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The Influence of Taiwan’s Destination Image on

Inbound Tourists Satisfaction and Loyalty

ABSTRACT

With the increase of tourism population and Asian countries become one of the main
destination choices, the number and the growth of coming for Taiwan travelling rate is
lower than the other Asian countries (MOTC, 2012b). So as to attract inbound tourists
coming Taiwan to travel, the relevant units should not only creating Taiwan’s features but
also not making them have negative image on Taiwan (Lin, 2012). In order to investigate
foreign tourists’ destination image, Taiwan has good performance comparing to Asian
countries (MOTC, 2012d), satisfaction and loyalty, a total of 523 questionnaires were
distributed to tourists in their journey in Taiwan. The numbers of usable questionnaire was
found to be 357 and achieved a response rate of 68.26%. Regression analysis was utilized
to test the theoretical model of Taiwanese destination image, satisfaction and loyalty. The
result shows satisfaction has a direct effect on loyalty. Inbound tourists have the lowest
cognition on facility imagery and local resident imagary the highest. The imagery of nature
environment and historical culture, price imagery, local resident imagery, the imagery of
living environment and cuisine imagery have a positice direct effect on satisfaction and
also an indirect effect on loyalty mediated through satisfaction, but facility image has no
effect on satisfaction and loyalty. Besides, the imagery of nature environment and
historical culture has also a positice direct effect on loyalty. After analyzing the theoretical
model according to foreign tourists of different nationalities, different destination images
are satisfied and also have an indirect effect on loyalty. Consequently, tourism operators
should enhance tourists’ destination image such as souvenir selling, in-depth tourism
packaging, clearly signposts showing, clean environment maintain and guidebooks with
information completely offering to elevate tourists’ satisfaction and to create tourists’
loyalty like having revisiting intention and recommending this experience to friends and
relatives. Furthermore, the research puts forward different promotion strategies for the
target segments to attract foreign tourists coming Taiwan for travelling.

Key Word : Inbound Tourist ~ Satisfaction ~ Loyalty ~ Facility Imagery ~

Local Resident Imagery
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Bed %A EEBS RS RS Fip e £ chEiop G
S o AR 6 & e — jh At en(Common- Unique) s & - & @ F& )
Z menp e & % & % (The Components of Destination Image) % 4 i& {7 B e
T kTR 0 4o B 2-3 FroT o

¥ g eh
, Functional
F 3 M
Common
B ] et LA RS
Attribute Holistic
) eE=gedzg)
/ Unique
NG o

Psychological

Bl 2-3 B & % & Z
T4 Xk : Echtner & Ritchie (1991)

P e F % & Echtner &Ritchie(1991)#74% HenzE e 72 W M A 5% p &
300 g Bl oo s {TAR S FE YD g e g £ P ek § 2
Booochst o () R B AR B B R A EFE S od Nk E é] o #E ¥ A
Gartner(1993) # 1 B ¥ & % H_d i & % (Cognitive Image) ~ F & & %
(Affective Image) * % 4 & % (Conative Image) = i & % 5 “rie = o

1. R %

MEA SRR AEERY P H o T g p SibAemn 2R R G R
s&ﬁ—l'l‘i«“” CFGRITR R TARARG R FHAS G- AT RAER 0 RSP Y
3

i EE G LR o
BB eh B AR Y o RSP ) § AR GEAR Y BEE
FERo AR LR R ERSR T LR R B

b - o HPTEE R BN L LS T st
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3. L

R R AL FEP 02 BN RROTATEL > BEA
- B K AR o d WA S ERE Y ¢ 7 TR RS LR %
TARLL - B

L LRl kR R ARG A S ARz F LR L
FEARE AR BT o BRSED hk m > FEIE F B LY E B
48 R % (Overall Image)d R % (Cognitive Image) 2 R & % (Affective
Image) = (Dobni & Zinkhan, 1990) » ¢ < F3 814 2 TR} fg,r} 17 frm B
gn g AR A FZHG F- «Lmiﬁi‘a@‘i“*(? hE » 2001 ;
O’Neill & Jasper, 1992) - GOOdaII (1991) & B BLEHH N T 7§ ¢ ’;\IFL L
AR g A RS EREFE AR ik~ FH K (Choice Set)ts - ¥ E o
R FFEp LenEH v BHML R =6 § ik ag ‘e & (Decision Set)Fx =
6B E T 518 & BaE 45 (Holiday Choice) 25 & B e & % cnd 4 ¢ F 5 ¢h 30
flges 3 5% ~ p £ 25 g Eé;:;,;r)ﬁv %] % (Stimulus Factors) 2 % i 4 F]%
(Personal Factors)®. 48> m P i & % £ 4 [zn4-(Perceptual/ Cognitive) 5 2
SR (Overall) R % > #1 A 2B EH P o Bl T L 0 BEIIHP g
R A BV il B el R (Affective):® iz 0 4B 2-4 #151 (Baloglu & McCleary, 1999) -

B4 4 ETER) FoR Tl 3
(Personal Factors) (Destination Image) (Stimulus Factors)
I8 e o R FRKRR
(Psychological) (Perceptual/ Cognitive) (Information Sources)
ff l 55
Lk ikl
# > WA ¢h <
(Affective) LD 5%
AL g eh l (Previous Experience)
(Social)
£ ¥ Ry en Lk
Eodn) (Global) (Distribution)
Wy AR
Hw

Bl 2-4 253 P chp &% hf b
F# %k : Baloglu & McCleary (1999)
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Py R ORBEZA G XTI SR A S A BRAED e LR AR
EIRTLREFR L ko A PEFEHRD R LR HER S L R PRA
Z3Eg Jﬁ T - B R ER A R MAT T ) B i (Walmsley&
Young, 1998) - ie £ 4 Russel, Ward, and Pratt(1981)#& &} crafi- & I ¥4-5¢ (The
Circumplex Model of Affect) #%i&- #% % 1 (Baloglu & McCleary, 1999) » #j <
— % 'rﬁ%] P-#(Pleasant- Unpleasant) ~ % % 34 34 i — '§ % 4k pe(Arousing- Sleepy) ~
# § § 4z eh— 1 g Fren(Exciting- Gloomy, Boring) 2 e fi4wif ch— J 58 4 h
(Relaxing- Distressing, Stressful) 4c®] 2-5 #7177 » & & g & % P E s » FR
RS SR RGROI L2 - o F ¥ bl Rl 1 ind el & L%
Fo fFEL P e o0t A 00 2 fE R ehde 44 (Gartner, 1993) o #M 485 E nAv R % o
Echtner& Ritchie (1993)% 328 ¥ jp| & o125 R P s i w] 12 (Attribute-
Based)# 7 # it Bz I dcd 2-1 957 o

BRFF N

Arousing
SR
- . R 2 B F
Distressing, Stressful F G AED
Exciting
A i e I e
Unpleasant Pleasant
@E& 4,1/51 Firen ’35’»7@2%&1‘; 1
Gloomy, Boring Relaxing

& g
Sleepy

Bl 2-5 fR T SRS
A %k : Russel, Ward& Pratt (1981)
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2 2-1 BFp by L3RR

# 7t 14 (Functional) WL AT HFE XK

R # % /p 2 F 2-(Scenery/ Natural Attractions)

= &/ $% -k 2% (Costs/ Price Levels)

# i (Climate)

JL KI5 BE/E #5 (Tourist Sites/ Activities)

4 % 22 4% % (Nightlife and Entertainment)

18 & 2% *5 [ B (Sports Facilities/ Activities)

B 7> Fl/% ¢F % 5 (National Parks/ Wilderness Activities)

o + 3% 3% /% i 3 5 (Local Infrastructure/ Transportation)

£ 3. /2% $ (Architecture/ Buildings)

At % 95 BH/E 4~ 45(Historic sites/ Museums)

4 % (Beaches)

P4 2% »5 (Shopping Facilities)

A 75 /3K *s (Accommodation Facilities)

35 7 (Cities)

%/ % o+ ¢ /4 & (Fairs, Exhibits, Festivals)

1. 27 2% 7 2% > (Facilities for Information and Tours)

ﬁ:ﬁ‘},@; (Crowdedness)

i1 i% (Cleanliness)

# *~ % 2 (Personal Safety)

v B 1E 48 (Economic Development/ Affluence)

% iF 14 (Accessibility)

387 it 42 & (Degree of Urbanization)

7 % i* #2 & (Extent of Commercialization)

¥ois 4% % (Political Stability)

W %[ % L /3% 1 (Hospitality/ Friendliness/ Receptiveness)

7 Fe el i3 /= it (Different Cuisine/ Culture)

7 ke % 3 4 & (Different Cuisine/ food and drink)

i 4, [z £ e(Restful/ Relaxing)

