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Abstract

This study is to research the key success factors of the operational
performance of B&Bs in mountain areas from the perspective of the
“Balanced Score” card. Our hope is to help to create sustainable operational
performance and development in all aspects of B&B business and correct the
flaws of past research.We took the B&Bs in Shizhou as our subjects and
consulted related documents. We then determined the key success factors in
the operational performance of the B&Bs in the mountain areas and
constructed a primary hierarchy framework. The hierarchy framework was
constructed using the Modified Delphi Method and the questionnaire was
distributed to business operators, government officersand academics in related
fields. Then, we constructed integral weights of the key success factors which
were shown by the valid questionnaire results using analytical hierarchy
process.

The study results showed that people focus on the“learning and growth”
dimension most and focus least on “finance.” The study showed that the B&B
operators in mountain areas should improve the quality of customer service
first and then improve the “custom” and “internal process” partsin order to
improve the financial performance more efficiently. We concluded that the top
five dimensions that should be focused on are; "education and training of
employees ~ “customer satisfaction " ~ “reputation " , “employee’satisfaction”
and “instant response to complaints and accidents. We concluded these five to
be the key success factors that will enhance the operational performance of
B&B operators in mountain areas. Finally, we made some recommendations
to B&B operators in mountain areas for their benefit.

Keywords: B&Bs in mountain areas, “Balanced Score” card, the key success
factors, Modified Delphi Method
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B AT RABRET L EFEN S S o F LR RG FAFIE
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NS BEBAT T ER TER VTG (TR ER T2 2

ER R ERERE CEKFACATELRAS O FSHDP POl

-

bl : AP TR e TRUARER TG BEFE 7

[(JF=> i1 EL i n

20



(=
[k
Yl
W
\ [and

=
[k
Yl

EL S S i 4 *EE
o 1% *1 ;

32 FXAa %%

Taolcs P FREY R EE AR AP FREEY SRR A

B R BGRR Ld f T OT S R T 6 2k R
fig i SVAE EZRFENGLY > THEET Y K LT

JESEHE - A
BAMEEP B HA ) VAL A B RRETE R A2 R

TR FFET FEL MR s TOf EARS L LR MG - AP

72T ko FLBEENELRFRF 35 M > TR T EE
EPHE ok 320

% 3.2 T iodcldr Sk

FE WA l i
=45 % LR
3.5=p<4.5 i L
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& 1950 & 4= > 4g f 2% (Delphi Method ) ¢ % F+4c ¥ RAND =
7 el & 7 Olaf Helmer 2 Norman Dalkey #74f B 1k » § pFi & i& %
AR E AL IER e 37 1963 £ RAND = & 4 o B3 & 538 Ip R
= ;%o % 1964 & >Helmer fv Gorden % % 7 — /T L Ipiplawa 3 32
ﬁi%ﬁﬁ%&@*&§i¥ﬁi”’i@fﬁﬁéﬂﬁﬁ%i@*é
PESFES A TR BT 2R 2L o2 FRE]
RF AR DIPRE TR § 2 KTPMAE E 0 s LA AR
Foeh- BEATTRRIZ E (R 28 s HRRE > A 98) o
M2 LE A LAY > BE S R RIbE BaE
FIET BEAAHEROE L SR AR 5 - BRE 5w &y
4-wﬂi‘m*i§=g R tt-w ek P HERBIHAE-BF L L8
2 44 542 ( William and Webb, 1994) = Sumsion (1998)2p9 B % % —
BEGERARE AREY KA BEfrE NS RIS B
MLALAT o AL FHRRE S RENEE R &S
S E P PR R - A28 E O B R FHE I N FERTE LT
M TEPHYEIERY RRE AR RLOR TR SR ot E
HABEE LI BRSO AEIR U - R - BT £
BermZizacd o Al K EEII 2 EE 0 BRPOLART S
T4 T fr- R (Walker, 1994) > @ & oA BEH R T 27 7 A {or
) i*j‘*“—% AR E ~FERE 2 LR ATE R S & kA2 (Sumsion,
1998) c 2w 18 F - w EHRAF Y F §EHE RhRLiER
- |+ %_> Murry and Hammons (1995)3% 41— B8 » § £ 3875%%
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FHREAAZER LI LR EEMR > NFLEE T FEE {15 B2
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B2 2> 5% (Linstone & Turoff, 1975) o @ 3 & ;N 48 & &2 (Modified
Delphi Method) d @ g 32 3 m &k » F 3% 152 2 %3t N g g
BEiE X RApR o Wt R ORALR R R R B FIP LR L
V0 BAF R L iEAR 0 T F - w & Bk
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332 A4k BAR Rk

