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66.02% ;74 2% /K F7E 301 ~500 SRR 22, 5 kb 37.68% ,101 ~ 300 JTf1 501 I K DA & tb
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CHR TR D5 K 560 2 Wit R A B 086 T 235, AR SR DA A8 A R A7 58 R 4805 0 BT ) 5 4% 10 30 ) A1 1 2
RS B K B T 0.7, HAL G5B T 0.6, F I H IO 22 (AVE) 5 T 0.5, R Wl 2 RAUE

Bime HRME 2 Frox. BIREIRRW], w] LD AN 3508 2 FOAE i % S PRI SR 4B AR

* 2 BFERBRGEEERNREIESRIEREFANER
EFA CFA Z2it i £ Cronbach’s
= - - S AEfE . DEEE AVE
B F#H 7T B F & 5 REE (%) a % #
S1 0.818 0.725 3. 045 76.123 0. 894 0. 896 0. 684
S2 0. 895 0. 846
S3 0. 891 0.873
S4 0. 884 0. 855

BERE AR - A SOk
2. Jife Y b Je A7 2 0 ) 43
MR TRy O BRARA Tl it Ui b Ja kAT 0 2o T, A )36 v U A S AT A 0 2 A
SOFE42 20, 81(SD =3.80) , LA Ay iy AR B2 3 B 157 98 x 2 A2 MAWHRR o FRHEATXEIN 204, T4
ST JEARPEH R = AR R AL AR LA K Tetra-class Aads , 325l Tetra-class [KIE , 4Kl 2 firs .

EE L 4| | T
it :E';’I : i :
W 044--toeeaee [N - S [ — e O R
’ﬂ:ﬂ : : ] J;El : :

H : ! : :

1 : : : : :

£, s =

7 S R .| I et S S S

i e R o

4 I T =

Wt o R m%ﬂﬁ )

i :@b b o ' :

H R gz . L L

’l% ' :w@ - e E ".“Es'iq o

2 N . I .___m A i ______________

Uit ") @SQ: OQF i |
- e ™ (]

05 -03 01 01 03 05 07
e b S P R T AT S X R g S i

t
-0.7

B2 MRiFpEENEESAHEENRERS X
PO IR A S22

T Tetra-class [#] v 168 2 il 70 551 3 75 J A1 A5 T A5 DT R0 RR AR 3 A9 iRF X 3 68 88 1) 52 o) ., A2
(LA T B DA DX 73 52 0 7 0 5 559 , S5 B 0 Al 2 T A 2% T LA B 2, DA R 30 52 o i 55 4 BT
ATEPER] 7y U R 2R A 2 B, gy v (12 ) RS Jm e (12 10) 3k 24 T, g
48.98% ; A @ Mk (8 T ) Ak BEJE M (17 T0) 3 25 11, (5 Ry 51.02% o MK 5 Al M 7 1Y BT
kAR B, ABETE A B, Tetra-class BHIEHRE I T 45 H 9 DU 2K Ja 1 76 R K2 B2l ik U s 8 b 244
Xt IO i L ] ASCEE Ji 1 A AR S AR J M A FE B AR 2 o X R AR el R Ui M % T TR X i
AR R A DTBRASE A A W] 2% S, O I P A R 0 s i A X 0 R ) 2 o R B AR AR ELE T
KO PEAE ARAT I BTN SRR AT A IR X D 2 S R 09 58 00 52 ) B iR 2

