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A Study on Service Quality and Customer’s Satisfaction about
Hot Spring Hotels in Baolai, Kaohsiung County

Sung-yuan Jang

Abstract

The purpose of the study was to understand the general situation of
service quality and customer’s satisfaction about hot spring hotels in Baolai
area. The method used for this study was hot springs service quality
measurement inventory, which included personal data, employee’s service
quality receptivity, and customer satisfaction. A total of 400 questionnaires
were mailed, 336 copies returned, 301 copies available .The average of
effectiveness was 75.25%. The related data was statistically analyzed by the
descriptive statistical analysis, the t-test, one-way ANOVA, the Pearson's
product-moment correlation and Scheffes’ post-hot comparisons.

The major findings were:

1. Most of the hot spring hotel customers in Baolai were female, aged between
30~39, married, graduated from college, the average of monthly income
under 30,000 N.T. dollars, service industry by occupation.

2. With the different background variables, the difference between service
quality receptivity and customer satisfaction were: the occupation of the
participants was different from the dimensions of © facilities and

environment ; and " convenience ; as well as " the service quality ; ; The
average of monthly income was different from the dimension of T facilities
and environment | .

3. With the different background variables, the occupation of the participants
presented differences on the customer degree of satisfaction.

4. The consumers at the Baolai hot spring hotels thought that it was relative
about the service quality’s receptivity and customer satisfaction.

Based on the findings, some suggestions were made to the hot spring
hotel employer and to the further study, as well as to be helpful to promote the
leisure industry at Baolai hot spring area.

Keyword : hot spring hotel, service quality, customer satisfaction.
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