1) Zwmep o
AR B R Ed 2 R T W~ §Tomas L.Saaty 1971 # & ) > *
1980 F FEIE A R A B HIms o 4530 1986F BT A R 2 2 R
hoo BB E i & P enl BAFRReNRRRE % 5Lt ~ K it 2 BoiE v o
%ﬁﬁii#a‘;ﬁib =5 ¥ciE o 2R ﬁgé;#a‘;ﬁ%gz‘mmgjﬁ Gk Buend] 7
ERE ’ﬁ‘d R G s 47 #AE SR R RE A 47 (8 % &~ BB & % (hierarchy ) > £
FAI RN R S BB REN L fE BEE D
Fg s @it e R A ah AR 0 U REE S Faigd
Tl g Bl BT REALE S RAF AR EREY ‘ﬁ&
EHETeER > CRAVEEL A FEATRERNRELEA LS
%u%%%ﬁ%ﬁﬁ&%@%ﬁ@~%Wﬁ’w@)wkﬁ@&ﬁﬁéé
;?ﬁU% 2

BEARE AR R TR SR TFT EE PR FHFY
RTC R AL AL DGR LI R s R A
rEHA > TP e g s S P ERE] (Multi-objective Programming )
HLHC,% % (Large-Scale Systems) #3% 3*+ 27 % fx ¥4+ (Uncertainty ) #78°
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€ DT BATRE TR AR > AR L i e AL 0 B4
= H P ek sl lﬁfﬁgﬁmugphﬂ—%)@]aﬁ#ﬁuz\—r,v;ﬁ—g
o & 2 B (Ratio Scales)% % P % A& (Nominal Scales) & & % = $F4¢ $i
AL u ML BRERFOERERNBLESE o FlptiE k
B B G RN G - B - e b 0 B S
e sl 2 &8 FORFREAL - B Fv It gF e
(Brain-storming) ~ F? 7+ % 1‘%;‘2 (Interpretive Structural Modeling, ISM) ~
Fe iy % ﬁi_/n\ +7 /% (Hierarchical Structural Analysis, HSA) ~ SRR
(Group Method of Structural Modeling, GMSM ) 14 2 PATTERN;# (Planning
Assistance ThoughTechnical Evaluation of Relevance Number ) % » 4¢ 1 Fg3d
B R R FRERY - L ’F#ﬂ}-?« s B HERIT AT Fhe £
% (Eigenvector Method,EM) ~ % -] T = ;% (Least Squares Method,LSM) -
A o T 397% (Geometric MeansMethod, GMM ) ~ Churchman ;* % Scheffe’
EEoom AT R BARRE 2 A Fie £F KRB F B gL (B4R
o E W RT78) o
AT BALR R LR N FERT 2 5 5 BER R R o
AN AL o TR AR ORT AT R AT o SR B L R
RW TP EERALEE ) AT E P RANBLER o AT Y AT
RBfRBZEEAY -_FEFEDE > NEFLEGFR2EE B 2
FAHEALHAGLHES S FIZFPNEFRRLLEE > R K
LHAFEE ST -
Q) A 47k BATR i 2 Ak Bk
AHP 3 B chp cnd_ B4 e cnf® 38 K 5Lt > §d R s TEEE

-
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Len|Er NREARFEREE DT R RO A LA FOL G o AHP

FEAABEE 0 A& T P4 38 (Saaty 0 1980) ¢

1. - B % 3L¥ Ao f2 = 35 5 f847 (Classes) 2 = 4 (Components) > 35 = 4
Y FAT

2. gt & - KBk RBBERET B

3. B-oMERPMEZ > FH - RRLNG R F LT RREETER o2
K B FEOBAE A - KsauERT o iTA g v F T
I F EAEE o

4, VEGERRE > VRS HEE T RER SR -

5. = #+t # (Pairwise Comparison)fs » ¥ & * & if & 5& "L (Positive
Reciprocal Matrix ) °

