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Abstract

Key words: Satisfacation, Quality of Service, Revisiting willingness

Kinmen National Park has become a popular tourism destination for domestic and
international tourists, due to its rich natural resources, historical war monuments, and
traditional architectures. The policy of “cross-strait mini three links” and “Chinese tourists
enter Kinmen with arrival visa” dramatically increase the number of visitors. Especially in
the high tourist season, large number of group tours not only crowded tourism attractions,
but also reduce the quality of experience. The purpose of this project is to estimate the
tourism capacity of exhibition areas and to establish suitable tourist service approaches in

Kinmen National Park.

This project selected 21 in-door exhibition areas in Kinmen National Park to estimate
their recreational carrying capacity, and to evaluate tourist satisfaction, service quality,
tourists’ willingness to re-visit and recommend through questionnaires. Field survey
includes: 1. exhibition facilities carrying capacity survey, 2. tourists’ distribution pattern, 3.
tourists' behavior observation, 4. understanding tourist recreation behavior and public
facilities usage by interviewing commentary staffs. Questionnaire investigation includes: 1.
social carrying capacity, 2. tourists’ service quality expectations and level of satisfaction, 3.
tourists’ willingness to pay, to re-visit and to recommend the attraction. In total, 1644 valid
guestionnaires were collected. Each exhibition hall is given an evaluation on its tourism

capacity and information, spatial and recreation management strategy.

The results showed the tourists’ satisfaction after visiting Kinmen National Park are
significantly higher than their expectation before visiting. Tourists also show high
recognition for service quality and professional commentary, and high willingness to re-visit
and to recommend. Based on the number of tourist and tourist behavior, different tourist

service management models are proposed for each attraction: "technology information

nmn "mn n

system implementation on control measures," "ticketing system", "package ticketing

nmn "mn n n n

system," "group tour reservation system", "scheduled screening reservation", "other
control measures", and proposed follow-up recommendations for improvement, such as
establishment of collaboration information systems between National Park and Kinmen
County, continue improvement on service management model, overall service quality

improvement and adjustment of visiting directions for Kinmen National Park.

Xl
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ZEfH] ~ BHER R BE N E T HFE R - A S BRI RS E -

et < T I AR it B B it i A (S FH & BT U By 1 AR BRI A i st e -
TEIMEE(1990) 2 HH il 5 N\ BB lis REEse it > DA IR h 2 23l ~ AR EE ~ B
PUHEEIS AR o WAEEM i bl S ERZE AE Rl iR E SR E 2 S
“Z{{HE - 1M Canestrelli & Costa (1991) DURER F51H] < (L IEH ~ EERALIE - ([FEHIGILIE -
IR ~ BEEEY) 2 IREA B H IR L FA TR F Ry e l R 2 2 PR -
PoEA LLIER 22 N [ (2000)$1 ¥ A\ T e it 8P RE 2 4y N B0 5= 51 0 5 i/ N3 B
B/ N BRI 5 A 0 BUSHEEREE & 25 A 5 2R #EiE Hat 25 (Efir+ - 2
[EIYAREE Ky 25 A o Ballr SRR T 2 LAs i Y L S &/ F Ry I RS R HIIRES  57%
FEeFIBZR A B R i 2 EATR KL - BFREW20 T MR eERE (L AE AR5 N8 -
ARy I R E R E SRR s — -
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FE SRR

= EREE

FP R 2 155 % DU B A B E LB R AE » 2004 FRUALLEIS
+ 2009) - BB L FRRE 0 L0 IR - 57 SRS R 1 T - (B ARG -
S LN ORI R NS B SR LEZ 8 - 2005) o AEPSNIBETISE > 4651
SO T TR A RRIEI (Manning, 1999 3 #F3EiE ~ T8 » 2004 5 5
S - PSS RS  2009) ¢

(—) ) kB L F 5w (Stimulus overload theory)

RBEBEY E 2 Ry 8 N RS2 FIHE S FH (B At N AR R R AR Y
SR 0 HomaH RS BGERR_ BRI 21T & LHIIR] (Schmidt & Keating,
1979 ; Manning, 1999 ; Lee & Graefe, 2003) ° [fj /5 H-fth £ E+2 1 HAth (R Z B 508 H;
ARUEEE > WA PR EE L R - SRS NS A AR O &)
(Andereck, 1989) - I RIMHYACEZ & & S AKIVER ST - HAE ASAHE - FERS
B DL B B E & TR 45 5 7 A2 (Schmidt & Keating, 1979 ; Lee & Graefe, 2003) ©