3. R e Hb Ja 1 2T R B AL S DU

R P S 8 A I S e 7 St st s P 21 031) U R 1 B ROK S A B o AR B R
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RN Bl 49 351 PR SRR Y S (B O 5. 22, AR UCGR 1545 B MR I BT (5 B 2 22 (3R 3
R o HPRIIR 23 WU LR ST AR T B . Hob, AR BOE” (TFL) J2& o — 1% T S 8 1Y
BEA SR P (B 2235 —0.59) , iy T HL AR J 4 75 57 58050 A1 RF 3 ol B 2 AN 6 110 3003 B vy, 552 U 90 2%
YL BN FEI A5 B IR 1 e WA B e e o U, S TSR A% A B (TPL) R S5t DX
Nk AR B 58357 (163) AR T Sk e 24 (B A9 ¢ 8 s M (P25 2030 O - 0. 23 Al - 0.22) , T % i
P55 U7 50 SR T R B M DG AR S T TR R ) S0 B AR A, SRR AR e SR AT B O W, U AE T U
BN 80 AR T A A i LA 35 P M 1 B AR S M SO T TRL, PR, 12 50N 43 s 1
e, 28 11 BUHIR T SO BE, N1 LR W 51 4 iR 55 B R i O A% ik Ui 5 B Sl AR, R W
RO R e 3R LT3 AT A B i B 2 1S iV D R AR LSS 4248 o il Tm oy Je v HRUA e SRR
Py A" X 46 35 B 7 A A AR AR T S 90 6 B ) T 0 AN BEAR AR BT DL, RIVEE H RO L8 g 1k A 2 5
I R T R H SRR T B AT SR AL R IR R SE 4 IR o B, BB M LR S AL
A, #0 X T B ™ A A R L, AN 2 2 T AR T S0 (L LI s R AT e, (R IR
B U T B B IS YRR R T AR R A AT 5 0 R 5GBTS B AR AT g
SRR B R Ui T G AR U 0 (A 3 v A S A AT R RO X 0k R P S A R 2 0
Mo B2, 0 B e 2% A ELAR T 2 10 2 500 3 T8 RN UK - EAT 2545 230 B L RE A% 45 I 457 1 % 5 TG
B BRBTUR, LR IE W % AN W96 1) d /N e 720 00 R ) B KA o

3 AARNEERENSEREL RHEZZE

5 HE K= % FE H Bz %
TA7 4. 64 -0.58 4 SQ9 5.29 0.07 RE
TAS8 4.60 -0.62 Jm TS1 5.50 0.28 RE
NES5 5.98 0.76 i - TS3 5.13 -0.09 RE
SQ2 4.56 -0.66 i 4 IC1 4.52 -0.70 RE
SQ3 4.49 -0.73 i - NE1 6.35 1.13 x* B
SQ4 4.82 -0.40 w4 NE2 6.21 0.99 x
TP2 4.96 -0.26 Jim 4 NE3 6.08 0. 86 x4
TP3 4.37 -0.85 i 4 NE4 6.26 1.04 X
TP4 4.29 -0.93 i SQ10 5.31 0.09 *
TP5 4.41 -0.81 Jm 4 TP1 4.99 -0.23 x4
TP6 4. 64 -0.58 Jm 1C3 5.00 -0.22 > B
1C2 4.09 -1.13 Jm 1C4 5.23 0.01 *
TA4 4.91 -0.31 RE TA1 5.98 0.76 BN
TAS 5.13 -0.09 RE TA2 5.81 0.59 =N
TA6 5.29 0.07 RE TA3 5.77 0.55 H AR
IN1 5.37 0.15 RE IN2 5.69 0.47 BN
IN3 5.60 0.38 RE TF1 4.63 -0.59 2K
IN4 5.77 0.55 RE TF3 5.41 0.19 BN
INS 5.77 0.55 RE TF6 5.84 0. 62 HAK
IN6 5.44 0.22 RE SQ6 5.50 0.28 2K
TF2 4.53 -0.69 RE SQ7 5.49 0.27 =N
TF4 4.73 -0.49 RE SQ8 5.42 0.20 H A
TFS 5.07 -0.15 RE TS2 5.34 0.12 # AR
SQ1 4.92 -0.30 RE TS4 5.56 0.34 # K
SQ5 5.02 -0.20 RE — — — —

BERLAR IR A S
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SRR N

1. Tetra-class E‘iﬂ’%ﬁi%%j{ SE TR G N T 7% T R A Y

454 ) B 5 SRS, AR Bl a8\ A 2 BE AL 49 T B AR M FE Tetra-class (14 14 25 1
For ARG 4 FroR o LA A B RO T 4% D e PR T UH Y R B 22 e B

(1) BEAS TN YR EL J M 5 2 ey iR 30 R 5 1 0 I 95 Joid ek 18 D 8 0 Je M L2 Rl 15 Tt e it 5 7t 11 i
Ui A TR IR PER . IR 4 FToR BRI UCCEE a1 32 B0 e 1 BRI O A% AR BRR R 5 £
B AE DL Ty T e o L i I R RR A it AR U 4 4 Y P A R R R H R T
AR EEwE . B IEA TR E LA, MBS 2R Ak A28 50 (TAL ~ TA3) 5 IXCTAE N 51 2 it
e 55 0 A TR A g o7 4 AT 5E M (SQ6 ~ SQ8) 52 Wi il UE AT A L 255 IR 5 1 4% 28 B (IN2 T,