6. 4 B (2% B M (Transitivity) » 7 &R % B 0% SRR (AR
B> B Co RIARC) > b pFag B B (e 2 0% EH L (ARB
- B BREMC= B > BIABRC ) o

7. R 2 EEABMEFF 5 FPL 5372 BB Bl s & L R pRE
— &k (consistency) e & o

8. &2 enipAAfRR > ¥ d 42 B (Weighting Principle) $4 o

9. E & F R & MM AR A BT 0 A HmE BERERR ] 0 BN

SEABIEG BT Mo A 2R S s 1 o

(3) A7k A B 2 R

Cak SR L A RS = EALNE S N }?&ﬁflﬁ—’.? WP 4o T
GBEE X~ 2483 199)
LSt ihan s ARk L 5 K &4 ¥ A 2 k7504

KLY Y el rhhugiz LREH d 1 TE- P

g\x‘i
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3.

4.

5.

BB AR ARG SRS PR

GFERLLPPTOEFE R - ko

Rl cnE Z 7 FiE 5 o 2Saaty(1990) Rk B4 A R ARE - B &K
dMET SRR LB *@/é]akm’k R o

Boaeph & & F R & B 0 %% hdp k4 (Dependence) F 0 7 k-
B frgApiadl i p 247 0 A F & B AT

‘:mkf

&x'&ﬁ]&m-ﬁ%%” ERiE I
FU 4% Saaty (1990) S 0+ 28 2 K {01 3747 AR RE + 2§ 1

Tﬁq%fg‘;:
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IR 32l TN SRR & ] 2
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5. K B 3 & =14 (Stability) & 384 (Flexibility) > 7 ¥ g £ it
FoEwRREAEOREG T 0 o - B BT

KR Bk B ks o

(5) A~ A5 AR R i3 2 B 15

AATARR B B2 I ARACRI33 0 B R A L5 BB

S snampem ] A i e e ]
[ ﬂiﬂ“#‘ﬂﬁ J—
[ .mm.*ﬁm )
i - réﬂ:@s*mai- ]
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[ e i e . SCMEGHLCLR) |

+
[ e ]

¥

/ emwrmm S—— 107 A ]
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Lo AR REenR 2 BT A4 K BAR R 2 8 TEpF > $0 50 3T P2k

ARET RELRRRE A BT A PSR F RS RREY
= S AR I N 1 AN

AN

2. 2 KRR L RT ARG R EA AN E 3 e g

MR b ARR G R BB AR P R £ T4 e

FEFFEAF Y RIFA T R LR NS T2 IARE =2
=3
k49

1
ki
=
o
)
N

ZEREFRET R R A REERHE A
BE A e 3N R B RS S A AT HEY 5 o
AT AT R L R RS 2 - %@&%ﬁ’uﬁéﬁ%W%

kg o % BAFRECP L A (B L (50 Sh 2 e R E 3

)

- & % & k& % (Complete Hierarchy) > ¥ - 5 7 = B & ‘&»(Incomplete
Hierarchy) » 2 Bk &4 75 — B¢ Bk %2 T B R 52 IV 2 5 BB

4@ 3.4 2 "b:r;rﬁ%;“aj:é]az\—rvﬂi—/éi&ﬁ?&f’ Bl il M o de
Bl342 L4977 ARRET S 5 A MFNIE? XY 5
PRER A AP TG EEE G 2 AR BT o
O @
- ~ er® y e
SIS L . =

B3.4 AHP# = BERE 0 ot 2 300 BE 03 A S S5 1)
TR KR EIRR ¥ Rz (R T78)
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3. WEXFETHEY ' RS2 PR FF UL FBFEHERIN T - 2
PRS- ABSEe T LREZFRE RS L EEFANERE
T ERE R ERES A BRI AP i d B RIRA BITER R
REE > £ BT REF 2 fipid = St e > REF P2 F adp i
BE TR RALTRELE N THEE ) THpER | TRE &
2 Tudd X7 BE% % 2p BEMLX 13579 1
HEE R rEANT BRAACARZFSH24-68 g & o
ERRATRADRE > bk 367 F P REOTE o

%36 AHP=F R E &Z WP

TR & W

] I AVREROTRAERLE 2 EE

3 e & ke B M BT R - &

5 R E R EEB LTI e R - £ 3

7 miLER P AT RS- &2

9 FHER F RSB R e HE Y- L

2468 |ipART Rz Y VA | BITRER

FAL KR EIRR 8 Rz (A T78)

4.