# % (34 % vs. B WA ) (Atmosphere (Familiar versus Exotic))

# & | 'k # a0 € (Opportunity for Adventure)

i £ fr")u % € (Opportunity to Increase Knowledge)

fdiess & X o (Family or Adult Oriented)

PR3% & B (Quality of Service)

PlRrRrvVwidoN N EBRRPIRIRPIVO|R R BRINIA OO o |0 N[N [N |00 m|o© |5

¢ % | #-% (Fame/ Reputation)

s I2 4 (Psychological)

# # % ik Echtner& Ritchie (1993)
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o~ P o R %R B

ERELT W&”Ilfifimﬂ R & E N %&m FEATLE

FERREAE R R S F”mf’ﬁ:? %o(% R B~ HiE o 2007)
BEFEARAD OB L RS ARl 62 R % ;—,ha;fr:gﬁ glmfﬁg A
2008 ; Beerli &Martin, 2004 ; Lin, Morais, Kerstetter, & Hou, 2007) - % iz ® » 5§
7 ‘?imkﬁ'*%f’?’]‘g«fxz F]%Pf-*ﬁlpmﬁm%&?\mg,_ﬂole b B
's»\éﬁfiﬁ D E R P hE e A2 MR o BRIED AW L PEE L
FnERE A RO TL R o e P R AR - B
B 7T & 25 P e o ] o) G;L PR E *f%@%ﬁf:’(%’zéﬁjﬂﬁ%’ 2 Y AR
g & F]2 (Roth &Diamantopoulas, 2009) > i&m #3+ 4 ¥+ 2 53 7 F d:35(Roth
&Romeo, 1992) o ipd AT YEE A - B RSB (T RPEE &g PR R C T
P R G Y A AR R AR ETESR RN AR hr g AR o

ABAR FeplE S AN R Y X R E A & RF ¥ 4 (Field Investigation
method) ~ 2t % 4 5% B & (Unstructured Questionnaire) 2 % £ 5 B % (Structured
Questionnalre) 4ol 2-6 #ro (£ TR % 0 1997 5 R (F 0 2008) o LR K h
BIE e 7 Kelly's 58 p % $272 (Kelly’s Repertory Grid Analysis) ~ p o 7| £ 2
(Free EI|C|tat|on of Descriptive Adjectives) 2 i# A& 3# 2 (In-Depth Interview) ; &4 3¢
B el £ 2 2 R E_e 307 B (Cognitive Map) ~ 3 & 4 +7:2 (Method of
Semantic Differential) - % 5.3 & % (Likert Scale) ~ % ~ = A& %4 47(Multidimensional
Scale) ~ z» A 1Tz (Regression Analysis) % 7%:# ;% (Identification Method) % = #& o
FH57 Y G ~F RO RERE OB ERIE G2 EFEFR -

Rm o fRESEETE B D b LR REARE Y ol P e %2 AR
&2 E WP ek (Berry 0 1969) 0 1 2 ¢ g en= s gy 5~ (Fisk, 1961 ;
Dowllng, 1988) » @ A BIBIFE P L g0t 2ER P A E AL iR
(Harrison & Sarre » 1971) o & &%+ e & %Rl & ¢ > 3 4 2222 4 7 F(1996)
% Walmsley & Young(1998)% sLiE * B — «ipl £ = i § ¥4 % B gy 4 2 Rl K
e f e { % (FRFF 1 0 2004) - F]2 Echtner & Ritchie(1993)f & 7 B K 5 2
EFHSAR R T - B E 2 R Rl E R %kmar%’ il %ﬁﬁ“é AL
T g w2 AEL A w FRINGELRG R R oo p’]‘#} 3R A
Churchill(1979)4& 1 #i 4+ erip| & 3 B & Fim #2 (Suggested Procedure for Developmg
Better Measures) & = B2 125 % $+ P 0 % o0/ 12 (Attribute-Based) # — A&+
- % (common components) > # !E_"gb;ﬁﬁ’* HFREAN- BEF PN FOR R LA
PR G B LR FER 2R OT R RIRR e i R (H#E
2004) o f PR RN R K aRie 0 T ;{ﬁfd pd gz BBy E FHE %
PR e TS B e X F R BER RRIEOREREFERER %D
i 48 2, % (Holistic) 2 b4+ 14 (Unique) m%
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ErF 3

Kelly's 78 p 4§22

\rr'

. B g i

L RRIE R

I—L ’]‘%‘l -\ F

Ly O Rt
e
mzai@ﬁﬁ%*ﬁ&ﬁ
TG £ R (1997) ~ #Hk @ (2008) ~ AFF Y P AR

TER G FEFE LR F R SR LT PR R gD G R %
(Fc & > 20115 354745 2004) » H 3 #2817 5 P e R FFF(ERF 20009 ;
Hsu, Tsai, &Wu, 2009) » # 2 fgot 7 3 K o @5 F e fofh o G M4 59 L
‘“‘95‘S$£$ﬁw%®%?ﬂémé*£ﬁ#§w’pﬂ\QWQ%m
BRAFT LRSS ESS B EU R ER S ERL AR B
v*g@\&iw;\éﬁﬁgikﬁﬁwo%%wem&ﬂL#ﬁ&ﬂ@&ﬁ
BEBALHKD R RS RS LR oE R 5 kR F(1996) R i
XG4 RPRE R RPFIRAR R LR R RS E RIS o
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IR SRIT S RSP o M BRI Y 0 X EF(2008) % A
EPRETRB SR F A Y S f R RIRER R~ ¥ SRS F mé?&%ﬂirwé% o
Mg 5 (2007)F & = - SR E M ~ R RE S F 5 BIEE§ 6 BE o 38 (2006)
FE R TR CRISAHK T S F 4 A€ TRBE Y B k{p(2008)
RIRRs @ g R THRSBATIR R34 B8d S REFEHFAS I - 2 5o
(2009) 4+ $H R ~ i ~ P A SR ED R B BBREEE L AR
EERED ARG TR ARHESE G AL G HIRB Y B2 RF 4 e o

&

%22 2011 & ko B ARG ERLAR R NVE SRR R LF2IE

7 =X P 0 ¥ = i
1 ey 50.20
2 A 27.39
3 P i 22.28
4 h kB4 22.06
5 X T 15.90
6 K& 14.42
7 i A 11.45
8 Y2 9.65
9 F iEE A 7.78
10 FEAR B LB T 7.47
11 R RS 6.47
12 XA FLo 3.76
13 BRI 2.93
14 g 2.2
15 T T R 1.92
16 a B = he 1.40

o RAED S TEPRT AR E AR RS R R s RS o S AT

FoR R ¢ R IR K (2012d)

\.

R Rk &i*wL_iﬁfimvﬂv‘“- ’Mﬁ;%‘?*iia‘ P e FlF i v
- B ?1%( Fie 2009 ; +kid G ’2011 s 2 Fgs 0 2008 Rk F 0 2009 ;
S UE ~ F 3 S foMisds 0 20085 32 A~ gURF 0 20115 Brikidf 0 2008 ; i
7 > 2012 ; Chen &Kerstetter, 1999) » 4 3+ cifp Bl X6 { ¢ B BB L e F B LA
(& > 2011) o ApdT H s AL MR o SRR VAR BT E R L oK
WAR PR ALY 13 awf p (LW INELER R > 2012d) - F ER & K K AT
MESE S D XRUAERRS O BEAFA] AR DT R {f FHFREE
035 %5 2 2L A3k %5 (Gallarza ~ Saura &Garcia, 2002) » 25 Z $* 4 # £ 5§ 2 L 0
SR EE 2L K] RF amaic(E Y 52 0 2006) -
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ﬁ‘az&w}%'l“* Ko 225 f Bhepp REBRAT SRt 2233 vxﬂé’%ﬁﬁ_*’zé
oty (3 £ 0 2011) » e B E GoRREARY G f Flap ARRE Y
WIREB LR A BRI A kare S LGk E > 2011) - s E % 25 mé
B PG hfER 2t ¢ EGE R PR R /LR Fl(Jansen-Verbeke, Vandenbroucke
&Tielen, 2005) » # 3 12 i* £ F £ fpHr €5 ] ERBERI LT BEL
g R RdpiR(F £ 5 0 2010) o FHE kR > F hp RERER G .L g B
PEE A KD ALE w2 FR(2 F 1> 2009 ; FFikiE 0 2008) 0 & H s I B Re
Ap P BPRE L SRR R R I ARG M E R4 5T g p (R
@Wﬁﬁﬁ’ZMN)”%P*ﬁiﬁﬁignwwm¥i@ﬁ%fﬁé( e h
2007 ; 3 F v > 2009 ; i 7 3 > 2012) - F LA FARL - B
% % 4% 33 (Beerli &Martin, 2004) - dewﬁ :IA& SO AR SN o) NV SN LI
s 22 R R S N R R s i