TF3 \TF6) LI I B A RO AR A (TS2) 25 3136 2R 60 (TS4) | #F i 25 s M il 058 B2 7 A L 1) A X
SO B — BB A P B BRI, DU SR 7 B 25 1) 5 ZUA G, (E G S8 v e A 2 e 30

BRI AR T o B, O R W B T AR BUIR 5 R M I U R A R S R M R
X P2 B R U 1 R D BV AT T AP 5 1 3 7 SR B R 2 R W IR 7 R A B
SRR T ARAR A B IE 38 R TE R WE T % 5 R MR AR . LU BFSE (Akama Fl Kieti, 20037
Lee, 2015 s bRA2 1, 20107 ) BB I T 28 100 At 75 5 0 35 25 3 728 ke 1 6 5y T ) o 24 0, 1HL
ZBA T XS S P X B T A A 1 S FR i 7 X

* 4 FR AR [ AR i B B K B AR

AL Tetra-class J§ 1 % 7

BHgE o 4~ x4t #H A KE
ik 3B A (TP) TP2 . TP3 TP4 TP5 TP6 TP1
B 4% 2R 5 (NE) NE5 NE1 NE2 NE3 NE4
o 1E B 5 (10) 1C2 1C3 .1C4 IC1
B4 & (SQ) SQ2.5Q3.S04 SQ10 SQ6.5Q7 .S08 SQ1.5Q5 .5Q9
i B] 4 (TA) TA7 . TA8 TA1 TA2 TA3 TA4 [TA5 TA6
ik % # (TF) TF1 . TF3 TF6 TF2 \TF4 TF5
ik i % A (TS) TS2 . TS4 TS1.TS3
Sl % (IN) IN2 IN1 . IN3 . IN4 .IN5 . IN6

BEORLAIR A S

(2) a8 Tk LA F AR PR BT FIAR 3 45 B Sl 5 M 320 7E Tetra-class BH1 Y DU J& P b, OC
JEAEAL A NI, (& Hef iR (16. 33% ), U W AE 2R AR 2 Pl i Ui i Jis 4 v, L e 8 D 5050 i) e 2 6 AR 0
HEEOUED8 MiAe BRI SR Jm v L, A SR IREE IR 7 5 8 19 8 15w P75 T, o d D 4 it
o HARIRIEW Je s SOMUK MR BT i PR 85 8 0 17 D LA B R AR A 25 3R B8 (NEL ~ NE4) PU I3 8, 5 8
AR W B I it i B A B (1C3) L DX A A5 2 30 (1C4 ) 79 33 Jg 1 , 7S 00 s P o o 2R b 2 Bl 3t 75 il
REJE A L MR R A TR AR B AT TR i o A i R B B ORI R AT REE . TN 4R
(2013) " FRBIF 5T S B, U R H6 AR AR S BRBEAE Ot AT 2 BRI, L L F LS 1 4R R A T
23 R AR AR (2007) UESE T SR A 25 FRE R AR A e i 1 B S B VA B R R R R
b, Lee(2015) " [ BF 58 5 B LA I8 JIR 55 ok R BfG e VAR B0 486 5 A B4R o SR ST SAESS SR 5 Lok
2R O R BB 50 1 235 SR AH — B0, 1 S i 4 e 2 30 0 AR A2 Bl B9 BT R SR I A o ik Ji 2 AR AR PR
A AR I ELOH iR A5 8 I 55 40 A e R 301 B, U T b 3R v Oy T R A T AR OB 18 T 37 e SR Y
Ui, 2 DR E T 25 96 AR L B FE B AR L UE S 1 s 4 S P R AR AR 2 L 0 1 R B 2 M i 4 R
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A Rt