()¢t FEEE R (Social interference theory)

TR R 26 N2 N R B8 Bt A e AL L BLIRRE - e e
I8 ~ 5% ~ BRiBEt 32 g g - st H Ay S s AR H BRI AT aE
JE A V1 (Schmidt & Keating, 1979 ; Gramann, 1982 ; Manning, 1999) - 752
it AR E IR T AU A EE T R R BERE A A 2 BV ELEA
¥ KA EEVIEE - Bt G RUEETT o Mt g T80 - e 5
Fh= wleEi e n] DLIIZEH B HYIRBE (Andereck & Becker, 1993 ; Lee & Graefe, 2003) o

(=) ¥E 37 = (Expanded crowding model)

Manning(1999){E Il tE & sm Bl et & T THEEm A Em B T > B2 iR e s
1 FERIE 2-2 > BRsO S (AR R R S 2 iR - a8 A e & e
AR B N T R AR -

EE st > T RESRE |, AE ARz 2 T BT E R EE ~ B Ay
PREE ) B0 N TEREY > BERE AN TEEE - &
o TEEEHE ) = ERE T EARE  TARE ) B TERERZE O TE
NFFE | B SBE - SR (R EHASY - KERBlRe s A
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2T ARE ) RS EA R 2 R > AEEG RN ~ BIRRET RS o T RN
T E R A B AR N -

AT EEAR T AR (2 LB R (e R B R R R AR TS - (R
Fo EEETEmEE RS - G DUREFENRIE R NRr BRI PRETIREEEN - ARG
B - GRS G E R Z IR (4 -

HIE Rl 5 e A
<> HE2E <> HEEAERE
¢ BEBERML %fi(ﬁﬁﬁﬁ@] S
< Hacacek > IERERRE

Y
AR Bl
B <> EARE
> M ARE
\<> HHRAZR )
. IR
/ \ RIELT Ky

HIERL T > Eik
> EERIERHE \<> S )
> BERERNE
¢ B s
> TR LEATHIE 7SS
< REEHVHE &
¢ EREER o Fgm

\ y )
2-2 PRFCHET R
(T)AE 7774

PRZJ1(2000)f2 AR 1 w54 IT DABH bR R HH e R A T i 2 0 i e AL 5
JKAE > DLURGRIE ERYEER] > Bt R RS SR E A %FFZEH?‘PEE =
T ST RN Ry B FE Z R HAS TR SRR IIEAY R REIEER - B2
= EHSCFRGIERE I 237 BEEHEENY > ZE GG O T EL
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FE SRR

fBa - EE RS - FrA g J7 AR I DB M B E A E > &

AE B PR AU BRI Y 15 ) (Manning, 2011) - PRIELHRFE L HIGE » 22008 AR
TS S KRB (1B ~ BRFEAR - 2008 5 BAZZAH » 2011) © Manning(2010)AKCHI 5
2 H AR EA RV I REUREE - MR T UESRRE - AR A vl R
ZHIRGEL ~ IRAFAINGES ~ SIS/ DALBUM AR A - KSR R AR 5218
SRR E - SEEEREE - DARE T EERAIE -

e IBER AENEREEEE AN — - Qe HARE A B HIEFRUR R B2
HYERRE - 2R - £ —ZEfEN BBy & SRR S AR (R AR E - DAORFFE A
ZEEAHA AT - 25 Hall it 1963 FE4Z L | Proxemics | » AJEE fy AFREHEESE -
NFAZEREIEE ~ TTENZE e M T RS - st N T RAE T2 - /B
BRI R RIS GHAZ > 1996) o Wi B — 25 Rbyie A\ & BhBEE oy Ry VU © 3R
ZE& 15 (The intimate zone) ~ {# A& I5(The personal zone) ~ 1% &35k (The social zone) -
I\ A& 35k (The public zone)(Hall, 1966) o DL #1342 DU ek du g 1 i 2C

1. HE#EE(The intimate zone) : FEEERy 0-45 57 SR ABIEBIGIVET] » 1K
A~ IR~ tHEE - ATLUA EE - BB S S RosE 2 T R E ) -

2. {# Nl&i5K(The personal zone) : FEE Fy 45-120 /377 - i H B ACHE R SEHIIIA ~ [F]
FHEE > DU HAM SR B 2 R T B -

3. HA&IK(The social zone) © FHEERs 1.25-3.5 AR - BAFEA N ~ P Z A ZE.
PRk - EHEER BT FRRBEE T BRI, -

4. NRIEIER(The public zone) : BEEERy 3.5 A RLL L - 3% Ryjsiak ~ seafEiEs
FEIC @SS DA BT B3 S LT ERE - AL AR L BIRE (R 5% F
B .

