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ABSTRACT

With the development of the society, tourism has switched from initially luxury
entertainment to common activities for ordinary families. In modern society,
travelling tends to become a necessity for mid-class families to spend their holidays.
In addition, university students, with increasing discretionary spending and a great
amount of time, have grown into an important portion of tourism product consumers.
To be accompanied by the increased demand, the competitions in the market of
tourism have become more and more fierce, making tourism products improved from
earlier standardization and normalization to currently individuation and differentiation.
More humanized services have been created by different companiesin order to secure
themselves a position in this competitive industry. Tourism industry is classified as a
service industry. The satisfaction of tourists, which is strongly correlated with the
quality of the service, determines the future potentia for the company providing the
service products. For this reason, developing a practical way to correctively measure
service qualities is of great value to both commercial field and academic field.
Consequently, topics on tourism service quality evaluation have been frequently

discussed in research papers of tourism industry since last century.

Current research papers for service quality evauation in tourism industry are
majorly focused on single tourism product or single enterprise, lacking a deep
research of integrated service quality evaluation for destinations. However, tourists
receive tourism products in an integrated package, involving traffic arrangements,
hotel quality, route designing and so on. In order to provide a better service to tourists,
it is necessary to consider tourism products as an integrated concept rather than a
separate concept. Managers and monitoring departments will better evaluate the
service quality if everything included in the service is integrated into a whole package.
Based on this thought, this paper will put forward a concept of Tourism Integrity
Service Quality measurement, which aims to develop an integrated service evaluation
model established on tourism system. The two major methodologies applied in this
paper for constructing the model are summarizing past papers and interviewing

professors.

The evaluation model constructed in this paper basically covers every aspects of

tourism industry. Nevertheless, some basic modification must be made if the chosen



destinations are different for the one introduced in this paper. This paper takes Taiwan,
apopular tourism destination for mainland tourists in recent years, as a target example
to illustrate how to use this model and modify this model. Secondly, the objectivity,
accuracy and practicability of this model are evaluated based on analyzing the data
collected through interviewing and surveying mainland tourists. Thirdly, a further
modification to the model is made through methods such as factor analysis and
frequency analysis to generate a more objective and practical evaluation model.
Finally, a suggestion for how to improve Taiwan tourism industry is made based on a

sample of survey to mainland tourists.

Keyword: Taiwan; Tourism Integrity Service Quality ; Evaluation Model
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