o2l

w o H: RN
A TR S/i
EXHBERE & -
sesk | 2315487 36T HJE B % o
#993% .
43 : 02-8212-2549 S
HMEAN D EFRE o
E-F1E4 * swallow@just.edu.tw P
45 E3E ¢ 02-82122000 2-#
%XF ArBhBERAS . 2500
BT o
#HxXBAH: TERBI0IFIAGH — o R T PR BRAL R 0 7‘3@6{
(-2 55 B e 7, % it L—-_ L
BEXFHR T R ABKEF £10100000823% N Iﬂ,/;p 0 T
wAlC BE
BERMRE G RREHR B TR LA
4 ix%&x%mu%%rggﬁfvaﬁ»ﬁ““Fﬁ?*Jﬁﬂﬁﬁﬁﬁﬁ .
4o (101Z02D00031_101D2000019.doc > £ BT FHE) ik T 71k ??’

5 RBAKEFEAME THLE ST MMRLEE R

FRANAEIARE ) - F ERENEAL ARE
F B 67 A BB IAR LG B o =

B

— -~ ARA LA RBRARKE » BHEERAATE B RE
BT HRMAT G o REAH AR E ST
BAEEBRRAWNZERAR - BERH - AEEH -3t
EHTARREAAERERF RO B BB LEL T
BRI G R R A - |

S REMHEARBETZIRAERERARL  SAMEHE
EWBTRAEA > TABRZI] - KB ABRESHT
BAEEERAMRX ) BB - M - SREREZ
BB X 0 BERIBEA

= ARMATE G Z B B s Al R EABRBAAMREEL
) o AR 0 F AR

9~ AEE VS AL
* http://fs3.just.edu.tw/~traveldep/index.htm

EABLIERGRASL BITERSE BIELAE BILFAKRE - HiIgik
XE-BAIRERE BAIEHBARAL BLERMARKRE - BILERHAE

D L7 6 oEts ofooo3n g?i l!lllllIIIIIlIlIIIIIIIIIIIllllIIIIIIIIIIIIIIIIISIIHIII

%‘

%lﬁ #2R




>

ARE -BALZHEBRAMBRE BIERARE BIREHABAEL Biitk
BERABAL BAIEPHFTAL BIRRAHUFTARE BiPssEAe -
B2 BAT2% A t#22% BHAIBRTERNER B2 PR
HERTE - B BHERRER B efIRE By 2R EHEE - REAS
WA-RE - RLKRE - PRAXBREZE - BEAE - YERE - KEXE AT
RE~EMRE-SBERE - THAL - PBHABRRE - AEZXE - hEHK
RE-EHEEABRSE - HEABAL - PLELRE - HAHABKRE -5
MARRE S RERS - DAHBRALE - EEHEARE EAHEAL 2R
FBRE > REHBRARE - ZORPAEKRE - BRAKKRE - PEHEAS
BHMRZE -HAERE - CHEAMAKRKRKE BRAHEKRSE  TRAFTARE -+
ZEFHEARE - RAARAE -HERE - RERFER - KERWER
AREBMER - AR - FEFERAEALE - LeBHEHFLR - &
ERER - BEHER - RRITLR - BRAEKRE - ZRHEKRE -
EAoMBERE I HREEELR - BERTER - RBNER - BHH
R R B LRMEREELR CREFECRELR - 2RI LE
AEBMER - RRBITLRMREE LR - ERRALR - SUEERKS
R~ BERBEEEEINZR - RBEFPEEANER - BABETHEHNER
CHERETEIHER BT HINER EBEHPEEHER
BITIBE LR - GHAARASE - BERE

%2R #27R




FAE T &I MR E RERRANE
e ZURCIES o

K3 X

SHIEN  RE 101 £5 A 4 8(R)

ST T F A A R A 1401

EMEM D FXHBASRETHER




7

T BHEESE
HRER GHHSMBLERAERER > LR AHRE Ek
T OaBGRERA B AEAE Rl L EZR AR R
3B ey B RN R B AR % 09 3B 8B4E - KT R T 5 383 -
FRESMMEERIMEETR HAREHANERT > AERARE
o Wy BB R B EAERKE R

$%%%ré%%f%ﬁﬁ%é¥%ﬁﬁ#%J HA g M
ERE-MAET RN BT HARAEEAE - T REEE2
BPe LFEEB-AIMHTHIOERAAN  BSFNEH
BELRCR R MM AT R AR B RER  MA P RHRRALR
RBITRREBMAZSH -

