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Exploring the Satisfaction Factors of the Mid-Priced Modern Hotel
by Balance Score Card

Abstract

Over the last few decades, there has been a dramatic increase in the travelers’
number of the Taiwan tourism market. According to the statistic from Taiwan Tourism
Bureau, the tourists have climbed 112% from 2000 to 2010. Although the visitor
number has significantly increased, luxury and midlevel hotels still face the challenge
of raising the hotel occupancy rate.

Therefore, hotels had transformed the operation to lower the cost. And some
hotels reflected it to the more affordable prices for the younger travelers. Hoteliers
who can integrate the luxury experience, yet provide the midlevel price will attract the
modern experience pursuing visitors with limited budgets. Therefore, hotel operation
management become an important issue for raising their revenue and reduces
unnecessary cost.

A recent surge of research on Balanced Scorecard has given us new opportunities
and challenges. For instance, BSC can be used to check the security performance in
IT industry (Herath, Herath & Bremser, 2010), and test the operation efficiency of
international organization with the limited resources (Chan, Parco, Sihombing,
Tredwell, & O’Rourke, 2010). Previous studies also investigate the hotel performance
by Balanced Scorecard (Huckstein and Duboff, 1999; Denton & White, 2000). Thus,
BSC can be adopted in many industries and detect the company performance,
including hotel section.

The method to carry out this study was using an In-depth interview with the
manager to find out the key factor of operation performance by comparing hotel
consumers and hotel managers. Balanced Scorecard will be adapted for the evaluation
for accessing manager’s feedback on “operation performance” and “learning and
growth” and “internal business process” part, consumers feedback on customer
satisfaction.

The analysis used the SPSS 17.0 statically software package. First descriptive
statistics were computed. Next, reliability as measure of internal consistency was
calculated. The next part of the analysis used Pearson-product moment correlations to
exam the relationship between four dimensions of the BSC.

Key word: performance, balance scorecard, chained hotel
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__‘.L_ {fg.‘rg‘fg_‘\ ’?ilé p?mrﬁ\“xJﬁ%{ rf’?ﬁi’Jc

AL ERE FEAEX G AT AAB PR E B AL T
AL A E & Ry BB T o8 7 e SR ol £ B ok e b sk g A
AT - o BUTAC SH AT L EAS L BRNEF2 - > pE

B E L PP MITEGAEATEFITEALE S RSP WE AR

BrarF A2 B A 2 B AT L EIR(4REE 0 2002) o

2P AR R piE * Masdpk(financial measures) % fir€ § & 4 »c
14



A B idE o P g s E 3> 284 _Kaplan & Norton(1992)# = w4+

“J

$2iE F Miardp ey 8 4p th(operation measures)  # 5 & 3% % 0 142 P
PEAAEDOHRGEL AL IFE s P M E? LIFL £ ol 4

Ao BB I E PR BB 4 s o

o 2(1998)0 5 % gt 4+ fr A H kR 5 K23 Bk T AIBE L

PHRchhdl > @ LB A ER R FE N E - MG 2 B sani sy R 8 pE
Frenfiishd Tt FRIBENTEERLE ARDFR > Enpildo3 T

PR LR AT BLE P I XL E R £G R 2R 0L T e

LoEFEE R CRFHFADMER > 22 Wil A

T oy HE A e S G ¢ MG 2R 4 i E (EVA)
EpAArGoct ML R RIEAEE A (CRDG M RIEA G 2P E
@BOOF MY+ L0 #F1 T af P EFET I M (R E
2002) ¢ d FAHET PTG S 2 LFEPRGFRIL QBT RT
B AP PR ROT T AP FEGE T A T s R L
AR S SR X AFBER o

J_fg_;—;_l./_n\_[: {%L‘—FV; élF)*%q; +’\/\”JF)\ ag*ﬁ,}a— e E;Prmm “‘321—,5'—‘ " ﬁ_j‘ﬁﬂ

TP F T AR D BT ,%pé}r‘l,,ﬁ:;‘t, X nFE T gt a4 v oud

o

AFFBEE  PIVRARE BV RS R R e R o

- ~ M+ 4% (Financial aspect) :
Kaplan & Norton # &1 T 2+~ + 2 §_ 5 7 & gt G Miardcdy s B - 78 4p
B2 L EMB R AERFE v HER P o H AP EER S oMW

IE ST AR A S ET

M
&

DR PEE R R T obs L

15



BETHRr s+ 2 2 BiEG PR R R F o MiEG SR R R Y BT &
EFRES g hfl T2 e 2 F et L35 “T?‘f’v CH A Ay e

{24t 2B ARG R 7 A DH B R e ) 2 i L E AR o

Iz

REMERERFDEELTF s @ hgict (240 2006) - pMardkc

Bt v AEAT MBS~ PSS FANE S % -

= ~ k%4 (Customer aspect) :
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1. ﬁlfr;ﬁﬁmp i BT B BR AR T | R
Confidence 2R IMFEHDBFLERAEALINER
2w SEI*HMRAERY FRFIEEAR AR

44 BRI S TR A FlA A

Lﬁﬁﬁﬁﬁﬁﬁmﬁﬁﬁﬁﬁmﬁﬁﬂ@ﬂﬁﬁ
Communication
2.AJE T SR L RJRAA IR A CEAR TR
i 211
BARE T FATECMER AARIEL