RS R P BRAE R RN SN AT 24
2 R RS2 AR R BE(1-9)7] » S RAEL 2 ¢ o LR R R
(Nominal Scale)#% T H fp4t £ & M4 a0t @ (Ratio) » HcE A % 5 1/9 ~
U8~ 1/7~1/6~1/5~1/A~1/3~1/2~1-2-3-4~5-6-7-8~9> 4
FRNBRZAHEVREEFZGE B3R AAFELDE = 5304
VA AMLEE AL B

ZAAIRA RIS 2 F e BT L R ELRAEE A de 258 (1)

1@ Tz &a53me

i

iy

BE T o
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17 Qg5 == Qgpn wyfwy owy fw, e wy fwy,

A - Az1 Gz - Gz | _ (W /wy wy/wy, - wy/w,
Ap1 Qpz - Qpp w,/wy ow /w, e owy fwy

B ag=w/wow > &5 BRI EFEE

(D

BBz gt RaEE A Y Brice £ kB I e (Eigenvalue)

2 e £ (Eigenvectors) > it m Ri8 L& B2 Ap¥HIEL o - H i 40T !

LR & g R A bet 2R (1) 5 - R > B AEE g

£ F 508 B EE S o 2N ()8 2N

a;; = 1/a;

a;; = Qg /Ay

Ik
=

BRI S RAEL AR LERREL T2

w=lw w, o w]T

v iES 42N (5)E 2 20 (6) -
wy/wy wyfwy oWy fwy, Wi
Aw = [Wa/Wr Wo/Wa = Wy /W[ W2

anwl anwz Wﬂan Wn

2 (A-nl)W =0

SPPEISTE & SRR TR ER R T
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L

B d RARR LR > FAw=nw I{ &2 = > F]P > Saaty i#E R M AE
A Y 2B S HTE hma KB

._,\

AW = L W 8

(A= Aol ) w=0 €))

LA PR EFRED SRS (DRE T EZ A A FRe 2T L
BWR2 fEE o Saaty & M w fAiT2 RE A A FHE > A B 5 T
BEAREL ST HERES T R 8 iR E U2 Se E SR T
RS S HY U Fe R THEEEEL T LR % 0 4o

20 (10) -

W, ==X o ij=1,2,,n (10)

. M- RiLemig T 0 B2 AAMBR Y > BRKEL A P 5 - RiLo
FH2A LT BRHEE AV LG B E - R BTG
SRRl RER T TR F DR - R TR
e @R o F]pt Saaty 22 3% 4 — R 4dp - (Consistence Index,C.1.)
8-~ &Mt ZF (Consistence Ratio,C.R.) &k #& T_= $ v B oh— K
Moo — R f“}«‘fﬁ*ﬂ“{ Piew 27 £ 2 0,8 n (GBLag) >3 —‘F‘i‘
A RARR T T5 HE- REFRER LafmE %% C1=0 &7 %
fs X% 22 - %Mo @a CL>0.1 P& 7o {8 2% 7 - 3R ; Saaty 32 &

Cl<0.1 37 E3Fenthi 4o f258(11) -

C.I = Zmax—n (11)

n—1
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FEER R 19974 4 eni 5 E e

1 4p 54 5 € #1245 - (Random Index, R.L) » 4e% 3.7 -

B T ST A A - R

% 3.7 AHP "g % |+ 4p 1% € (Saaty,1980)

P #ic 1 2 3 4 5 6 7 8
R.IL 0.00 0.00 0.58 0.90 1.12 1.24 1.32 1.41
P #ic 9 10 11 12 13 14 15 -
R.IL 1.45 1.49 1.51 1.48 1.56 1.57 1.58 -

TR kiR R E (% 98)

tedp e P dcensaE T CLE S RIS F 0 5 - R &

(Consistency Ratio,C.R.) -
#2358 (12) -

o e

% CR< 0.1 > plapdin- REEARE TR

C.R==— (12)

R R HE R PR RELER o

BERETALRET - R RFERRE R ASHELT S
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