AR LR AR~ EDER Mg WA
i F ~ 513 2R g fRARE S PR
Parasuraman, (1)¥ & (reliabiligy)
Zeithaml, (2)F J& # (responsiveness)
Berry(1985) (3)% iz # (competence)

(4)#171+ (access)
(5)# 31+ (courtesy)
(6):% & *+ (communication)
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(7 ¥t (credibility)

(8)% > M (security)

(9)B f#fr# 4k £ (understanding and knowing the customer)
(10)73 254+ (tangible)

Parasuraman,
Zeithaml,
Berry(1988)

SERVQUAL(PR% 55 & )

(D)7 Ffd @ Brrdk EOTREEIRFE P 4 o
(2)F 25t AREAAM RSP R A T2 2 B EH o
()F It R FPIREREE o

(DRI |1 e g RS L RN HEF G -

(BT @ b AR B fo
Edvardsson et (DB JRIFA B el £ 4~ R RIFS N % o
al, (1989) ()L T F BRI JAE 383 dned o
()% i PRI EiBARE 2 E o
(DR% TR TR 2R R D TR F TG o
Lehtinen & (DRMEF 2457 FWATRE ~ K% - KA 2 A S5 Pm o
Lehtinen (D3 5 50 R RI]2 A2 3§ g 1
(1991) D2PEF I FHIPHEE 24~ f FHEAEE -
Dabholkar ~horpe | 441 % & # % B - £ & Rt & F £ £ (RSQS)

and Rentz (1996)

(DR 42 %+ F MR AR T

(2)7 Fuft @ T g ehdy (7 #TPR ARy 4 o

(3) % B 3 d 1 JRAFA B e s 4204 LB o

(DR AEfEA D L8 S HfoREEF L -

DB - RERLT ] YRELFE
Brady & Cronin Jr | (1) 3 & &8 : JRA:FA B enfi & ~ (75 ~ & £ooabehaoff o

(2001)

OFLETEL SETE IS N ST T e

J‘r’o

(&% ol ERPER R E &3 2.3 A4 Pliiz-"‘i P o

Mk AT(2012)

JRFE A B > *W%P£*‘W%Wﬁ\mﬁmﬁ
FRAREABREFE - L BREE -

R

FAL KR AT T

2.2.3 PIBRRA& = Ho

Parasuraman, Zeithmal and Berry % = =% Jﬁ T 31988 & B

#-1985# #Tie N2 L IRAF ST HEG 0 HER s d 220 P e T

I]; \!l\l
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i RIS F TR ¢ R 0 2 5 "SERVQUAL, 24 - &4 ¢ 0 & -
BRE RS a2 T - BAGFER LR T R -
AR L AR Rk o L RV F 2 B en
B REEREST > R TIREST & PRI R 2 B PR (Q=P
—E) o &2 g S JRIFE TG k(TR R RIS AH
Parasuraman * Zeithaml and Berry(1985):% & 3% PRI* & B & if 5
S ERRES ’ﬁﬁ{%ﬁi W w i S PR 5 (perceived service Quality) »
A A IRIR ST 2 Ed R AR B ) F R 2 A FEhS e
R TR e ek D F SRR (BES)> A RIE (PSR o R | F $HIRGS
R 3 W F SRR (ES)=+0 L crpRax (PSP - R | # #IRIE 5
Favime s ¥ RBES L SPRaE(PS P > B § F $IRIs &

}"&\ IJI‘; FE;O

P BT BRGS0 B R R AT

#r 1R AR E L e L E -

T 2t IR IR R TR A BE

v 3RS TRELRBFGE (R E) 2B LR
v 4 PRFF G R INE 2 B A BE o

AU DL REE WY PRI EIRACIRIR 2 A B o
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PZBPR G & et m s S 6 B T < g 4 8] 5 ¢
1. ¥ f - (reliability) @ ¥ 32 Brpd $& b7 L 32 PRAR g 4 o
2.3 Atk (tangibility) @ dp 8% ~ FRRE 2 RAF L R b L B -