FRAFNGHBFRP—R > BEEER—ALE BRI 6255
SMAZETRZIEIM REFAMTRAREES T B BT LMK
#Hoh o OB REZRTRAREERANZIH NG E
B REFHUHEEEABECIMAREES - RETH T AHRT
ZRAEEXBRATHRIM -

A BHfishE
MEH: KRB 1014584 8(EHE)-
MLEE | RSO R Sk sh A B I 43U (L401) -

% MABEA
AEHHEAGRTZBCBREALEL  SEME B LM
T REREZA o REAHEHNRERETIRAEE ERRE W
ZERAE  BEEH - WERH  HERTARRKERER L

RSB EL  TEESERRRBR RN -




R ABRASHETRAELERREMMB N AEERERKE
ETH EAEHER -
.8k Ly afasik T XM ER BB S EE
2. 86 F RIR B AT 4 8. BEAT A
3. B ek B AT R 9. 8567 355 54 FA R
LHh BT EEAEE T 10, BB B ER
. RERIN AL EEE 1. €31 REEH
6. MATE R B MBI 12. H4t.48 B 48
BNEFHAE
MEETREE L EAEE
W B & LA
18~ ZfF XNBEZFR

B ERFAEEH #E 1000 ZANHE > GIFH - FHAHHE AR
Bey IR F - BAMERE TR FRSMAESHE
&~ RSB BAERME T X (S FRBHERN
REEs) #nRE1014£2A4298 (=) ARET
AR F  mo1111@just.edu.tw -

MBI E M EMEMNRE 101434108 (55) AMEESL
R E-mail @404k -

= WA B8 TR R A X KA 10153 4318 ()
= AT iAiu%%%#ﬁﬁi
mot11@just.edu.tw 3 X 3% & # X W4 -

| PSS EE i%ﬁm¢&lm1$4ﬂ7ﬂ(n)ﬁ%éiﬁ
fﬁ %%LA E-mail xﬁ%ﬂ*ﬁ?%‘]

G & F H BEEBIBRLHAXMEARE " EHBHEREE £
BATHXZ %8~ FIPRBE G ABEERAERE ~ 7]
Ep~ HARZ A °)

A E

Wb uk 23154 HAETFTHEBREHK 99 K RXARKERETEA
BB RRAE FHBEA - REREEG  F4 0919-905-958
02-8212-2000 4-# 6545 E-mail : jttsai@just.edu.tw



B ZREUBHEAN T Zet-£6F  F44 0981-189-777
E-mail : mo1111@just.edu.tw

MElAf R RAR R ERMS AR BRAFHHERANI A1 8
AXHEHEAA4A 1 BAREEN » REBRERME -

WAL g 484k ¢ http://www.just.edu.tw/~traveldep/




i

gzl (AT BT )

0. A7 (e Bl A48 E48 1-12 #7088 RS)
6. AT R BB Mm% 1E

1.7 8 JEATiE B TR IRT T iR S B R AR PR A A S Y SR B
$EHUFN Fisher’s D FHKEUE 25T

2 9CEEE TRATEBINIRGE - (EERTERTRENE - EEE - e
W TRIRIE - IS EE > DINFEEEEORE. F5
ESREHEEEBENE  REEEERERE - FEiRESEO
VEFESREERT - B RS LIEmEEREMD - IR
ARG E AR S H AR E ARG R K ? iEAEE
FHEREEL » RERIRERSSE SR IE R EER
% °

.HARBE LS &L THIRT T & T B A IR Tk ffo8E B S iR A0 R0 &0
FRAE SIS BB R RS, - 2. BEETEEHEAL Y Fisher’s S JEREUE
2 o 3. EETERHERI Y Fisher’s D YHERBUHE =R ARI ERER - 4.
B rsEa =R -

3. R T ik AWFELL PZB A AR OB RIS TR - SRR ERK
% DIt RS IR T B T K PR TR 340 (0B LR
WFeE s - FRRRS TR R BE TR T

4, R R R | PIEEEREH 3 EERER - =@/ B 11 [EiPgesE -

PN SEERENSE A B T ERELEERENME - B
B TR RS L E AR R )~ C B TRIRIS R E R R
HHRED o ATFZE AT AL IR & D B MR AETT
8~ BRI > WSIITFLUEE R -

b, feHit & ZIEE -~ =R

6. AR AL BRI AREREETER - BCBEREHCEEH R

1. BA% B - BI#

8. B & ¥ X | mollll@justedu.tw

(EFEHHM | (2-82122000
HWEEE)