(3) 43 8 P 8 b ik B A0 s T8 4 JBR P R R 5 B R 0 W 1 A B A0 B MR R . B3k 4
7R, 12 T3 SR AL ¥ K T AR b2 Bl )7 18 A 2k B2 G e L Ut 0 A L I 25 5 A R e W 51 4
T X UL, Y ARG R R T I RE S IR T I m R A Rk A Bk = A . M BRR
Ve b, FE R WS W RN 55 5 B T, AR 0 S 3 (TAT (TAS) 5480k E T 9 TR 55
B (SQ2 ~ SQ4) J& T 43 I8 VE 5 0 78 H e 046 7 T, 14 102 55 DX B 8 AR VR R AR i I L R N 52
LI 45 ks (TP2 ~ TP6) WLk U I8 4 @ vk . i e 7l L, B B3 5 5 MR AF , RE S Ny
WE 2 S A R 3 4 R W 5 | 0 IR 5 0 1 B LA A T O B 1 0 v R W T A 0
03, AR R T i 2 Uk i AR MBI T 3 T SR T3 5 20 T T 3 I e 4R AV 3 2 A% 8 WG K
ToREE AL KRG B, LR X 2R BRONR W 2 R Ak 4 A R B SO W B (TR i SR A
2013) % 3 T Tetra-class K 7E $8 753 W % 7 R K T A #4711 945 3 HE

(4) e 0 0% 5 1 0 9 JEL A R P 7 O 200 0 A JR P v 0 2 A, A T A o L R ek D )R
5 3 R A ) 0 0 R LA R VR R L B T S S A e e IR 45 R X
i 5 ) 00 % i 48 2007 238 Ak g 300 B i D AR ( Miteal 45,2001 ) 0 DKLU A 35 R 0 K L
FEIK, H AR KOB (TAL) (ZRARSEOL(TA2) 5% 5 00 (TA3) X g Je A &, 16 1 288 b A 245 WL [ 4%
)8 AT T 7 R 2 T, E S T AR M 17 3 B0 44 o ek A R S % B T e 0 R 3
A5 T 4 2R T A X I 06 R (B A I A, 2014 ) P {E 3G DR A R 3 0 45 S e i 2% B
Mo ATFFONE R | 400 T B0 0 35 A 2 B G DU A S e 3 R 5 0 2
T i) 56 AR 0 1B A 3 B — A I AROE IR R (SRR AN, 2014 7 5 Y 4201677 ) | Bk Ui # B
AN N 0 20 6 0y 1K o 1 6 D A R T AR 8 T A, 33 8 T8 S 30 4 R 149 A B e Al
TR AL X T e R AL IS I LSRR L 20K, I R B S SR SR TR ABEE

L5 1T UL, Tetra-class A6 760 AR 4 5T kA 5 08 1 190t Ja8 1 245 51 69 40 4, 8 705 11 30 26 06 2 2 I 10 b
L RS H T A5 Z 5k B, R T AR bR 0 30 117 3 B9 7 oK 2 AR AF . #2752, Tetra-class
LT f9 43 2K 295 SR AR X i P B 6 A B X B ML X A3 T EL I S T 9 T SR R A B A R
W 7R R B B A A PR L IR U AR T U G R L R I A 2 S B 7 (S
aig 20178 ) T % 0TI SR R T S R, T 2 A X AR G 2R T R A R e
SRR H A B AT A . Tetra-class A5 TR0 i i 117 37 75 5K J2 Wk X B2 TR 17 26 31 B4 H A6 3 )R
b AR R T SRR AN AT W A G A R G X R R W T T HE R AR T
s i A A T 3 0 75 R, M S R B DT AT 4 R, A R Al I i sk 4 D 2 R