BTk o RFEARY o R AR A E AR cdy HR(Hsu ~ Tsai &Wu2009) -
Eewm LD ek kPR AR Y ) 2 FFELEENT AT PRIFN A r-r-m/ﬂ 7 X
B 7 % 3ule (Park &Njite, 2010) o ie & g fF B = 25420 ) 7 7R ED
4 s JRIE L AR BRI R SR gk chl BA(LE S B E S
%%’m%yﬁﬁi’;ﬁ&;%ﬁémﬂ%égﬁ%x;ﬁﬁﬁwwwﬁ
A AT > ER A G ORRE L  H REs ;I_Am};ggﬁc&; P AU ORI e L
B RE ‘%l ) TR R YRIEARY AR B 0 AEM AR A A 3 (R
Lk B 0 2012d) o FlM B AR B B B R AR E P o R kDT E 2 -
(3 B~ % Rds > 2008 ; sk > 2009 5 3R = 48 ~ § 7 & pULLE 0 2008) -

WA A R R R R R LR R s 4 e (S g
ZWQ”Hﬁﬁ?ﬁ‘%iiﬁéﬁéﬁwﬁﬁéi?Tﬁ%#%?($;§an’
WU g R LA A B g B TR 4 ho 2 FRELK £ (2012d) 538 B
%m4«xL{W%épN%%ﬁ&%%Wﬁﬂ e R N S s
¥4 (2 2 & > 2007 ; » 2009 ; HhiE #2011 3B 2 48 ~ F 2 BEArRULE
2008 ; 3% %2 > 2006 ; &ﬁ%’ZWS(mm&EmZWD Pk s E R LT A
BEHEY AR LB LR A (R 3 & 2007 Beerli &Martin, 2004 ; Chen
&Tsai, 2007) » # 7 P EFERG o ARG LE 2L FETOR T S FOsE
AR AL ANk B (2012d) AP L E P 2 LA R Lo T AT M
SRR LS NIE A LE S EIE T

wE ko F oA { LEHL I EFEE L F DF R L AR (Hegarty

&O’Mahony, 2001; Williams, 1997) » % 2. K04 = 5 3@ 254 b v iV & %2 -

(Johns &Jenkins, 2002) » % i $7(2012d):3 & ¥ » 45 » Erk G A A BB LG

oA A FRE S 2 P ECL E R IR R % o SR A R dgiEARY o d @

EARTI AR ?tif'mr‘%’;‘r P REE R ignip LA EY 17 =1 (g 72T > 2009) > & heoie

PRDEBEHOFGSF GO D AL R ARG VAR F R I EREFE S
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€ & 3% 48 (Hegarty &0O’Mahony, 2001 ; Williams, 1997) » gz A7 3 7~ #-% & G &
GOl A Rkib Ea

AL LGF R ARE Y PR D R R T A S0 i P TR E
FEg it s g R AERRE FAES BFF 0 L e 2 BT 2 Beerli
&Martin (2004) ~ Chen &Hsu (2000) ~ % #t%(2009) ~ 5k ~ 4 » § 7 = frife#

(2008) -~ 3

T4 FEM

= o drd

2 A (2007) ~ P AR % A (2012)3 % Stdci® Rds (2008)ch B ik 7, %
2-3 #7 o

%2:3 P R s hik

ﬁiﬁégkﬂéi

B £ %

Beerli, A. &Martin, J. (2004)
R 4E - § 7 2~ FUES$2(2008)
R4 % 4 (2012)

Chen, C. H., &Hsu, J. S. (2000)
Beerli, A. &Martin, J. (2004)

3 % +4(2009)

3 iz &(2007)

Chen, C. H., &Hsu, J. S. (2000)
Beerli, A. &Martin, J. (2004)
# A F 735 (2008)

Chen, C. H., &Hsu, J. S. (2000)
Beerli, A. &Martin, J. (2004)
3 #1+4(2009)

T

Chen, C. H., &Hsu, J. S. (2000)
Beerli, A. &Martin, J. (2004)
3 % +(2009)

Bt

Eﬂ\‘&

TR kR L A
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Beerli, A. &Martin, J. (2004)
3 % +(2009)
3 1z &(2007)
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%: /%%)i

% Cardozo(1965)# J1 s & R PR 2 (iR R RARR L8 % Ak BARE
7 EE TR LR DKL RGP Az #(Spreng &Olshavsky, 1993) -
Fat ML FR o BAREEIN FF P L % B E(Yi, 1990) -
T ERBFINF A A KDE S LW (Howard & Sheth, 1969) » # & 3 it 53 7F o
A2 B F] {FRz}m/% LR R A R P 7 5 TER(% 3040 > 2008) > 2@
£ IS - (Kolter 1991 ; Fecikova, 2004) - % & A i & 0 § F
e ﬁm,_n.g\ EFENFED LRHFL LR A G e » Ao BAFR
BLA (FREE 5 > 2004) o T f*“ EAFBLAS L ATMRF I LI AR
LRZ P FAFHL T M B 7 H8hE & dpik(Fornell, 1992) - & ip %
P R R RRR R T - R R R SRS HR LS P ESEJTE AL
(Christopher &Johnson, 1999) » if X emm L A W & Lot A2 » B LA+ 5
WA s prend i & & ¢hbd 4 (Anderson ~ Fornell & Roland, 1997) -

TR ORLAR AL I RS ABHAMA R R FH P L ehF R
R AR R P - B A R &R Y W”‘/ﬁ & BT A 29 4% 2 (PR e o
2010)od %% 2 B TG e R a5 I“* 1L & (Oliver &Swan, 1989) »
,Th/ﬂ%" ﬂmifiii\;w FRp Py PR 0 mRelRE i R ﬂ T
A2 1wk & & (Oliver - 2006) = i & K ehad 2 £ 7 F‘ oo ¥ EEaEFH SR

B ¥ B aPRFE 18 enk % (Churchill &Surprenant, 1982) » 2 5 #4444+ %
L% A 2 ammip | 9r(Selnes, 1993) o 3§ ok i | F AU LARA § B F T
- B & E e~ kiR(Fornell, 1992) - 3¢ a3 & PAIESL B KRk p AR R
“4E % 7% 7. B (Anderson, Fornell, & Roland, 1997) - & % w0 chf) F 2 F {4 cn %
g‘_i%b%_ g%ﬂ/ﬂp F]H"B_ﬁ fs ;%/ﬂ ﬁ%’i’@’ﬂ; /}J F\%m/%,&fgaiﬂi—p
FOR 3T R E A Qi e b end & Fl4 2 — (Peterson &Wilson, 1992) -

Cronin~Brandy & Hult(2000)4 &1/% & & 2 &4 ' ¥ FARLATE A ATHE A

- g Fommh @i N4 P FaE Ry ww\zé IR A e
s f& (Moutinho, 1987) - Giese & Cote(2000):% % % & B 7 MK ERE i) 5 TR 2
FREREGQY O EEHFEORSFEINF AR FOENE p Py
WL 1 eh% % (Anderson, 1994 ; Curie &Gagnon, 1999) AR EET g
T ARt TPRE AR RGN e F Ot L - R %’f —‘ﬁ g 03 BRI
ALEGAERL R F 2R €T e B R BRI R H AL ST AE
I R ) —‘*f & A2 1w & T & (Spreng & Olshavsky, 1996) > & 2. %%

gqi‘:}'é lﬁﬂg(KOIter 1997)°3ﬂ. W/ﬂ _k);})_; ;ﬁg‘iﬁjﬁi&"ﬁgi
RS 3 ”f‘"‘*‘ PRAS S g R m > (Host &Knie- Anderson, 2004) - ;% & &
SHLE A P F AASFMERG B PR LM REGTFREE LT R H

G s sz RIERR 2 p LIpdp iz 5P E (Fornell, 1992) -
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@Ebmgf\ﬁﬁt/%ixé’/ﬂﬁ g" - J}P)ﬁ"ﬂimpzﬁ,&ﬁimﬁ*
(Oliver, 1997) o e hrd fEE By %%g,‘%%ﬁé 2 JRARENIEA;T > Tse &Wilton
(1988)# ! 7 FrRAvES AV FIREER LA L) Lo SR L el ¥
gk o @ LEH A R B RIES A2 18- AR PR X © Anderson &
Lahmann(1994)2 % 3 2 % é@L(Transactlon-Specific)fr—f—l 7 % 4v 4 (Cumulative)
B BEEEREFRIARDER-TF LG i’x@iﬁﬂ;‘%i}i{i? KLY (s HRER
A A S PRI G RIS B Aot el OB AN o DU e G Pk
7 AN A SR 2 EREWOP BT T 0 i&e I Francken
&Raaij(1981)crhe s - s b R A LAl § ¥ @ 7 B 15 AN o ApROTiE
PGHKE A AL T e & RAORE AV IFR R LR R L s
P A R E R A T AgAxp Lg% (Oliver, 1980 ; Bloemer &Kasper,
1995 ; Bloemer &Ruyter, 1998) » ¢ F| % ij' ¥ B4R F T v WM& A B E B AR
GREE S P o BN IR U S L SR LR e S PRl S A N
FIEARBAR S > Y a’f*rﬂy%.&&_&giﬁ% CRMERFISFEN R AT TER
Kooocnd Bisa S eh(ER Y 22003)

