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A Study of Relationships of Customer Perceived Quality ~
Experience value ~ Satisfaction and Loyalty — Cases of the Hotel in
Areas of Kaohsiung and Tainan.

Lun Chung Tseng * Yu Ju Chang

Department of Recreation and Health-Care Management,
Chia-Nan University of Pharmacy and Science, Tainan, Taiwan 71710, R.O.C.

Abstract

Since1956, the tourist business started to develop in Taiwan, and also in this period, hotel business started to
begin. The hotels should maintain well the perceived quality and experience value, for increasing travelers’
revisit intention.

This study discussed the hotel the relationship among customer perceived quality, experience value,
satisfaction and loyalty of . And in areas of Kaohsiung and Tainan Hotel for the research. Distributed 240
questionnaires. 216 of them were turn back. The feedback ratio was 90%. In this study, the study using SPSS
12.0 statistical software for analysis questionnaire.

The results of the theses list below,
1.Customer perceived quality and experience value had significant positive influences to overall satisfaction.
2.Customer perceived quality * experience value and overall satisfaction had significant positive influences to
overall loyalty.
3.Customer travel behavior have a significantly on perceived quality differences.

According to the results of this study found, hoping to provide recommendations to hotel management industry,

for practitioners as a hotel industry in the direction of reference operations.

Key words:Perceived quality, Experience value, Satisfaction, Loyalty, Hotel
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