FPORAGTEANAIAE R BB E R - HUS R S e as N2 s

AR Hall(1966) 12 HH Y+ A s {F Fo b N BHIARE -

B=ET RS

A (1994)48 SR B FE RAFAERFE AR LEL - B FRORARE Z EEEER - B1E

ENRIEBRAYACNE  Thomas(1964)f iR HEBHIMIN R 4N /s b ~ R EBLGREE -
TR A ~ oAt - AGSEE -+ RIS | 5 Z2RE (5% » 1990) » 3R 2-9 » Mcintosh
1 Gupta(1995)f2 tHAE AR SR BB > fVURH © 1.4 BB (physical motivators) — i1
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HERSA N EEKZBFRE LI B Y » AUERIKE - EE) - i RREEEEE

2.3t #Ehf#%(cultural motivators) — FEEREFIESHIG, - TSIV ESUE - FrEE
ARG T DUZ B & s 4l T ) AT SR % S 3. NS @i (interpersonal
motivators) — FEDUTATEEN & T - BEEEEHE A4S - G Bl LIFEEERYER

5 PREIAR - BTV GE S © 4 B Y B)f% (status and prestige motivators) —

FZEHE A RERAE A AR - WIS RERmIS M RORRR - GZoRE R RER

BN ER T &gt ~ 3 B 22 B ST S (1 5 | B SRGS » 1994 5 (SRl - $P82(= > 2003) -

Beerli £ Martin(2004)RIZ 5 hic BE Bt oy R VU © HIGK ~ IFR ~ {REEBIE (5 - Pearce H4
Lee(2005) sk i & B R CUIE DR - RS - BRI EIRERZAE -

R 2-9 JRIFBEINER

BEE (L EET TR A
1 LEERMNER |5 WEEAABNL |8 EEMHCE | 10 AE
AT A~ AR RIS | (IR ST 10, [
2. EEERFRIE |6 FEME T o. EHMETH |12 M
5 7. ERERENRNE | RENAEEEE (13 ©F
3. SHREREATE | BB fry 8 )5 1. =i
PR AR T 8 15. BN —WHIAS
4 EBHERINE 16. ERIEE
B 17. SHES
18, TRRAVEY

ERPE ¢ (Thomas, 1964 ; 5| HZ2RE(S5E » 1990)

BN Bl A B iRIFENEAFTANZI5E 7T ~ GR4EAZ(2009)RAE I 2 8 1 A RE
TRIEENRLL T E R RACHE - fE 1.k feEt 0 ARS - BB TR BT
% 28EE ¢ WA (B 5T 3SR - R EY) ~ R 43R
& - AFEHIG AR AR L 2 Bl 0 S.BLR GG - W EEMEYSE - e ~ £
HE ~ 2HE1F(2010) AIE R AT A E BRI R A EE ) Bl Ry IiciA (relaxation) ~ 1%
(knowledge) ~ #5R%%(entertainment) ~ [ {3 (prestige)VUFE fi 5] & /E R TEfCHE -

3 < Pl 2 SR BN 2 BT 45 SR AN TR AR (201 2)5fF 2 P e 258 25 iR A
DIBESE ~ (RS EREE - \PRSCR B SR G ENE R ik I Eh AR AT - Saiifl€:(2010)
KEIEHITT - K e E e BRI 1 22 BT SRRy T A EReEs T Ik
WoHTRIEL Y= )~ T SRR, ~ T BRI e, B T IR AR BLRE
fém -

[ERAER S ~ BIP B o A EEL G I h i 2 fic i gt - M5 e P IR 5 A R

5
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DTS ~ BSOS T A IR B AR S Y HI5 AR - BB L,
B THREE S TST{RBUEER TR T ARE TS B MU | BEE R
SHEMIE (i > FERF 2-10 -