FHRALR § L RTRARRE A P P LR A S g R
w4 k% 2 BFand geor A2 4 (Hample, 1977 Westbrook, 1980 ; Churchill &
Surprenant, 1982; Cadotte ~ Woodruff& Jenkin, 1987 ; Goodman, 1989) > 4r & i *
A5t A 2 Dl F R ETE BB S F & ik & & (Westbrook, 1980 ;
Oliver, 1981 ; Mano &Oliver, 1993) « R FeSEZ B % A ¢ 7 1 s fof g o
EE N REFOME ARG REEEA st i sua;‘ifgmﬁ pt (Arnold ~
Price & Zinkhan, 2003) =& & A& £ ¥ § % 4% «o#% & (Jones &Suh, 2000) - £} #
o ¥ & & % PRI EE R85 (Fornell, 1992 ; Garbarino &Johnson,  1999) -

KR B kG BT ol { R g DAk il Y H O om i (Bigne
Sénchez &Séanchaz, 2001) > € F1A FE f L NGB L > LB L E P e T B {8
A 4 e 18 | (Baker &Cromptom, 2000) 0 weib & R 4 T OMAR G - AR L W
ATl o F] L k2B ARY §3F 5t T R FEDBE s LR R AP (1983)

/% LRDTRFIZFA ;;fém PRSI FE SR RAERRFIZ PR

w"FE A EBFENE AL FZET BINA ,T‘ufﬁ"%« gk R R REL R D

éi AP H R B Rt il BEFNL > SRS A 5 IRIE

AR~ rE¥FP e oz B IR 5 (Bigne- Sanchez &Sanchaz, 2001; Noe &Uysal, 1997 ;

Xu &Chan, 2010)- ;;ﬁ oo H m%B k2 g T ety g X (Woodruff - Cadotte &

Jenkins, 1983) » # ¢ % bR R REATE P AT Mk v B B
¥t A SRR A B g & ;/# E,]?](TA: ¥ % > 2011) -

E KD AR Y B PR LR LR Ao MR R

o LR g 21 L ARO0) T S L Ok o

TEHNELBASHEORLAEEF B QE2 - BUATBIEITE D B8
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ﬁ&&wa%%&mﬂwﬁwoaﬂﬁmawmﬁwﬂvu%aﬁﬁﬁiQ&\
MECR YRR CBRTAMEFRE S ARSBLAFENL L - 50 ik
m?;_ffifa BLECYRIMEEHBLARG B FH WIS R & (Overall
Satisfaction){= & & 1% & & (Attribute-Specific Satisfaction) & i& = =& (Cronin,
Brady, &Hult, 2000) - 2 ZE B2 B e S 49 L BHEEIE LR oY
75 ﬁ‘IE P € * 3% (Westbrook& Oliver, 1991)» 7 £ & ij § A & & B K &
IR X 0 NI L TR R R PEA o 7 iE Fornell (1992):3 5 ¢%§+ T N7 3
AFE g FFMALRDALFEL FZRLRDEFE ALY FFHTAESD
BTG e A 2B B anE g e o 8258 Soloman(1991) - # #-% & B T & A
FRELR PRRLEN R F B Ay DA S DFERBLA -

gil._/? /ﬂ B E%Jr"‘ﬁ T F oL ERE A Pﬁmiﬁfﬂﬁe{-m ETRE

4 Andaleeb& Conway(2006)u FTEF B P EFoR s FHRF2 W

¥ & %)% &7 ; Gupta, McLaughlin &Gomaz (2007)51 ez RE-GP

AR~ BB 3ert T B FlE o B LA (2002)4 ‘ﬁ%é%@ﬁﬁﬁ%%bﬂ

S BHRAACFEALALEG P ET £ EA % ¢£\$@@\Wﬁﬁﬁ‘ﬁﬁ
IR B PRAR R R 5 SRER 55 (1996) R BUEPR AR & B AOBLBE TR ;‘%,’E}i/»\

JRI% ~ B ARAeL e = B F)F 5 @ E B ~ 4 2 36 s 2 (2000) f gt a4 %
4= _q‘.?EZf—r,Eﬂ i {8 ?Eﬂ.&qﬁ A r%/%% i ﬁ MR EIRIEELEZ B r],% ﬁKI{gi‘f\'—”
’]‘; J?F(1995)E] ik E,}i’é'\ I r/{%&m/% ,&fi N El ﬂ‘fﬁ',‘fﬁm,ﬁ E.}i i ’;Q—E’Ea

3@{35’;"/5%&”1 'ﬁf—,ﬂ V"é‘% 7 ; rv» % ,&&E '@‘T#Ui °

bR RGTE I 20T %*‘ﬁﬁ:’fi&%ﬁﬁ H - {578 RiE7 FWGR R OFE
(Bigne, Sanchez, &Sanchez, 2001 ; Chen &Tsai, 2008 ; Lee, 2007) » 7% iF < {8 4
FEA L A SR AR R R £ 4 27 (Alegre &Garau, 2011) - 457 F 6
R RBRREETEE A itag =tk SE&FHRER }%’éfﬁ"? I o
LR R RBBE NI RE S AEL AR £ 8035 1 fodf © % (1995)
Andaleeb& Conway(2006) - Yoon &Uysal (2005) %2 Xu &Chun (2010)=7% &, & £ %
A Mg BEMBEBFEASHELBRES LR TR ADTFEE -
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Y& LBR

H- BREA S Jﬁpﬂz}mii Ko il ?/ﬁ 7 X u__/ﬁ i {63 e e
A2 o AT R E T EHWEFOLPR A 2 (Blackwell, Mlnlard &Engel, 2001) -

ﬁrqﬂ f % FF (Conducts of Repurchase) ~ 4& & = %~ (Recommend) ™2 2 v /M 7 8
(Word-of-Mouth) > % 7+ § A £ FF & 22 & ¥ %3 7 5 8+ (Behavioral Intention) + ¢
AH OIS AT Y B RG PEHEREAFEFHELBAR D
(Singh &Sirdeshmukh, 2000) « # ¥ 305 i) §t % &3p R hA 2 7 i LF L 4 & ¥ 47
# kRIS A K G - ik 4 (Griffin, 1995) » kB hd B kg 0§ 5 E
WP b 3 PHORFSEFEFNZTRNEREL O BEL g7 LFADEL
(Backman &Veldkamp, 1995) - iksf’r"i‘ M5 Ak RYREALY R R I p B nip g
BRI BEEHLT AT ESEr o E2 1 ré»'rﬁf”lzf’r R Nl 5 ai
Fy g HR (R FE > 2006; Ross, 1993) - BEAE E W ¥ 78 3 Griffin
(L9%¥)zes i R H gF TAFT - (VELET HASUZ FRzZ»(Amine, 1998 ;
Harris &Goode, 2004 ; McMullan, 2005) (2 7 HEREY & 0T g S e o)

(Griffin, 1996 ; Oliver, 1999); (3)i}' % & Ff & #- 38 Ji 5 1 £ (35 3k ¥ > 2007) ; (4)
PEFAEURLIH IR DGR rmﬂ,u ,rﬁvﬁm PRY H s A (Griffin 1996) > #x 2
Ffﬁf‘i ® ?ff}t’fﬂa,w /ﬂ ’1:_)3 r‘%?ﬁ-% X PRAR (5 - 7]@/{71‘4 7 5 &0 r;] 13 4 i AF

YR R R A, S — fé%ff%g‘]“}%”‘(—}'iﬁﬁ 2009) -

B LBRPRAT Y R R R YRR AR g
WA it q PF A S eopk§ (Brown, 1952) 8 5 24 ) & 7 4 (Consumer
Behavior) F i& (7 #8510 7 i 7 prﬁggﬁg%ﬁﬁﬁﬁgiﬂ,ﬁégﬁ
WFE A G b ehin ) & (Amine, 1998 5 Harris &Goode, 2004 ; McMullan,
2005) » e H AR DR A B % 4 5 75 & 35 A& (Behavioral Loyalty) 1 %
ik & % 3 R (Attitudinal Loyalty) B & = % & 7 =% (Backman &Crompton, 1991 ;
Prus &Bradt, 1995 ; Zeithaml, Berry, &Parasuraman, 1996) - 3% % {7 5 /4 }
LPFRAREFLFF DTS FRLERNF LI FLABELE L L S FEHTH
Pk A4 FRFABEF ER AAIRELE A DR KN HE B ﬁi—i—%mﬁ*%g
P BFE P AR DL PRI EF S B G DRPBR A
—%"&%Wﬁﬁaéﬁi%*wéﬁﬁ’p%*\aﬁmﬁgﬁﬁa
(Composite Loyalty) =4 4 (Jacoby &Chestnut » 1978) » 2 & 7 5 243 % L & LA
BEBN-Be Be ROl BERRE N RRLFBR DRI LS IF R LE
(High Loyalty) ~ & 2 3 (Spurious Loyalty) ~ /% 2 3 (Latent onalty)li (YA
(Low Loyalty) (Backman &Crompton, 1991 ; Dick &Basu, 1994) » # % 3| % % & #
g * 5 Yo B 2-7 AT e