2. Tetra-class BEAY 8 75 T H B9 b & P 55V 0 58 55 N 10 R AE

55 IPA R[], Tetra-class A6 75 I A< 23 %) J& P 10 T S 7 EAT 1 102 40 0 T2 44K 908 B P 1 2 725
AR T P S50 S T % T T B 14 B kAN DA B 1 4 i KO AT AR K, iR X
WIS B 1 R B Tetra-class A5 75 76 % J 4k T SEMEFRME 1103025 . f55 TPA LB 2300 ) 32 5 % (00 I
e 7 T S 5 e O 00 (L TSR e R ) SR MY LA S I I v L AR 7R
TR 5 ST AR T T, R 3 TR A KR 4% A2 5T SE (Matzler 25,2004 ; Busacea il
Padula,2005'®") . J5 2L ek ik TPA LU P 55305 2 1Al 2 52 1] 9 22 e 18] 090 28 50 o A A 56 2 801
S| R (BRI ,2013) 1 S R e R o R T A g SR 0 A A 1 B R R LA S
RN L E B AN, TPA A7) o 18 15 R M o sl — A R T e 4 M G R R, R EUR M ]
FEPE A L BA A A5 B T SR B /N A X L2 WK R IRVRE S T e T 2 o R %
VIR P K A R EE e W, {H Tetra-class K760 VR 2R B M S5 20 — A PR X BT
TF1 =l A7 A AL — 1 2 M X R 5 ZR S X, 2 A o AR 5 W 80 1 JR 4 , HL T B 2 il 25 Bk O 1
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AT 1 F 2 WS T 8 e B R O T SRR R R T AE SO P-4 i i 2= ke
J U 2 B, T AR B ROK BRI R — 5 2 48 Bl & N W, 00 o3 R AT e B UK S IR A P R R
B ARV AR, TESTBOK - AR i By 1 7 47 ROK - B O R, R 7R R
XFFR K RAEF T, Tetra-class #5681 78 1 H A4 3 Ja 14 H 28 fu 95 Ja A 0 90 2 G A 0l 7 58 80 52 i) 7
LA S P ) 52 e 5 R T T PN R, 0 T i e o A G [ 250 T 5 e 7 =AY M o )
VR R e R B B AL LU B A T .

3. Tetra-class 5 7 4iF Ji 5 e 1 3 726 1l 28 Vo W85 DX ) ) A7 AE

A 25 6 5 1 2 B 4 Tk 5 AN LA ) — A S B A W 3, JB M SRR AN B ok A s
F8 TS 2 96 2, D R T RE S RS B Nl o SR, AR B SR Al Tetra-class #5580 % B, ik Ui H A 3
73 T P R A P 9 0 T R AN 96 ) R W S8 R R A A ) I 25 5 LU U A% D AR B 12 33
T o3 A A 2t R AR I S B0 25 AN Bl ) RT RE AN DR, AR T T80 AR 7 22 4 D9 AR SR AY 12 THUEA J
P 25 R e I R U I o R TR AR 2 o T DL D T R AN R 0 7 A 43l el A TR) 28 R Y
A e 1 T (e 25 00 0 1 A T o T P A O B T Pk 25 90 0 AN Tl 10 7 A B AR s o R G
Sm I ) L T H. W B0 ST AT RE (AL R B A I W Bl A ST R RE R A AN T .
X R WS AN T RE R U A W X M WS AR TE A O OC R I 4R, HLIE R W A AE
RS o 3 Aol e [RDIR 25 78 8 8 27 F 58 v B PR O B8 3l S5 B ¥ BE DX H] 7 (a zome of indifference ) , A
PRI A8 7 i BUIR 55 14 8 M S UK P52 T B 25 - 249 30 B2 B0 30 I, R A5 10 2 B A B S W O TS B
1 2 R 25 ( Woodruff 45 ,1983‘6] ;Oliver,ZOlOm] ) o

YR A A8 3 Woodruff 4F (1983) 7R 43 BT I Wl R I E AR H AT Al
TE G RUPR E J] 30— 7 X)) 8 SN S 38UTR 25 o AR S AR TS5 [, A 235 LB ot 25 D7 ) 3k 22 06 T
X DX J) RISk Ve BEIXC ), PRt 09 B — B0/ N — 15 SRR o R 5 AR 45 A0 b 1 ) B 8 110 G 2R S
BRI B R B, W E R R, SR B IX AT R — S R AR X (a zone of
tolerance) , Parasuraman ‘5 H [7] 2§ ( Parasuraman 25,1991 ; Zeitham] 25,1993 [1996'*) ) 7§ % %%
Jo - Al 55 90 B ) R T 2 L I A Y DB ) i 55 Y 300 B AT LR 3 S AR IR 55 7K OF- ((desired service
level) Fllidi 24 il 55 7K *F- (adequate service level) PIANJZ YT, 4k T 1 35 22 1] B DX I B O 25 20 DX Ta) ™,
SRR 55 i 00k B 4 28 X TA] A Al RE 8 2 A7 T 3558 G 0 38, A FUAT 32 01 S A80K S L 22 2 22 X T
A RENE BB R B S T UL, VR R X TR] 5 2 DX A o 22 e 4 AAOK ST 7R A [ B
YT 5N — S0 B sl B 3 ) ¢ R S B A, 8 48 o Hh B ) 7 i B 55 1 R T e R —
DX I) i A — A, FLA 4 TR 5 A3k % 9 B S (Yap il Sweeney 20075 3 4 i %2008 )