101 482 A 29 H(S)RIMETEHHEEE: mollll@just.edu.tw

BEREIN AT 0981-189-777
JREERERE © AT LB _EE EH

Hpl :

2011 BBE G T SRR & _ I _iRI T B TR Tt i e

AL SR AT A P SN



BAE T BT AR E K ERENE B €
RAER

A

FiJ% B A

(Bt 2P0 A

38 hE

&gz |(B) (&)

T H IR 25

% =

E-mail

RERR O a O %4 O %4

HwAuwm ks EEEEINEEN ! (AR RBKBHEE) %G
HAEFR L IHF 2354 MAETHERRZER I RAXHABRERESE LK
2.E-mail : jttsai@just.edu.tw
3. #%30E3% 1 0919-905-958 4% 94 &7



FRE T EBBT AR EFRRANE | BRAHE

B B XD
—~ BAREKX
1.483E A4 43k > F T R4%9 254cm~ £ 45 4% 3.17cm (B MS Word
N EHKRK)

2B % BB RESHE  ATEARNMIE  ITHAQ ELEHE -
3.4 ¢ PXAMAR 0 R FA % Times New Roman » F48 X/ 12pt
=~ XFashIET
168 PXAME - P30t~ P& (500 M) ~ Fxhise:: (548) -
2RE P EXAE ~FERML - AEE - EXHsEA -
3EX (AE ~ BRI~ HREF ik HMALERANG - ERAERE) -
43FF ~ 54 BR - Mk
Z-HREFTEEFER
1otk Z AAETHBZRB/IXZRA GoRHE) @ FRTFTXMER T o
E A CBEENERATS o
2 e E LA L (EAR) fodx™ s dadfB 2 — A BA L AR fuze™ » ¥
EHEHR BNERTHYEAERMBAE BERETHMSF -
W~ XHEREX
TRMZHPESF > PXA T E—> (=) ~1> (1) > #EXBH ()
A~ (A) ~a~ (a) ~i~ () " EXV#F > AMEMEFERT -
2QEREAET  A%EMEL > %RUE 1 (Fig.1) ~ %1 (Table1) -
2 (Fig.2) » %2 (Table2) ZIEF4%E -
3.EX T3 A XBRE X 24 R FRLARA — B> KFI T BX
BIIEX 0 BRFR 233k - 23Kk (FIRFELF) FEHKX
HARZRHA -
B~ 2EIREFHEK
187 M (BENEES > EARLEHTR) » (F4) &8 #
RF A B Ao Fldo !
BREZE > (1989) > ARFEABAAAZFHR - UEEHAARYEE
pERA AR A > pIBRHRE 2 (3) »3-10°
Shank, J. (1986). An exploration of leisure in the lives of dual career
women.Journal of Leisure Research, 18 (4) ,300-319.
O'leary,J., Behrens-Tepper, J., McGuire, F., & Dottavio, F.D. (1987). Age
of first hunting experience: Results from a nationside recreation survey.
Leisure Sciences, 9 (4) ,225-233.
2.EH -mRBRE ML (F) 0 FA 0 BRE BRE Bl

6

Tff



XE— > (1980) » £ BERGHKRMARE > S RAHIREE -
Iso-Ahola, S.E.(1980). The social psychology of leisure and
recreation.Dubuque, lowa: William C. Brown Publishers.
SEHAEFT M eRX -ARREZIH ML (Fh) > EFLHE
& R B D HIRE o Blde
FHEBA > (1993) » LA BB I A BREIAE  ERAKS ¥
W FERER 0 FEEH > (pp.149-157) » &3t 1R ¥ -
Iso-Ahola, S.E.(1989). Motivation for leisure. In E.L. Jackson &
L.Burton(eds.), Understanding leisure and recreation: Mapping the past,
charting the future,(pp.247-279). State College, PA: Venture Publishing.
4. 2R3 EE > (F4) » XA B4 SAREH > W - fldo
Bohte > (1990) - BREXAGRABARLERNGZHAE  HL%
X ERREREMTA > &b -
Freysinger, V.J. (1988). The experience of leisure in middle adulthood:

Gender differences and change since young adulthood. Unpublished
doctoral dissertation, University of Wisconsin, Madison, Wisconsin.
S3EE 1 FEE o RIEAEE . () 0 E& - HIRM D HIRE o Bldw ¢
B s ¥ 0 Bammel, G. & Burrus-Bammel, L.L. 2 - (1996) - 4kBl$LA
BiTA £ EBRENFG -
6.3k 1EE 0 (F) BB RELH B RE - Bl *
BE— - (1997) > MAGENRBEES8 RAR 5SA308 2
IR o