1. 3R L
ERLACEYSEXRAGFEL AR > FEFIARN T FRDLE
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s
k-

WA FY RS QT ER e
3. bl
BT F A AR R AT L PSR e )R e T R e

S A2 A& Koo %’i’(%‘( 7 e a0 3y L_:u\a)gﬁmé_i°

i 2~ pE
4., MR LR
o I@ b o~ TE ?"ﬁm%‘f\k_"é@ Rk & & 33 o
ELIC
33 5%
= 33 MR R A TR oA
B
& £ i 2 B RE

%k : Backman &Crompton (1991)

Mol B F R LR 0 Z B {7 43 0 Jones &Sasser (1995)i A F § { #
gy ALt prah b Angged wAARR Y LB Ry
7o FAAR A B = ff 1 & 3 (Active Loyalty) 14 2 3 4 /44 6 2. 35 (Passive Loyalty) = 4 o
dOTEPN RGN PRI A R A2 il e F g kP Mo SRR A 2
FRF% & 4o 4 B &35 > Skagland &Siguaw (2004)P] % &~ = 5 5 & F cht 3z v A
ip B o o T*“’ﬁ?\? HYWASFDRBE IR DTEE > LR RRA STl
(Cognitive Loyalty) ~ g 2 3% (Affective Loyalty) ~ R, %t & 3% (Conative Loyalty) -
7 # & 75 (Action Loyalty) % = i r# £ (Oliver, 1999) -

1- \!1 :‘\5.. &/

it R A g A S Bl R AR XTI RE & A LR
BoE I kR R .
2. R LB

R R X P L RS R T Ry N
1 3 o
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3. AR

AN ASERF Lo RROAF R H R ERDARF Fudo
EAFRER LA - A BIVA O R FET M BR D D
4. Fe Lk

d Nt g R ZI Y AR R F e M B A RE SR
#5017 o

HETE FHLFR DN 50 FE A BRI B G b oA h S
FRLPPRIGLBETER LB FRLBRLEEFS L F 9&
BRI d?ﬁmﬁkmﬁ HOEHOR LR LR FRalBaaR g
Ao B PRIFTEEA B BB B R IRBA R 2 RBET & a BRL GG B
A RGDE TR R BRBOREFRERFIN R FEHN G DR S
der B A @ (T Lo~ RS2 ) 0 & 4 (Evanschitzky &Wunderlich, 2006) -

BT BEE 6T LB R DAL 2 R H B eniE S G TR (e 3 S an

FRFERARARREYERFE RS RL LMY LS L6 T B
™ Z'L i+ A 3 & (Stum &Thiry, 1991 ; Selnes, 1993 ; Parasuraman, Zeithaml, &Berry,
1994 ; Griffin, 1996) » %4 & ¢ & &L FR OHFE b 787 gARH © b R i e
B4 51~ ¥ g (Griffin, 1996 ; Stum &Thiry, 1991) » # (735 % Ad ¢ H 558
e RLERp L LB mg; 4 (Parasuraman et al.,, 1994) » 384 & X RIS § 25 %
g A &2 Fl?izz» PIpnl B By TR GEH
%+ 43 2 %A (Chen &Gursoy, 2001) -

ALY B P e 3 & BE R o Lee, Graefe and Burns (2007): %
MERLFRHEEFEEFS L 'ﬁifﬁm iximﬁ LBEEITP e AR
BHEME T EAAERLLQ004)MEE RW R Z A o AdE R HER
doeharg R ORHE 0 L e g (2005) 1 R GE TS TR ARG 0 A B AR D
ML AR F T RiFS ig—f& RFR D BiEG 2 LA g LW
(e ~ % 24352006 ik~ & E 52006 % 3R 0 2007 ; Prayag, 2008) -
AFEF AR BRDFE LT AL E T4 (2004)h L BRE LT MG (7
DT HLBR DR o
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Sr & PO A e -RARALFRLT DM G

d 3R A E R YEE TR A Mk kR 4F k& T (Fakeye &Crompton,
1991) » B e PR W AW LR B R PENIPE L R, R T 2L AP ke 00 3
(& > 2006) ;j-}g‘ffi' Ko %25 A TP R A A om LRSI i o P53 R
¢ BB ARAL N - Bk w { A REOD G LR FFE P G e
A F AR REA R 57 L (Lee, O’Leary, &Hong, 2002) - &5 473
R é‘ Kak<ik P%ﬁ-é%%r BOL R AR MRS T L SBRSE DL R PR
Two ¢XE AL XL N(FFE 2010 A £ 52004 5 iR 0 2008) o
E€FEpLFRD G AH o 4ods E gk st fi(Pizam~ Milman &Jafari, 1991)
14 %] (Chen &Kersteter, 1999) ~ # & (Rittichainuwat et al., 2001; Hui &Wan, 2003) -
B 45 (3 474% » 2003 5 Chen &Kersteter, 1999 ;  Hui &Wan, 2003) ~ Bt ¥ (5 4745
2003 ; Fu 5~ &t 0 2006) ~ »7 2% % #i(Hx B 21996 5 mss &0 2006 ; Fakeye &Crompton,
1991)~ »=z 25 F W ek iR (% M % > 2005; & i 7 > 2004 ; Baloglu &McCleary, 1999) -

FRAFE d e gt o v h o P o § $RBEL AR (44
EN al=real IR ‘*fi*ﬁ“ﬂ ek ek B (SRR3R 0 2008) o Fpt 0 AR dE TG
BEDP e L RLBe 335G A §F S BE AT A e A R
AEAE ) FZ LA b m&%ﬁl 3B G %ﬁ:ﬁti“‘ﬂ;g\l%%'} 4 _é/ii';r%?%l;y R e
BhoX 2 FL P EFERE LR S RESFAEM IS DT P BBE G
fo bR g R R R AL €7 AR (34220 1990) 0 @ PBIFE H
PR E B AR R T E S B ¢ M i & (Hernandez-Lobato, Solis-Radilla,
Moliner-Tena, & Sanchez-Garcia, 2006 ; Prayag, 2008) -

BER b R R 2R LR 2 b A 0 R (2007)iE - 5 codk - B R
LA d N ST PR WA 2 T BT B TAE f:r%
€ A 2 HAT P e mfr’?ﬁl“*'ui“’ B G TPRALRNADL cFBA S 0 BhHFE
¥H30 P e A 4 g 47322 F (Woodside &Lysonski, 1989) » 2% % & § X ¥ ¥%ih
BmAREXIIp PP { %Lﬁv;{«.pf:f'ringg@(;‘lg i=% > 2008 ; s F > 2008 ;

FSh SR E 74020035 322 A FRARL 7 0 20115 Kandampully &Suharatanto, 2000 ;
Alcaniz ~ Garcia &Blas, 2005 ; Chi &Qu, 2008 ; Lee, 2009a ~ 2009b) -

R wmplkg o BFBLAL- B 56 » Pk (Alegre &Garau, 2011 ; Lee,
2009a 2009b) CREESER R 0 F BESFRET GLGT DI PR G
FEARE Fo oMU BBERE ARG D g L kY ERBE G
EER AR *,% AR PR AWEBZEHD G BURFOL > EF D
BLEHPE G LRIRLAGREAfodRT 0 2011) 0 F 225 % ¢ A 4 $H30
P A4 (B A PHAN W P G R FRvEe 30 AT A
¥ arRBEARY VA D R LR BB LR SM B AT R DT SRR
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HL# BE np bt L & § 2 0 B F 2 B Bemii LR

FRAFOZBEIHN - BPOR DG BRe FIENE R NEPIRERE
BAMLBETL EFILBEAAHNGTE NI v P Lo R HW G AL
g B =h2 {7 5 (Bigne~ Sanchez &Sanchez, 2001 ; Castro ~ Armario &Ruiz, 2007) >
F BRI RBE R NP O L RPF T ARESRF DRI ER A D
R 45 3 7] (Bigné et al., 2001 ; Castro et al., 2007 ; Chen &Tsai, 2007 ; Lee ~ Lee
&Lee, 2005 ; O’Leary &Deegan, 2005 ; Petrick, » 2004) - ip B #7 3 { 3p 41 > 5%
Pl Rk R F ORI SR G g B G AR (3R > 2006 5 Bigne et
al., 2001 ; Chen &Kerstetter, 1999) o 5 7 £ fF3F B E AP e % > g =<
HUEFEALY AN NP ik R R0 R EXEZ SO R LB AP R AT
F T IBESRK