% 2-10 JRIEBHHIEIA

= B | mE | femmm | es | A | oae | UEER
Thomas(1964) * * * *
Mclntosh & Gupta(1995) * * *
Beerli & Martin(2004) * * * *
Pearce & Lee(2005) * *
FI5E7H - aR4EFZ(2009) * * *
Bt ~ FHANE - 2{E1¥(2010) * * * *
B #1F1%:(2010) * * * * *
jRE]#%(2012) * * * *
ARetEEEHE

SFUUET  AREsmE

— ~ R nE
AR A% E Ry M B B B AR RS e Y HE S B PR R Az 1Y 72 | (Parasuraman,

Ban'E - i HRE R S AR O & E TR A B B R 2 B 2 72 B (Churchill
& Suprenant, 1982) - G5 fifi ~ 2874 55 (2008) 2 7 45 T T & o 2 5 R B R 20 2 R s e '8
& - B2 el B R ERRETE © 1€ EAOIR T iISA] - A EfRERT I IR E &
JFE - R IRAGRRIR R IP RO 2= - R N m S e R i -

Absher(1998)f ! 22 IR &AM AL E IR ETHEH - &HPRRMERZE I
ZEH > AR TS A RORS A B B4 Ry P - ER(information) ~ ik (service) ~ 35t
7 E (facility-sufficiency) 5z 55¢ i 4% & (facility-operations) - Graefe ~ Absher Ei Burns(2001) -
Li ~ Absher ~ Graefe Ei Hsu(2008) ~ Li(2009)zEFH Absher(1998)FrEH > 22 IE & ~4h
ISR S TE CTHE - S EGENRR AEFEHATER - FiRGmE
EranEl PO{EHE A - BER(information) ~ iRT5 (service) ~ it (facilities) & e i (experience) o
B Bl EEIEE S IR - IR - FIERERES e 8 TIVRRE - RIEHHE
[EHEEE | taiEFEES - RifT ~ 20 - fEEREEE FERG R - ASTE R
Graefe % A (2001) ~ Li % A (2008)#1 Li(2009) » LA="K A : " &&H " &t o B2 T AR A
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1 Ry R -
- HE - REEE A PA)

Matzler, Bailom, Hinterhuber, Renzl, and Pichler(2004)}5 ! » B2 — FIHEE 4T
(Importance-performance analysis; IPA)3E 5 {5 F 1E 1D 24 58 B RE Zom = [ SR B s R 75 e
S FEHEE BN E S - A SRR R E AR © Yu & Shen(2011)H]]
mo by B B — RBR R A ] DL AR P B R = 0B IR s - 2B B A
Fg57k - B — RIAREFLIEH (Martilla and James, 1977) » 41f&| 2-3 > H i EYPU{ESR
43 7 F5(Chu & Choi, 2000) :

FIR | — AT & B YIRS R A B M B SRR R HE AT S Fr LA 4R ET -

IR 1 — B ZE | EHREE N SREEENVEERERRSHY > EEiER Y
AV FORIERGE R E RS TP L -

ZIR M —{ENEfrE © fhEfRsE A E RN RS LA E - A EEEE - HR
HEREMRE > FTAFEBSHIRE - SEERIE TP -

LR VBB « RFEEEEEER  EEFARERERY  2EEEEE
B2 o MEZIEER -
AR EASEF T Al 2 SR iR s e Mm e fE (SR TR ~ s ol n,

PESE 0 2004) > SR T D CHIE RS SE ﬁflﬁfu( 4k ~ 228 > 2007 Ei 2E
ERABEN ~ BE4E » 2011) » TR T GINESA LSS, » DAL G T E RIS EGETE (Chu
& Choi, 2000 ; Huan, Beaman, & Shelby, 2002 ; ) ° A& ZIKLJriEE[E% AR TR
AR RN BT R A E RS W E S

H
I |
B GEER
ERE
n IV
BEEE BEER
L H
R

2-3 B BRG]
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FBOET REEH A

— ~ HEEHIRE

" 4525 (total quantity control) ; S » BMAE B IR IREEAR R 2 ik
FHARERZ BN » RER R E i EN 2 SR E - HE—TTHAE
HEERS SR R S5 T NRE R AR AR MR BACRE - AL » — AR B DU
REE BT EZ RS KRBT - BEEHREREH(SHLBER AEE
B > 2003)

‘-NT

1
iz
L

H

BRIz B H g i % o PRERE R OB REER ] - AME IR
TACE B M B 2 BSER i BURE E  Bl 5 A E B MBS (B E T,
1990} FPait BHA T

(—)bg s At45 (Increase Supply )
B0 R AR HE 4G T - {50 2 R < JBR T [ - W ey R B 2 P 7 T T
1. B fnae e FH R