SR AT BIE ST 4 4 T IX ] A1 5 28 IX 6] 94 45 [7] ( Johnston, 19957 ; Charbonneau 45,2014') {H
&, P RE S AT EAFAE 2 07 X e, TS R R R AR AR e S, 2 R IX ) 2 LA
“h TR R ACEE, T B B A0 B AP B SRR i s TR R, FRBE R A 1Y B 22 1 B
ROK" O B R R o 10 H T 9 A 2 R AT A0 20 2 B W AN S, L AS 2 X R AR 7 Y
7 i B 55 A BV B, BT L, v 1 DX ] R DA PR 21 2 T i A ik = B I 25 S 0 B RO K F D Bt
I R T v ST G A o S o T I A = R ol e = ) Py 2R S e I NS QB K
(Oliver,2010) ™' 53 4h, Oliver(2010) "' TRy , ¥4 ¥ IX. 18] JIT B o 19 B0 30 [ — 2 J2: RE 05 2 714 2
Fe 32, T2 2 DX TR) A M A S, G SR T AR T 0 B A A TH e A, T v 35 X [R) 45 i
SRIZUCHE B R o H, e 01 B 20 i O R AR B AN TR] o 7 2 DX ) o g DA 2% 32 0L Ak BE K F Y
P AN 0T B R AT 2 U2 AR A3 1Y, T % 5 DX ) ) S e 5 e e ot R — o AR v — S IR 5 1 s it 4
1 DA Tl £ 0 S 4 U B o Oliver (2010) 7 5 1y, ¥4 488 X i) H S22 0 08 AN ) 36 100
T JEL IO 2 5 S T T i 3l 2% LB 368 6 2 B BOR W AR P A R M S BOK P o RO, TE S A T 1A R
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EANTR] o T T X A 2 DX 8] 3 330 S T 3 A B O R 55 AR, WOE BT A A
P22 B TR A R o B e 55 I i ——— LU S0 B s o D Ll 4 0 BT HE R ——— 2 28 DX ™ F T 27
T B —— LA SR 2B S LAl (9 X PR 23 T HE SR —— & BEIX ] ™ o ASHIF 5 SEIE 45 2R #7 i H ) 1l s
P -5 7 0 1 TR 1B A7 AR AR X PR O 2, 33X S Tt S e e i 2 T A7 AR 8 T DX

AR B 0 10 5 96 A Ve DX TR) 7 A R 9 s A A LLR 5 T — 2 BV BV A
TRIZE VR 58 D 8 10 W 5 1 0 2 i 55 100 (O o3 Ja ) B 5 Jl A 90 2 06 R, O A R G R k1 S B
ThZ B R U B A K A RE B O TR IX, AR QY 3 U A I, O SR R AT T 3% 5 AR
oo TIERRARWLIC B LN BIR A5 AR W I B B0 45 2 B A By 1 AN T R0 B R (AR
JEAE) B 2 BRI 2 T M ) S 280 4 R T S W] AR T U A 3 R A K DR RV T ROIR S AT 2
A BRI

NLER SRR

1. Wi

DL JE M B — R AT TR AR R O R WA, xR R U R AR G R O E Y R Pk R AT
DU RRAE 23 W I, BE 65 9k R % 8 W6 B W0 VPR Y 45 40 BT I O R 2 T B AR 3 2 W O
BILHR 4 SC B, 1 B Sk Ui 25 W T F 9% R S TR I J B2y ) o AR SC LR L R R AR AR B S )
b, BT Tetra-class B R AL 58 32 XoF W 43 A, X 3 20 H 9 b 0 5 B2 TR P SR AT T o R BEOR
EELEBWR,