H2: % S B ehp o 4 % £ B o P A Rk B PL B A

AR Z 3 4p 2 (2004)r F B 92(2006) AR 3 W LR 5 1S 2FE HTF B
BERZLPFATOM GLEFR A ROl A ERESTZLBLAZ LPFR
FIREFEPRIRA A EOD G R RTFE EHNB IR F ORIAZ AR
WP PR DTG T RS R L X RG IR LR L e DRI A kw L
¥ B e sen® AR (G5 3R¥h 0 2007 5 5k ¥ % » 2006 ; Hernandez- Lobato et al., 2006 ;
Prayag, 2008) > g % A k f b S dE & s A ede R F % 5 o7 4 £ (Fornell, 1992) >
AT F AT ARG

H3: BB T A SR AR EE v B PA Rk nBnl BR

GEHNP PRORAALPF WG SDD DL R LPERD A
I A SFE H 2R 2 4952005; Hernandez- Lobato et al., 2006 ; Prayag, 2008) -
PO AT ARSI B R AR LR L FenlE (o X HE RS
BT REATHFEDBL DD R R E RBEEF L BR Y
idd > AFEFTHRIT TIEXK

HA: ¢t BB 2B AR AP LFBLPRIFEF ¢ ik
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AT R 3R(2012a) (0 S REE IR G o AR E B TR R I P
ENRE S P RREE L R E RN ERE S A R
Tt R BBE AR SR AR A RN E ARK SR GhL R T
Wil L REIEE DR kg R 2 RPRLF DY fank o B fEAcR 3-1
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Behd Lk adimy % PR AR E e ok LRGSR MR o
R CECEAY AL SR g RN %‘“#;}# 5 2(2007) ~ 2 F+4(2009) ~ & BAc® R
(2008)~ 1 FAp & 4 (2012) “5R 2 4F 7 o {oM s (2008) ~Beerli &Martin (2004)-
Chen &Hsu (2000) 2 2 Tapachai &Waryszak (2000)=p s £, % & ?& [P ARRT I
(2012)F et st v P B R A SR R AT RD L R A 2%
R~ RBBREFL LR B RLE-FFEEANEEAEREL 2R
FAERLRES Bl &734% -

WER P TR R S RIS BRI P e R R 4
TR TR R S B S ST RN T L Y S
B S ¢ 2 1 FiRe SR SRR T s T LKL R
S Y TR RS AT BB A RehT B B A AR R R e
R RSB E LIS RS EAL Y BE D B3R 2T B2 EREL R
il () Rk o A &% ik (F) RR B AR N B R E ALY T3 5 R
SEG LA

SRR

AR Ei#ﬂ Rk P%%é* Fli bR K S Fe a1 5 ,@émﬁ’f%g,ﬁ LALRE o
1295 Andaleeb &Conway (2006) - ﬁrsif% 1 et = % (1995) ~ Yoon &Uysal (2005) %
Xu &Chun (2010)% & e & > AF7 5 Rz D m $450 P s cip Hp it 2 8
FAALSERENTR N A2 ARG ELE BH B BRI RS DR IFL GBS
AHSE K s R Rtk -

Z LR BR

LR A TR E A SR 0 A Rk SRS BARR 0 134

At A e 2 (2004)40 5 B B £ 0 AT A EYEYEE K S S en
&%ﬁ@%@ﬁ_r?wé~@’{?ﬁ%ﬂﬁﬁé«i?ﬁéiéﬁ%ﬁ§$
Mo X PR CHPM T
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RA%% - A4 F fid Cronbach 'sa e % R B % e 28 - 5242 (Cuieford, 1965)
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7. % A fF

Rl - B G O E RO @ 4T T AR kT R p Rk
(Independent Varlable)fr i é@&(Dependent Variable)srsg it € o 2877 11 5 s
i jF 4 17 (Multiple Regression)#5 34 *h #5 5 & 236~ p RIRH 2 Jrd ~ e o
FHEEACAERBRE FAED O LA RLRE L BEZES IR EY
LARELTE EEERE -

¥ 8 BRI

AFT5 22013 # 30 14 p P30 29 p v i Flde Hie (7R K A ez B (F
PR L P2 A E A F 2 B R R R SRS R RSN R B K
Fx Bl PR BT T T 68 »F 2 ¥ 0 BBy sxwjzF 5 83.95% - 2 FEiF

PEET LG - RppEER S AP TRT G~ SPSS12.0 St HH i 0 444
Perb RRBELEBHG VBLANZE LBREERAMT -2 > BirR 40
Cronbach's o &+ ** 0.70 # £ iz (> B % 4 5 4% & 3(Nunnally, 1978) -

£ 37 B hE 4 ¥ éﬁf_m 5B A F7 &

JEIE Kﬁ‘\ {6 2.

B8 Cronbach’s o
Cronbach’s a
Bk 7% 0.946
Sy 0.780
N e 8 Az B ) 0.759
p AP R LRI RE DT AAKS 0.780
CARE P AR T TR e 0.729
o AT PR BRI R R 0.630
oAy R R REK 0.767
pARTRELE ER Y PR % 0.909
oA AQ AR E G R R 0.904
k=) ¥4 {ii"'rﬁn ] 0.895
cEFFIRR L 0.899
o iﬁl“ﬁvﬁ#f’*ﬁ RE R 0.899
AR AN 0.891
’L‘LS;‘%*EE%*“%E 137 5 2 Fenp 2 2 0t 0.901
AR ERTFEL Y TR 0.897
o BENBEVER K2 L ER 0.900
e A EE N R i ey 0.901
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=g B 78 Cronbach’s a R % o
Cronbach’s a
% f{;i % 0.907
bop Ry p AL A2 0.880
- ,%?m%* BRAEEAD 0.880
o ALE B RAE RS 0.891
ot gl =il B L R 0.878
e ;‘fé? ZEERTNR R L Ry 0.901
BEEAL R 0.863
o ,fg** TR € AR A ghen 0.860
oA R E LD 0.753
b A A F A E D 0.801
A REERL % 0.745
P ETRE §RARE AL 2D 0.708
o R g AR 0.625
cAIeE U 0 IR EBRE 0.644
FHE % 0.840
o AE g sl A 0.819
Sgna o ek hi 0.765
BT R EFLEFA 0.788
LG FAmay 0.821

+ B B e F % HEs eCronbach’s a® £0.745~0.9092 fF » H ¢ fuyi] f%fﬁ
A =g “é/’f‘ma#"”ﬁm_ & FefRl” f8 s Cronbach’soug_r} J A 10.761
#1]0840 - H i poeny M#a PRI ENIEE S §RE L D RG AT
B AR ERAIT LD DB L R DG TR - A B R
LREAME L BRER 2ZG )i&rz\e-?f%—'n o BATH 2 s PR R A AT 2
FRo P LR PAH AL AR - R AT E A2
W EF LG RRE

mLRELPFES BE 4L 5 Cronbach’s o & 5 0.905 4+ 0.900 » 4 %4-# 3-8
%4 3907 cBE AP A BRE LD TABIREG M L EEanER LT
¢ELF R E 40 Cronbach’s o Ed & 47 0900 £ 3] 0914 i & ¥ jg 3|
Cronbach’s a B % = ** 0.9 8 5 5 & &g R KB 3508 Aehk {23 1] 0.624 -
=303 e (2004) e MR 2 B enk BT 0 <30 03 otk A Y RY
LPRATT R R R O RATES PR Lk RLAF LPBRE R
77 Cronbach’s o &4 %] 7 0.946 ~ 0.905 # 0.900 ¥ < 0.7> &L 3 245 & D
(Nunnally, 1978) » ze &=y M} B2 F 2R LA 4 -
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R MR 10 2
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22 1IN SEVRNENE S REE R < I NE AR 0.871
B TR PR R 2 0L AR e 0.894
B SRR T R N A S B rRSRE DA R 0.884
PRI G e S 0.862
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Frd FTRAKEHE
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AT 40 65250 16 P AN P IR T5F RARBEE 4P
SUBAEFT R B FEED SR L 2 F 0 b e PRI R R
ERA B EARIRZ LA (TR B 2 3 ko M R B e 528 (R K w it
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1041 DAREER AL
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wWw Rk 0.800
PR E L 2 VR % 0.864
BRE % 0.860
FEAEALR 0.735
2REEEL % 0.701
FHEEL % 0.826
m R 0.877
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R E%Av\#"r BE Aot 41 %17 o 2 B %45 = Cronbach's o & 4 >+ 0.701
3] 0.864 22 FF » /& & & fe i 3% & 9 Cronbach's o & B » %] 5 0.877 %2 0.874- 1345
?ﬁi'@\*ﬁ'i‘s‘a‘% v & Z P i R Ran ll%—%-f?w e W EEh i ’}#m ENEN; Wg)
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FATRSE SRR FARNE BIRR R AT S RS P R
‘&f'z\' 4'2 ":Li_'/:]' °