3. ¥ Bt (responsiveness) : PRF* A B B4R £ 83 3 B T PR TR A4y

4. ®z 1 (assurance) @ PRAFA B en® Eoaom s AR RFHE L E

5. 1< (empathy) @ PRF% A R $HEE £ b o & B W] BB AL o

P.Z.B. e TSERVQUAL ; & % (£ 2. B 2R EFEIRIELEFT P B+

BAREL G- EFRRR RROFERE T LS RBER b

BY fRAE & IRARend) 3 2 e df o ook st LRI E T o AR e
T H eI p o PIBIRIS R S R Y B R

RERF g BRI LRI REIER LRSI 7 AN
e SR K W PRI R o e B 0 B % 2R o SERVQUAL #
AR AR ETHES RE L3 2 A AFFRRELD
R SR A% 5 B #1218 7 2 3% * Parasuraman, Zeithmal and Berry % = i+
FHRNZ "PRGE&EF Y, 2 SERVQUALE £ > 1% 5 g Lk 1 IR

IFE R oo
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#.2.3 SERVQUALE #

G XEd
reliability

EE R

FPRFEADFL D o

4 A

tangibility

PRARY g A

hxd (AN
R s

K2 PRFE o
9. B2 pRIx4p
B eni 4k AR

T o

Fstt

responsiveness

o g AT

BRI Z PEeD

10. FE§ 4 *vRE
% % IF PRI pE

12. JRA% % B 28
LELA 2 d

%' o

13. PR3 X B %
€ Fl a2
O PRTE o

w

assurance

REEE R X

3 A B ek

15. #% & % A8
%% PR
73 o

16. pRF%: 4 B
BAE G A
gg‘ °

17. R34 B
i 3 Ap §les
B 4Fen
PRFZ o

empathy

SATE 2 M
22 i S PR A

18. 17 I+ %
2 A i AR
@;‘L o

19. PG+ R
B REE o
20. B fRAE %
FRE Koo

T AL %k i Parasuraman, A., Zeithaml, V.A., and Berry, L.L. (1990), “Refinement

and Reassessment of the SERVQUAL Scale, ”

420-450.
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RAEZ AT A 3B R B P oanis o B fRELE 1 AR BE4E 3 B R a\,g_ﬁ
Lo KF a3 13 vx%%% GERILE R TR ¥ F
FIREhEE > TEAFTIRFDLZE - AT THRY 2 5B
1€ 222 (Modedied Dephi Method) 2 4 47 & %42/ 2 (Analytic Hierarchy
Process, AHP) > & & #-4-4 F stap 3 2 218 - WP o
3.1 %4
AR PR S R IR 0 Y FR A A L A AT g iR R A

#3.1% Bl3. 1
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3.2 & ;4% 3=/ (Modedied Dephi Method)

B EEE (MDM) fad @BrfisEE B o m k> B EE 5 - f8
BB - EAEY IR RS S fRERLAS L EL

LE o EEMR > NFEEE PO FFEJIE RS Loy Lo

REAF R MR FREP2ZE3- AR LF BE 25V (Hil
&Fowles, 1975; Linstone & Turoff, 1975; Stewart, 1987) - @& %4t
EZHEYF LA LEHIEN -2 e F ERERARKEELARE

IREL ¥ - SR Y LB TS A G o B {3 HmRET A

4 3+ B (Rowe & Wright, 1999)

1 ¥Murry and Hammons (1995) 45 &1 » 384 cf7 3 A3t 5k 4 £ o
PRSP N =R T R LR R i E A e R R § =R
RpE 0 G RORARE E2 A B REE SRR RPN L NERR
AR dd s BRAFOREERASBIE s g5 - v S FE NS
35 P e ¥ LAE 3R BWRF Ao wEERNEEAE zs:,uz}—;{jé;gka;;g
MAEL e, & F2R% 7R LE RSO NP ARG E
N (structural ) B2 > 5 % - 2 £ S 4 o ot R R
T EREPEE B F SRR R SET LD REFE RIS

PR AR > 4 HBE PR LR TR E v F > E 1

h
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R R 7 o RS Engm ok 2 2ol o ik
M AT Y RAE > Mt d BARE EE TR BN AT R B0
PRI 0 RSB PR E R AP M RS A AR R
T REBF LNk R KB I A48 kR E e