Customer loyalty

REE LB

BTG PR R LRI AELRPLN Bk 2 T
TPFLAR-FEL - oL - pI o o po PRSP TC

LG P e P REFTR SR HHPEREEBELZEAFEA AP L R

HEREBRFRF AT AT RN SRR TS T RARB 2T B RER
AL B EIT O HERR 910 28T T RE o Sd WEARRRE L TRIE
R SRy VAR R LA R B R F O AR SR
P2 HERAN- R A AAERAREER EEKE 36 wp > KRR
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B3 Frens R Cronbach's

v Tiofe %Rk

Alpha &
TG R
LA & - Pe? R ER SRAR IIA R 3467 13486  0.831
2.3 R 1 73 FERAIRE B4 R 3464  13.666  0.840
. AHBEETARE RS R IER 3467 12629  0.825
4, NEHACTE LR 2 KR R TSR 3464 12637  0.826
SREAE - el LTS Lol W Sy i B 0.85 34.83 12429  0.833
6. ANHAE NP R Y d KRR PIER 34.83 12.371 0.831
T ANHAE IR IR Y R LR PSR 3492 12993  0.837
8. AHAE BRR PSR 3478 13835  0.847
9. AHHAE B BRI 3 BRR TR R 3514  12.752  0.841
VR G w R R
1.5 FIE 00 AR g AR T8 2 12.81 2.161 0.652
2. 5 AT € NI FEAR AR 0738 12.86 2.237 0.673
SR NBREXF Y VAR EARIER ' 13 1.943 0.722
4. % & 1v; EARIEL 13 2.343 0.672
F e w3
1.3 5B Bffé"c R FEARIER 17.64 4.066 0.834
AT FTAEFRARINEL 18.08 4.193 0.894
SE1®»w k2 LARAR ISR 0.874 175 4.371 0.846
4. B REV 0 R-id R AR TR A 17.56 4.14 0.823
B.ARJE ¥ k2 TR PRI AR TS R 17.78 4.006 0.839
[ENSN N 3
1. B 1sif4om 4 5 it B R AR 7 -;a Z 13.61 2.244 0.883
2. R 1M FE s B AR EAR TS 13.00 2.343 0.744
N 0.839

SCEI*AMREAEY FRAEAR IS 12.94 2.454 0.772
4 B BERIRIR ST EAR IS L 13.11 2.502 0.792
B R
1A SR PR F mE AR FIER 8.44 1.454 0.884
QAR SR 1 AIE A AT ACEARIER 0876 847 1.228 0.750
SARRIEEATRPLEE REARIIAL 8.53 1.171 0.830
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Alpha &
BELHER
Ly g e R IBA Y 61 R 7 8.64 2.123 0.888
2P REARIBAIELASANEF LRGP 0.936 8.61 2.244 0.904
3. /ﬁ%"’ o EAR Pl AT AT B 8.75 2.079 0.932

B PR 2 Ve =
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=
o
h-x
wy

3.2 Bt T

AETG R FHEA L B 7w SPSSIT. 0 Syt BRI e 7T A s A 4

(- ) M %4454 (Content Analysis)

Berelson*t 1952 # & I ph 3 A 472 4 - LM 5 hiiyr Tt Bfudp i
BN FERTy 22 o T N 2472 (content analysis) ) & - fa¥~ Ep FiF
méﬁﬁ%ﬁ—@ﬁﬁﬁpz%&’ﬁﬁﬁ%mW&{ﬁ%W&%ﬁﬁﬁﬁ@ﬁ
AR N L R E " AL f§ i+ 42 (data-reduction process)
TR P F S HFE VPR TP RN S BERS RS AL - e

AL EVH fe o2 vk Az PRy o ‘t"k’ﬂ R AN

Itk AR R B R
PP AT~ — REDRA R EF AT P F o A AT B AR R R Y AR 0 2 T

S e T AR S f - Rom FERATEARY T - B - BT RE o
L H SRR TR A AR LA B D R RS R A LA e
RP3 AP AL @ 9 LA BB ARG ] F R B IR ke p AT
BT OLRAEA e 3 2R i ihg LU Een L L 2  ehlidy o E 2
LROGEE ARLGEPN F o T R R L g AR IR N F R AT R
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RSN OB PEL Y E TS -
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(z) &tz 447 (Descriptive Statistics)

AT EY REA AT AR P A BT A 4475 Y dhe i s
for FERfRE BB L FARRT 247 H T 08 2R F o bldoth ] E# K
TARR CHAWFIRE 3 FHTE E e R TR B AR S S KRIE LT

B A AR A

(w ) & B~ ¥ (Reliability Analysis)

GRS FEFVER RAELI RS- RPEZEFALSFLRETLSATR
B o - f% 12 Cronbach’ s a ek T 4238 p B n— R4 aEft o
AR LW FAAMELE L  REATFN SRR AL R PR R - ki
Nunnally(1978) % # ! Cronbach’ s «a f#icz BF¥ELE L a B X &8 1300, 7
XS A GR 10035 2 HER o

() %14 4~ 45 (Factor Analysis)

FlF 417 TR R S 5 TS ROk 5 SR P S G o
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e /TR ST R RIS AN o AR AT R SRR P
WROER XL FALT AWK TH DG e > 0 S45007 KNO &
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(=) 75 %2 #%~ 15 (One-Way ANOVA)
PR RHE LY S RIFER AL LT EFIEL KT AERLE K

NEAATHLLE R 2 TR R BRI EARAER LI A2 BB
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(=) 48 » 7 (Correlation Analysis)
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