(1) AR T8l it it b 45 T Ja 4 o i 25 P T 8 32 1 DT R U T 55 1 Tetra-class 1) DUl 25 7Y
I BRIV, AR 4 X 30 2 5 A R 19 DT RS 2, R AR Il TR i e P WD L Rl A O A 2 R LR g
BRI NS A T A 12 TR MO N oy JE A A S R A N TR M R R R e
Jit " A 12 TR Mo AR B S 2R S 17 WU R B E M . X U I AR BT AT R
b8 M X il R 1) 5 W R I R R I 30 K BB T A AR A T A T O SRR D A B X U AR
BB S A RS o AT UL R IR B A% MR M i A AR B Y TR SR A R M, B B Hb AR
SRR g 1 1A TE A gk

(2) Tetra-class A RKE 7 3 15 SK AR AE 99 A iF % 6 20 B8 A7 S Y 06, H A% b Jis 7 ) o7 kA 288 531 3
A1 RE 0% BH B S e R O T 3 1 % SRORRAE o U8 I e R URA 1B L AR N BRI S5 RS I i Y ) A% 2
il 2 G () A BT R R [ A R U T 3 ST R R b A A 1 5 AR RS [ AR TR B R S X Vi
TR SRR SRR Z e B A S 5 R RRE, BB O Ui 7 i R TR R 5 1Y e U8
181 55 W H B LA RS S 6 185 i & B B DG B, Tetra-class (9 J& M 28 51 5 7 3 5 3K 9 %k 1 1
WL T EE T T BB R A A TR T g sh A R g (A B DS T 5 TR SR AR AR B Y b it
SR

(3) Tetra-class BRI4E 7R T H (1 4 J M 3 21 1) 58 B DN TR R AIE o 0] T 20 MR 0 2 B % 4l X
RS I (1) E R R R SC T S OKO  pR A BRI, Y b 1 R A P A
T 8 B 1 5 e X L % e e 1 S e RV D PN R . AR LR R I Ml O TR M I M A0
P 5 i) 757 XA A JB R S Sy JHG S ) R R A LA R i AR .

(4) Tetra-class A5 4 Ji f2 it H 0 2% 006 8 V2 E X117 (O AE7E o AR F 5% S HIE & 30 0% 2% 1l 3 A
T 04 77 A 43 0 F O [R) 2 B0 0 b Js vk 2 S L D R Y S T T R AR TR T R TR
ANl 1 T AR T RE R A N o X 3 B R R T RB R A T R AN Tl S PR A R A
LV 75 W T A AR T AT I S N T BT A B 1 R RS R R B R L, B R A X
[ 4 E b i o3 5 SR TR M 9 SR, BE SO 10 B 1 b B U O B 4 Sh it Tl SR W 11 AR
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4Tt

(5) M PRFE A R T ARAR 2 Bl 3t 2 S A T B8, A B X6 P b e B G0 TR DG S ekt e
BUROK- 15 BT A B ST ROK T 2P K A R SOz AR SR s R, R g g T SR
& A B I DX 3 e Ui 45 8L 58 38 M AT 0 BRI, A 00 I R R AR T TR, R R T i R 5
L7/ TE i i 1 A8 (= SN B 2 A1 8 W01 7% =R A el B e A

2. PR TTHER

(1) ABIF S8 A0 R U7 1 458 T B0 Uk 1 77 b 5 AR 55 T8 P X It 2% 9 2 1) BT R A7 A A R S =X, 2 X T 4
B R S — SR B RS R . DIAERYE Tetra-class BEIR LRI i 1) S IE BFF 5
A0 A 5 i ol A A 5 DU 3 AR PR 2 el i e b AR A7 SEUE S BT, 8 R BRI A R X U0 7 i
F14) 52 Wi 5% XA A 7 O 2IS 3 350 0T T 52 Wi JBt 25 6 2 0 B 1 i M LA AR B AR PR B 4 T TR I & 0
WESE , IFUESE T Tetra-class 7E i i# 16 58 T A 3i FHME

(2) 38 3 B Y 3 P2 5 i T 3 28 S04 i, N SR 2 WA BE 48 7 1 Ui 2 6 2 B T2 UL o %
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The Categorization of Destination Attributes for
Tourist Satisfaction based on Tetra-class Model .