T S AP AT R h R R JE VS DB 1 RGER B AR M A R

3. 24 ¥7 & 3425 2 (Analytic Hierarchy Process)

Ak A2 B £ Saaty T. L3t 1971 # 8 B & ken- 241235
e AR FREFEAS I BAG TR L2 A -
BHE DS s RIS S S AR HS oA K sR
% 2. B %38 = v #& (Pairwise Comparison) > 18 & k& & & % chig &
oS E 8D AR B o FE B A R i gy
H o ehf KRR 2 F 40 WP b
- B AT A RS s B S0 X484 o Rpank ak i
D% — K2 B BRI L B
A - RBPNEZTUF - RPN hR N DI F TR BT

S o

4 3R VARG RSB R
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Ju

=X}

it RS T R % 1 ip 4B (Positive Reciprocal Matrix) /aJd® o

AR R KRR 7 IR Y B R RS R RFR R BT

% LA -
d iR R R R 2ESEE R F 0 T F R Bk e

A& R H - & (Consistency) =g R o

CEZ AR R o 5 d 4oz B (Weighting Principle) @ #8 o

LERRAEERORMEBHY P HE BRAR AR | SRR 2

BB M E PR S
W AP @b e T 5L = A R (H 4§ » 2005) :

s Az kA E R (Setting Priorities) o

A4 7 73 % (Generating a Set of Alternatives) e
s iEH B 2> % (Choosing the Best Policy Alternative) e
g 2 &% (Determining Requirements) e

~ 245 Ao A 474 4 K ( Making Decision Using Benefits and
Costs) °

~ 34 fe (Allocating Resources) ©

S FRRE E b %% (Predicting Outcomes-Risk Assessment) e

7% 4 2t (Measuring Performance) e
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1 ~ k%3t (Designing a System) e
+ ~ ik SufE 2 (Ensuring System Stability) e
+ - -~ &if v (Optimizing) e
+ = ~234] (Planning) -
L+ = ~ #%f%/4+ (Conflict Resolution) e
AHP # 47 B s A2 Rz B F AR F & S5 A H 3> HAHHA BN F e
Toart (8 FZE S BRiRAR 0 1989) o
-~ KRR

R B B

Ik

¥ i BB AR Bl 35 F o B
B oo S 2 RANH S FR AR e R
SRR

FJZAF FER AR o AUT R Bt A R BT A SRR S R

ﬁd\

B EHFREVRLIBERT A - AR F TACE S B o MRS ]
R AR AR FEER F AR BAHI AR N B
i B F > NEGEE R Fd RS ERE @ 2 rh kG
EORERF ARG S REd

Fo kiR bt - KBE- R ATLEEART S RFRE

‘F_‘L

R ¥t g o b imid ¥ 4% 2 P ¢ B (Nominal Scale)di38 &7 » &
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#1145 %% (Equally)-~ 4 3% (Moderately) ~ #7 5 (Strongly) ~ #& % (Very
Strong) ~ @ 5% (Extremely) » ¥ ¢F » g 4c F 4302 ﬁi Rend 5% >
o JBEH(Gr& 3.2)  HEru i 159 HEF - S¥ILRT X
PRECAETIIQIRT CEARFNSEFER 2 - BT
WA - SR BT FheiRmi WP c B R E AR
aE 2 A RAEE o

% 3.2 AHP =i R BILm

PR R TR P

1 FEEE BTG ERE R TR

3 HER B B R RTH M R - B
5 & ok B ETE R A R - R
7 RE & S Do 7 i & - B
9 BHELL BN HIREE - R
2,4,6,8 |[ApARR RAYTRE | ZFEHEFITRER

5] i LR HETR £ - RIE

FoH 4R ¢ (Saaty > 1980)

o 3R E A R 2 B B R

=3
EHREDBTHELE R ARG HBR E(1-9)7] »



¥t gaEE 2 @5 w2 p & (Nominal Scale)k T HApH & & (Lot
®(Ratio) > #iE A~ % 51/9~1/8~1/7~1/6~1/5~1/4~1/3~1/2~1~
2345678 9 HFHNBEZIH VRS