(BHRR R EPIBREGRABEE
http://www.recreation.org.tw/htmi/new_page_1.htm)



BENE
etk B TSR Tt R L B AR R S FTRE E HISR AR A
1 Fisher’s S HRBUIR 5

BEE

=

HEATEE BN SE » (RS TREA R - OIS - IREENR ~ 555 ~ 1700
RS - MEEE > DKFEESERE S5 ERREBREEENE - I
REERERER - EREEOBIIE R REREET - HEEERTSMEN L
HEEERIR - Mol igE A B BN IS B AR S S — 1R ? e EEER
LD - RRFERERERERRE B ERERR - AHEERR - 1.
Rt B AL TR Tt B TR TR A8 i B SRR R ATl S SRR AL
B - 2 BEETEERHEAL Fisher s HJHBNBUR o 3 BRETERHEELS Fisher' s 739
BB PIBERESE - 4 BRETEREIE R - WIFRERE 3 [ERAPREL -
=EEREE 1] [ERREEE - ZEEFELS IR A B T RS ENRIR
SRR |~ BB TR ERERERIEL ) - C B T EIRE R BRI AR
A |- AHFERMEA I TR TIHAVE EEBDC BB TR - RS £ W]
LT LAEE RS -

RIS © MOESYE -~ IR - SEREEAY - Fisher’s S JHBREUR

‘BRI AEICES E REIEIEHR R T B-mail:hcliu@ just.edu.tw
"B RHE A B SR R B0 E-mail:mol 111 @just.edu.tw

8



The combination of cluster type Base on travel agency staff cognitive of
travel agencies travel quality and travel disputes and Fisher’s classification
function Model

Liu Hui Chen® Mo Hao Fan™"

Abstract

Belonging to the travel industry services, processes from the trip, the collection of
fares, passport, visas, pre-trip briefings, airport, and the accompanying tour guide
service ... and so on, it will enable customers to buy with satisfaction and service is key
factors. Travel services for themselves whether the quality of service and customer
awareness are the same? Can have empathy with customers is vital to reduce the travel
or tourism service quality an important factor in the dispute. This study investigated
340 Taipei travel agency staff to discuss 1. Travel agency staffs for the tourism quality
and tourism cognitive status of the dispute. 2. Travel agency staff for the travel and
tourism disputes the quality of the portfolio cognitive cluster type. 3. Travel agency
staff for the travel and tourism disputes the quality of the portfolio of cognitive of the
cluster type. Study results of three types and three clusters classified model. Three
types of cluster: A group of "high service-quality and high travel-disputes type ", B
group of " medium service-quality and low travel-disputes type ", C group of " low
service-quality and medium travel-disputes type " In this study, for the operator or
travel agent in Taipei City tourism authorities in marketing, business strategy may pay
more attention and counseling.

Keywords : travel service quality - travel disputes ~ types of cluster ~ Fisher’s
classification function model

* Associate Professor and Head of Department of Travel Management, Jinwen University of Science and
Technology E-mail: hcliu@ just.edu.tw

** Associate Professor, Department of Travel Management, Jinwen University of Science and
Technology E-mail: mo1111@ just.edu.tw
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W EABIRA A E R - AW (a1 BR{Tnt B TSRl B S ikl
RIS RRAIFTRH S HISEREAL Y Fisher's S ERERE G MR - 1 BOL - H
RATHIEREAREGE SR BB GE A - sE 5 LIS - Fisher’s Ry HREHR
EEEERMY » R HEREAIBRBIS IR 2 1% » DL Fisher’s B9 HREUE
AR T & T3 B RS S B A IR E AR Pl S RIS R REL < BB
(N
FREERE TR — R E T - BN SREE AR

AR BRI FRREETE - SORAZEE PRI AeER 2
A - BHIBRRBEIIA/NTERR 4 - A FERIE A BRI E 4%
B Box’s M=264.679 » AT F {HE 1.899 » p=0.000<0.001 - {EfBREMEEES - &
7R 3 ESAHE AR N BB AR E T - EREAHREBEFEE ErEE - Fit
A e FERIAE IS BUERE (Separate-groups covariance ) USRI TEIEE
1 - AFELL 3 EEREHEAER AR > DURTTIE & THHIRES B 7040 16 (5
JERNAR T & TAHGERIRIRER 11 B8 - A5 27 EEER SR - (EES
TEFATTE > FH 11 (ERRE PRI 3 (H0 B BiE -