-~y
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2~ B A EI IS (F )
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SE AL S FAN BRI Sl FAW
(N) (%) (N (%)
By 9 192 538 B4 20,000 £~ 163 457
& 165 462 & 20,001~30,000 ¥ ~ 80 224
Ed 20 20 56 5y 30,001~40,000 £ = 45 12,6
21- 30 f 139 389 »  40,001-50,000 ¥ = 33 9.2
31- 40 f 106 297 (US) 50,000~60,001 ¥ =~ 18 50
41- 50 % 55 154 60,001~70,000 £ ~ 10 28
51- 60 f 32 90 70,001 % = 12 + 8§ 22
61- 70 f 5 14 kg B 155 434
71 & 0 00  thi %k 75 210
A 4% 4300120 BEP BEASA 24 6.7
i 4 11 ih 52 2R/ 20 5.6
4 ﬁl« r% & £5%7% .Eti;w ’ 83 23.2
(7 %R F) e o 198 555
p & 3B 98 x%k %-= 77 216
i 13 ff aits' B ok B - 35 98
Exe a4 123 R LI 47 132
T 21 59 k& Jbp L 107 300
B -g 82 230 kf A+ 86 241
BE H2 106~ 297 A%k =4 33 92
s NYfs X 16 45
e 38 106 T 24k 49 137
T 9 25 Tz 66 185
iR 97 272 k& M 109 305
PRAE 43 120 B R E 31 87
K 28 78 k& i 31 87
[T 16 45 A 28 78
W9k AR 10 28 k3 47 132
LRt 8 22 Egt 111 311
)T O T 1 31
R # ¢ 56 157
1% 204 571 #=(N) 357 100.0
A 78 218
Ty 8 22
H 0 0
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# % 12 %1% 4~ 17 (Exploratory Factor Analysis)® - i * k& P45 2 F 5|3
a4t % o 2 ¢ Kaiser-Meyer-Olkin B~ g 7 4+ £ #i(02 ™ 4L KMO &)1 2
Bartlett 7 ] 4% # 47 % {2 F1% 4 47 05 B A 7491 4o % KMO /0 0.5 % 7
R HG L7 L Fagie s F1F A 47 a(Kaiser, 1974) « & B g 5 KMO &4 5]
e i %0904 ~ %R B 0806 %2 BB EH07830 ¥+ 05472 B
1:#« Wil LT R Ao S AT Y %‘%‘d BRE-NWAIAE COF R A c i) e -
T e RAFE TR

432 2440 N G BLARARLFR P PR L RAEREFEAHEE -
BAARLPRLEFHEEFRFAZATZEOAFHEREREE LS5 73.374%
F73.240% o 1395 % 4-4 P o L R E R M FIZ AP EE TR P L RV

B~ p R ifﬁ‘iéf“‘fﬁﬁfn"" A ERBEE TR &
?/%“”féﬁm/’v\ F#B Foog e L AaE A g d e A0 %Uﬁ“f ONHO T 5o
% F 2 Y 5 A F £4F f J7 (Cross-loading) eii-3; & BIvE2 ok H Ay
Ty EAFE mi FlE f s ] 05 d o A BEZNAFRELAL G
5 14.403% + 26.246% ~ 36.499% - 46.502% -~ 54.420% -~ 61.166%

243 BLARELPRZEFZRTFE LT

MR R
S1 R kR > AN fhig= Rk BR FIA R .884
S2 B AR HR X AR el .860
S4 ARG EX s F RS gl .845
S3 & H BRI PO A e B TR

837
\' IR

FaEeR %) 73.374
Kaiser-Meyer-Olkin B~k if * |+ & #c .806
Bartlett zk %] & T (& ¥ |4) .000

AR
L2 A RAGFRAEL R A DL 918
L3 A kg g,fwﬁésfa&d e S 892
L1 A RAFELL T B 866
L4 AEIHFEEF M - FRGIE L R 135
KR ES %eﬁi £ (%) 73.240
Kaiser-Meyer-Olkin B~ if *» |+ & #i&c 783
Bartlett % 7] # < (% ¥ 1) .000
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P
P ek 4 4 x B}ﬁfﬁ" T Y T

NH3 :-#F3# 5 h # 0.756

NHS :-#F# 23 e+ dain 0.669

NHE 7o it D13 5 3 b o = < i 0.666

NH4 =3t 5 i d i g 2 F R 0.662

NH2 - #eh B 2% 2 0.643

NH7 - #4 €598 2 TR 0.612

NHO @ ehsip ~ it 25 A& (RI'%) 0.536 0.459

NH8 - #ig ¥ Byes gz 15 0.525

NHL 5 #4e7 Adsifenp fkﬁﬁ 0.500

PR2 &4 s 0.821

PRI & - #eradsij § £.6325 0.755

PR4 & enpd 12 & men 0.751

PR3 ol 2 0.706

PR5 i en il ff 2 8 4 12 0.632

FA3 & &4 » ARk L5 %5 ieh 0.754

FAL &%t ‘»\f‘f%’ ﬂ&»mi A2 g 0.748

FA2 S#dd 2 d iz MB T 5 A#KS 0.748

FAS [ ##} =B R BaK s 0.626

FA4 5 #asRyp Bl G = B 0.603
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CU2 L#ihad v ek fbid 0.795
CU4 -#EF 5 ~esd 0.762
CU3 ;%7 s ¥t i 0.679
CUL ;- #amiE s xislAm 0.672
LR2 »#d A g 5 %o 0.723
LR3 5 #hd A E 4 % 0.718
LR1 & #oks ¢ RAT 7 A2k 0.564
LS2 5 #cntk B &K h 0.643
LS3 .S #io% 243 > K ERBRE > 0.636
LS1 ¢ #kB g RATEFILL 2 en 0.630
FREEEE L %) 14.403 26.246 36.499 46.502 54.420 61.166
Kaiser-Meyer-Olkin P~k 1§ *» 4+ & # 0.903
Bartlett 7% 3] < (%4 ¥ %) .000
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388 % - v HRBL L 070 M ESE AHARAE L AERE A FEERREL
PAABREE LY PR R FRA S B BT ARTR SR £ R Tk
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TR eFRFERE 27 A7 NEFT - BIRAESRR -

BIMRIELA S B RAL IR AL B LB B0212
p<001)w%+;;,g,a(ﬁ =0.256 > p <.01) ~ & ¥ B % & % (B=0.127 » p<.001) ~ % i&
49



o,

%1‘%1([3 0.198 » p<001)u;,,¢%&gz([3 =0.188 » p <.001)#% 4 A ¥ 18 5
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(B=0.434>p<ODBEZDERILFFBIARAF Lo BFERE > &7 &5 #»ws
mﬁﬁzv‘ TP P EFEY WA B2 PRESE LRI, T A ks 2 HER
# % (B =0.133 > p>.05) ~ ¢ R+ (B =0.055> p>.05)~ p 5% (B =0.027 > p >.05) ~

54



%% (B =-0.098>p>05)2 & & &(B=-0130>p>05)%% if & %t HLBA
TRFEFERT LT ALFN T ERT FEFDNBRBEL Lo FRG
L ERER o

2 4-17 7 b W2 S E GFEW PSR~ 17

7 - ¥ 2= k=
R L BR ERIE IR R BRI LAR
Beta t Beta t Beta t
R 075 614 135 1.158 -.021 -.223
" LI%?“ *E 313* 2.057 266 1.826 125 1.059
COR A A 2
BT % 253 1.593 170 1.116 133 1.106
L FB ALY 1190 1.386 272 2.077 -.002 -.023
ﬁ AERERL R .064 592 128 1.224 -.026 -.309
f TR % 126 1.057 114 994 046 510
T OmAR 705*** 5728
¥ R=0.814 R=0.831 R=0.904
R?=0.663 R?=0.690 R?=0.817
g Rl AR?*=0.612 AR?*=0.644 AR?=0.784
F(6,350) = F(6,350) = F(7,349) =
13.118*** 14.685*** 24 871%**
BN -.081 -1.006 -.014 -.180 -.073 -1.115
RBBE
. 266** 2.715 477 1.832 .159* 1.982
g2 it q %
ERE % 226** 2.693 283**  3.409 .055 775
; TR ARR % .047 612 .001 019 046 745
O 2EREL Y .195* 2.248 261**  3.042 .037 513
Ef] R R 268**  3.043 241%* 2.772 122 1.663
" R 604%**  7.704
R=0.785 R=0.791 R=0.868
R?=0.616 R?=0.625 R?=0.753
FERE B A R*=0.595 A R?*=0.604 AR?*=0.737
F(6,350) = F(6,350) = F(7,349) =
28.931*** 30.023*** 46.676%**