2 el
REELO Z ML AFEMZEF AL 2 VR mlicESL]

R e e VAL kS Rl SRR g S L N

4o F2 38 (D) #r7F o

a;; a,, a, W1/W1 W1/W2 W1/Wn
a a ... a w,/w, w,/w, --- w,/w

A: .21 .22 .2n — 2. 1 2. 2 2. n (1)
a, 4a,, - a, w /w, w /w, --- w /w,

B0 a =i oo SRR

BB if 2 S RAELA S R Bke B2 kPR DR kE
(Eigenvalue) £ # ficw & (Eigenvectors) it a f18 ~ % 2 tpiig £
B AR DL R S e e AR (D5 - i

BEad? LB F L TP B B ot 2R ()82 20 (3)

a; = /ajk (3)
RIS R AR L BRI B w
W= [Wl W2 Wn ]T (4)
v A ()8 > A5t (6)
wolwg oW w, e W W | W
AW — WZ./Wl WZ{WZ WZ{Wn | W 5)
w,lw, owow, e W W | W
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Aw=n V\:IZ (6)
Wn
72 (A-nl)w=0 (7)

Fl 3oy 5K F T R R A BT gt B F g
/g 2 F RALR LB o FAw=nw i E 7% $ 20 FP o SaatyE R

PAEWAY 2 Bk BB A KB o

R AW = A W (8)
(A maxI)W 0 (9)
SEE AR A HAE D RN (D RE T B A By BT L

EEIJL%:&; ° Saaty:}% ‘Z-Lf 1’%”}/2‘ K E‘ ﬁy. #‘j}‘/{*f{]g ’ A, E,lJ ;,; f—rra, i:)

RS SNES TR SN TS 2 s S SONE RIS F R

EEEELE JHP UEe E THEERE LT RKE R FE2 % 5 4o
A255(10) -
n a..
w, = = — i,j=12,---,n (10)
N >
i=1

I~-REBET

B - R T By - & iEdpik (Consistency Index, C.1) %
- &t 5 (Consistency Ratio, C.R) > #& & - F » B #THE = = 4
PR BE G - REAEE o - KLk R f Y R ]

O -;«fi‘ﬂ}}é] @AL*# » oM o— 3R H"‘Lﬂﬁ'_ F ’L‘L,L“-ﬁ;q@*q—ﬁqgm
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TAEFRA SRR Saaty 2R C. 1 2 CRC0.1 B if v dept - R
A I - A

- Rk (Cl) hx ] X PR AR #E 2 ¢ R PE > E
"EALIFHEE 775 RECY 5 ° waynT o 47 A 4 RILVER S "8y
#(Radom Index, R.l.) ° R.L{E € ST L #icdif 4e @ 3 4 > Fid (n) 2
A BRI E (R]) E40& 33977 ¢

£33 4 (R EHEE

Fege | 1 2 3 4 ) 6 T 8 9

R.I. {000 |[0.00 [058 [0.90 |1.12 |1.24 (132 |[1.41 |1.49

AL km ¢ (Saaty 0 1980)
FUI* - R RE SRR TR RE SR 2 R
(CR) > # 2540t : CR=C.I/R.
Saaty# #3257 CR.=01 # &£ H - REFBRE 2V EX %@@ =3

A KR IR R LA

LR BEEMAEESE G > LR THRE ALY 0 Rk

ERRE LT EE P Rehbai &
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A AptEE A R e EERI(£3. 1 RIS 1) TR QTR dp iR ik
Py o @ 1513 ¢ 58 4E 22 (Modedied Dephi Method) -3 4p B Bk » 2%
FTRIRE Y iﬂ”fj‘uﬁ%l R PRS- & BT enfie 8 dp ™ e W ALE R IR 8 |
LR T EHHERFLORE RN HERE E - RipHERE
LAEITER 2 8(£3.4) = FBE L RIRIF&E T =0 50K % R
(B3.3) A A Bz x P »(£3.0) BEFN*ERF LA A
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R -
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