(Z) Iicf ot & TSk i B B s PE ISR R R B O RAR YA S AU PR 4R
44
&5 ¢ IRITIE B TR B SR AR R IR SRR AR R

HOARARHE (L SR PRI R EER

g w1 =2 =3
X, A E| B TSR R HCE IR R AT 6.630 5.807 5.015
X, N FE SRR RIF 3.809 2.414 2.700
X3 NI E G TR R AT 11.307 11.090 8.765
Xy NFEREBENRERNETIRREHE 6.190 6.440 4343
Xs AN FIEEIAFEL TR 0.889 1.615 0.842
X B FIEEIRE AR F BN R R H U MRE 3.554 2.829 2.908
Xy 3G RN BRI E B R R R TR RE 4331 3.260 4262
X 3SR BRI B R R AR E 3.667 2.199 3.361
X RN IR RE AR F BRI R R R A K E IE 3.077 2.153 2.517
X 1o TR BB R A AU T BN R R SRR FRE 3.596 2.152 2.746
Xy ARIREHEBEAFEGREES 4227 4.137 3.414
(HED 98.463  -76.820  -63.483

FORIRIR - AR TeRE T

FH3R 5 T4 > ANHHSRAEE] 3 {| Fisher’s SR JERBURE - HiEBHEHAERS
WEFIAT > PRIFRCESEF F (H 3.84 A - MER F (E 2.71 DUT - F4G2] 11 {EEAE -
AR TATE B THEHEEAETIRR R | - T ARERE R ) T AFE,
TTRMEBIRE | TAFERFBENS SRR TRREHE | - T AT
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YL TIERAR ) - TERA T ERFAMN T ERRERFCUHME - T &L
HIEREAMI T ER R B TEME | - N SR A TR T ERRRIGE
MORE |~ TSR A TR T ERRE KA K ERRE | NS S hRE
T ERZREENERMEE ) T AFREEEBE AT ESKEERS -

WA SRS R R AR T B T H AR B BRI R R AL OB B AR Y
EEFFIEANNY 11 (ERT 2R TE - AR FE v B H T 71 3 {ERAEHE /L (RE,HY Fisher’s
SRR
F (L;) =-98.463+6.630X;+3.809X,+11.307X5+6.190X4+0.889Xs+3.554X
+4.331X++3.667X5+3.077X9+3.596X101+4.227X 11
F (L;) =-76.820+5.807X;+2.414X,+11.090X5+6.440X4+1.615X5+2.829X
+3.260X7+2.199X5+2.153X0+2.152X;19+4.137X 1t
F (L;) =-63.483+5.015X;+2.700X,+8.765X3+4.343X,4+0.842X5+2.908X,
+4.262X7+3.361X5+2.517X0+2.746X19+3.414X 4

B Bt =30 B REE NG EEFTRIRE T & T Ik 11 TEREEY R G B

AM=FETE > o8mEE > AR SRR -

= ~ IRATIRE B TSRS E SRR RE AT A S RISREERALS Fisher’s 7048
R PR ERER
3= 6 FURIARATE R RHE A ERTIR R

Ward Method 5@ ST PR BR R EAR DA HnkE

1 0.385 131 131
2 0.424 144 144
3 0.191 65 65
i) 1 340 340

BRI © AR O
# 7 Fisher’s M MEB IS TR RIANE AL RERE T Rk (B A)

TERISEREER ARt B g - o

i Sl

FiafEss AR 116 13 2 131
B &f 8 132 4 144
CEt 4 4 57 65

% AR 88.55 9.92 1.53 100.00
B B¥ 5.56 91.67 2.78 100.00
(05 ::3 6.15 6.15 87.69 100.00

Ward Method - 89.7 %R IA(EEEIEEE IEMEDIE -
BORIZRIR © AHRSuEEE T

KR FEER IR EERBRIHEER - 158 6 - iR 7 W40 » i ABC
ST » TEE] A BRICHEABCE 116 A IERESR 88.559% » THHI B B IERE AECH 132
A > IEHESR 91.67% > THHI C BEIEREABLE 57 A » IEWESR 87.69% - AIK. B #HY
TEHHIRE R » C BEVTHEIERERIE - BREOBIEMRSRE 89.7% - T2 » B
HTE R -
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