23 1w p< 001 3 ** p<.01 ; * p<.05
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R L BR ERIBRLR R BR
Beta t Beta t Beta t
KR % 031 181 -.117 -.850 .096 629
Z :% . ; ¥ 144 778 -.020 -132 155 931
B % 271 1.664 A34%* 3.271 027 162
FEAAL R 170 1.072 157 1.215 .082 563
2EEEL % .028 156 102 705 -.030 -.188
i FHR R .059 355 .335* 2.473 -.130 -.087
s LR 564**  3.264
R=0.531 R=0.724 R=0.658
R? =0.282 R?=0.524 R?=0.433
R AR?=0.177 A R?=0.455 AR?*=0.334
F(6,350) = F(6,350) = F(7,349) =
2.680** 7.537%%* 4.360***
BN 2243* 2215 -.065 -.631 -192*  -2.361
P LI%“ ¥ AT6%** 3,937 341** 3.127 .206* 2.233
O
R % .039 341 173 1.694 -.098 -1.197
B EAL % .298* 2.362 | 3§ 7% 2.964 031 327
2 EERBEL R 225 1.923 357** 3.384 -.058 -.635
z R R -.056 -.429 -.158 -1.339 .069 733
a R 791%**  7.686
R= 0.669 R=0.742 R=0.854
R? = 0.447 R?=0.550 R?=0.729
og i | A R?=0.390 A R?=0.504 AR?=0.695
F(6,350) = F(6,350) = F(7,349) =
7.818** 11.830*** 21.851%**
Ix 1 %% p<c 001 5 ** p<.01 ; * p<.05
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20418 rw FAdTRAR L S TR ARG L

BHE R f T iR

RRIE AR ILAE RgIE DL BR
AR kil B AR it .
B g Betaim Bie  BE%  BemiE
(% #) 1.034 694 1.491 196 619 316
KW % -.019 110 -.020 Ll 158 .096 161 1.642
pPAREBRE LR % 173 150 146 1.155 135 133 110 1.017
R % 165 114 175 1.450 -.120 101 -122 -1.184
FEAEALR 122 127 138 960 028 112 .030 249
4EREL % 155 146 164 1.062 172 130 174 1.330
FHR D 135 115 157 1.174 -.073 102 -.081 -.710
PARREEFL LT RTR % 024 .103 .038 229 -.138 091 -.215 -1.516
PARBRBEEFLY PR RERE B -.079 .079 ~-.123 -.999 .063 .070 .094 .898
PARBEZFL LR FH AL % -.033 092 -.051 -.357 .068 .081 101 841
PARBEEEFL L E* L EREL % .070 .091 123 767 -.046 .080 -.078 -574
PARBRERZE LRI EFAL % 078 .091 120 .856 .059 .081 .088 735
a R 688 105 660 6.546%**

23 1wk p< 001 3 ** p<.01 ; * p<.05
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Dear sir/madam,

This research attempts to explore the relationship between tourists’ impression of the
attraction, the satisfaction level and loyalty level of foreign tourists visiting Taiwan. The
valuable opinions that you provide will have a great contribution to this academic research,
and the future direction of tourism marketing in Taiwan. This survey is anonymous, and your
personal information will not be published. The data collected will not be used in any
commercial manner, so please feel safe to answer freely! Finally, thanks for your utmost help
and cooperation to make this research more completely!

Best regards,
Department of Hospitality Management, Tunghai University
Postgraduate: Gao-Yi Liao

Part I: After reading the following questions, please answer in accordance with your
current period of travel experience in Taiwan. Please mark the O in @ to answer
referring to the condition in Taiwan () is strongly disagree, (5) is strongly agree).

Strongly Strongly

Disagree Agree

FAL1 There is convenient transportation in each tourist attraction. @O @ ) ®
There is complete Internet and interactional telephone
FA2 infrastructure in Taiwan. ONOROBORO
FA3 Local signage is understandable. O O 3 ® 6
FA4 The scenic spots are well planned. O O 3 ® 6
EAG ;I'herearewellplannedfacmtlesforphy3|cal challenged DO 6 @ 6
ourists.

NH1 Taiwan possesses unspoiled natural landscapes. O @ 6 ® 6
NH2 Taiwan has beautiful scenery. O O 3 ® 6
NH3 There are many famous landmarks in Taiwan. O Q6 ® 6
NH4 Taiwan possesses diverse plantation. O Q6 ® 6
NH5 There are many attractions with historical site. ONONONONO
NH6 I can experience many different local heritages. ONONONONO
NH7 There are rich historical and cultural resources. ONONONONO
NH8 Taiwan has many religious and cultural activities. O Q06 ® 6
NH9 Taiwan has interesting folk culture. O O 3 ® 6
PR1 The costs of travel are reasonable. ONONONONO
PR2  The costs of dining are reasonable. ONONONONO
PR3  The costs of accommodation are reasonable. ONONONONEO)
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PR4  The costs of shopping are reasonable. ONONONONO)
ONONONONO,

PR5  The costs of transportation costs are reasonable.
St_rongly 4_;Strongly
Disagree Agree

LR1 The environment in Taiwan makes me feel relaxed.

LR2 Taiwanese people are friendly.

LR3 Taiwanese people are hospitable.

LS1 | feel safe travelling in Taiwan.

LS2 The environment is clean.

LS3 Taiwan is a safe destination.

CU1 Taiwanese cuisine is very tempting.

CU2 Taiwanese food tastes unique.

CU3 Taiwan has many well-known local delicacies.

CU4 Taiwan has various foods.

CICICICICICICICICIC)
CICICICICICICICIOIS,
WOEOVWEOOOEOE
CICICICICIOICIOICIC,
QOOOOVOOOO

Part I1: After reading the questions, please answer in accordance with your current travel
experience satisfaction level in Taiwan. Please mark the O in @ to answer referring to

the condition in Taiwan (1 is strongly disagree, 5 is strongly agree).

St_rongly Strongly
Disagree Agree

SA1  Overall, | am satisfied with this trip. O @ 6 ® 6
SA2  The overall experience of this trip was better than I expected. @O @ ® @ ®

SA3  Compared to traveling in other countries, I am satisfied with
this trip in Taiwan. ONORONONO

SA4 My trip to Taiwan is worthy. ONONONONGO)

Part I11: After reading the questions, please answer in accordance with your loyalty level
after your current travel in Taiwan. Please mark the O in @ to answer referring to the

condition in Taiwan ( 1 is strongly disagree, 5 is strongly agree).

Strongly Strongly

Disagree Agree
LO1 I am willing to travel in Taiwan again in the future. ONONONONO,
LO2 I am willing to recommend other people to travel in Taiwan. @O @ ® @ O
LO3 I am willing to promote Taiwan in the future. O O 3 ® 6
LO4 1 would be happy to provide suggestions for improving

ONONONONGO)

Taiwan tourism.

121



Part IV: Visitor characteristics (Please mark the o in black to answer (i.e., @)

D1 Gender
@ Male @ Female
D2 Age
@ 20 years old and younger @ 21- 30 (3 31- 40
@) 41-50 (5) 51- 60 ®) 61- 70 @) above 71
D3 Nationality
@ Hong Kong @ Macau
(®) Mainland China (excluding Hong Kong and Macau)
@) Japan (5) Korean (&) United States @) Others:
D4  Occupation
@ Student (@ Farmer (3 Labor-Base Worker
(@ Homemaker (5) Businessman (&) Service Industry

@) Self Employed Military ~ government - teacher  (9) Retired personnel

Others:
D5 Educational Background

@ Junior High School (or lower) (2 High school () Colleges
(@ Master () Doctor () Others:

D6 Average Annual Income by Individual (US Dollar)
@ Less than 20,000 (@ 20,001~30,000 (3) 30,001~40,000
(@) 40,001~50,000 (5) 50,000~60,001 (6) 60,001~70,000

@ More than 70,001
D7 The main purpose of this visit to Taiwan

Q@ Tourism (@ Business (3) Visiting friends /family

(@ Participating in a conference/exhibition (5) Others:
D8 How many times have you visited Taiwan?

@ Once @ Twice (3 Threetimes (@) More than three times
D9 The number of traveling companions

@ Alone (No need to answer the next question) @2

®3 @ 4 () 5-10 (&) more than 10
D10 Your companion for this trip to Taiwan consists of

Q@ Friends @ Classmates (3 Partner

@ Colleague (5) Families and relatives (&) Others:

The questionnaire is complete. Please check again to see if any questions were missed.
Thank you very much for your assistance!
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