A Case Study of Taibai Mountain National Forest Park in Shaanxi

ZHANG Chun-hui'??* BAI Kai'*”
(1. School of Geography and Tourism Shaanxi Normal University , Xi’an, Shaanxi, 710119, China;
2. Shaanxi Tourism Information Engineering Laboratory, Xi’an, Shaanxi,710119, China;
3. Shaanxi Key Laboratory of Tourism Informatics, Xi’an, Shaanxi, 710119, China)

Abstract; The reasonable categorization of destination attributes affecting tourists’ satisfaction is the key to reveal the
formation mechanism of overall tourist satisfaction and propose effective improvement strategies. In view of the defects of
traditional satisfaction theoretical models and linear symmetry relation hypothesis, from the perspective of asymmetric
relationship , this study attempts to categorize destination attributes of Taibai Mountain National Forest Park using the Tetra-
class model which hypothesizes that some destination attribute weights are performance related whereas others are not. The
study demonstrates the viability of the Tetra-class model in measuring tourists’ satisfaction with a tourist destination.

The main results of the research are as follows: (D The modes of forest park destination attributes’ contribution to
tourists’ overall satisfaction covers all four types of Tetra-class model. Nearly half of destination attributes have a stronger
influence on the overall tourist satisfaction when they get negative evaluations or positive evaluations, indicating that the
variant weight attribute of destination generally exists. (2) Tetra-class model incorporates market demand features into the
measurement scope of tourist satisfaction. And in the empirical results of this study, the distribution pattern of destination
attributes’ categories can clearly reflect the characteristics of tourism market demand. The value of sightseeing tourism
resources , staff service, tourism facilities, sightseeing facilities, these 3 attributes are the necessary condition for forest park to
survive in tourism market; natural environment and tourist information service in scenic area are the clear demand for
tourists; interactive, participatory tourist attractions,services and prices that impact on the tourist’s deep experience are the
key to create tourist delight. (3 Tetra-class model reveals the complete connotation of the destination attribute importance,
including destination attribute’s impact way and impact degree on overall satisfaction. Thus, Tetra-class model makes up for
the deficiency of neglecting the nature of attributes in the previous theory. @ Tetra-class model reflects that the tourist
satisfaction is a complex construct,which may consist of two unipolar dimensions including satisfaction and dissatisfaction,
and there is an intermediate state with no obvious dissatisfaction or no obvious satisfaction, namely the “a zone of
indifference”. ®In order to maintain and improve the overall tourist satisfaction in forest park,the performance levels of
destination attributes should be improved in accordance with the following priorities ; Firstly, the attribute of accommodation
facilities should be assigned highest priority to improve. And this attribute’s performance should be maintained at the average
level so that it can not lead to dissatisfaction. Secondly, the ticket prices’ rationality and tourism information’s completeness
of scenic area web should be improved. The performances of these attributes are helpful to directly increase the degree of
overall tourist satisfaction. Thirdly, the eleven Plus attributes about tourist attraction, service quality, tourism price and
information communication should be improved when forest park destination needs to promote its market competitiveness.

The theoretical contribution of this research lies in the following aspects. First of all, the study proved that the
contribution patterns of product or service attributes on customer satisfaction are also different in tourism context,which is an
extension of the research on the relationship between attribute performance and overall customer satisfaction in marketing.
Second , through the analysis of the market significance of destination attributes’ category,the formation mechanism of tourist
satisfaction is revealed from the perspective of demand level. Third, according to the relationship model of * attribute
performance-overall satisfaction” , this research classified the attribute elements of the destination, and it expanded the
research on the tourist satisfaction.

Finally,based on the results of study,some suggestions on the management of tourist satisfaction in forest park are
provided. Tetra-class model should be as an important tool for tourist satisfaction management in forest park. The destination
managers can use this model to analyze the previous tourist satisfaction survey data, and to examine the change of the
demand of the tourist market. Meanwhile, the managers should exploit multiple channels to identify the Plus attributes. The
last but not the least,in order to meet the increasing tendency of tourist market,two suggestions were put forward. They are
the upgrade of forest sightseeing tourism products and structural optimization forest tourism products.

Key Words: tetra-class model;tourist satisfaction ;destination attributes ;forest parks;Taibai Mountain in Shaanxi
JEL Classification ;733 ,M31
DOI:10.19616/j. cnki. bmj. 2018. 05. 008

(HHEHRE.F

i
~—

140