A YRR TR ¢ (1) R RTEAEARBHBURE ()RS B 2 93 A%
FREEREL 2 A ¢ B)ECEH M7 AR e i S YA ]

2. W OAERER A 2=

FTER (IS A A ZE R - QPEIAE SR - AR Nz s
HMIFHZERRTEAY -

(C)FR R iFEE(d F/E % (Reduce Impact of Use )
R E R R IR A HAVE R - SR 0 R = e i SR -
1. R

DA B 2 (o FH SRS T S A 7+ (1) SR o T U (2) S (s

ME -
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Fip || F || e | | st || st || s || s | # || g || ag || ks ] s
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wies || v
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N IR Y| RE: el =z|| all |l A
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S
%
B2 || || A eyl eyt
gl |l % (! (eSS
o e Gdi
s th
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2-4 [FZAEETERIS Z 2458

2. SYEUEEEAEA

AIEEFH LU N RIS ¢ (D PAE oy U Eh B e (2) AT PR Erseit e
REUGE) > AT AR A @R -
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3. HErpEErEEH
JiE R Ey - (VLI - Q)BT HEREEED) -
(=) NIRRT 24 (Increase durability of resources )
BRI e TR H A R E R - DU b H i i E B AR
N i A e A
AQ)BZGREDE ; (2)F%MFREL - G)ATMENEE == -
2. WEECUER R
(M)PRAHEZ A (Limit Use)

TR FE R K SR BEREN - MR T i SR B > DAMERTEY
NEES Z RS © AR R - BEEEIR] - R EPRE] - =R - B
PRAEA ) an R A -

DL E RSt o] AR T > EARRSHC - MAREI SR A B 2 PR (s Ry lt: ~ Bl
REF)HUE EREE > DU VIR G pli i i e 8 - HAE R NE &

= BEEHZED
(MBS ERACR - BB m AR LA B R B R S & E k)

R KIS > THRAF 2.85 P AE « BB REY 88 a4 R
%itﬁﬁ EH R BRI RE 8958 H 1 HIEZFA D - (R Rk
Z HIFM M AERREIR R e R EAERRAE -
1. BEREREEH
RHEF3IH1HE 11 H 30 H - &H 4 9:00 £ N 5:00 - (HEF 6 £
9 A& XiEREE R/ EH L 8:30 £ 5:30 -
2. BABCHESER

H— ~ H T AN H R R R o =R~ Eir
BAIEINEARE - £RESIRIRH Y - Efnﬂﬂﬂﬁm%“@%té%fﬁ
HECH -
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3. BEHEREFESTRET

Fo AR A - RS DA BHEERABIRE - 3
F1UH B BT ROANEREB R 1,000 A > H=7F 500 A - Ffi
[Fl—HrE S Bl ANB B HERRHE IR > SRS EEANE
A~ B RAEVIEFE R L 250 A~ =D 125 ARJEAT AR
HIREH > 1S MARHE A i - BRI S -

4. WEEFETIEG

B B EEMERERMMSEL -

B AEEASIE - RA A - 89 - 18 RSSO AR A E A
REEIR ) -

B ZEEREERR K BRE U BUERE - REYLBEEEARE
TIRRREL S A RRIRR Ty

W 2R R AH SRR ROR B -

B AEEABNNERIERE  BEEEFHEY) - BUKSEE - HEEY
el - 7HEEEE -

B ABBEHANERE  SEEEHABERESRASRERE > AMHEER
B - WHEEEEA - SUR - BIR - & - BeEaRAE - RETES
BRI R FARESH -
W EURAER A BSE AR NSRRI - 48 IR R E G 1R
EAT R FH -
(D)tRILEYE (ERACR - TTEbi L B g Mkl

tEEERR RS, 1,097.9 A BB GEILE R GE RIFHIRIRFEE ARG -
FREREY 82 F4UFHIK 30 AHHVHYIE R FHFSE - HYE LSRR E A0 &
B2 H AR AGEI TS - 1R SRR S ISR M R S Z E R E TR
TR BB BIPE TAERRIREE - BRIEEE - PIIMER KRR BB S

1. BRI EH
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Dlss N R E MER2E  REE f R R BRSO E e iliiRiE - e i
T KA S S A I B AR L o BN AR B HE (s Rl fE] ik & (instant capacity) - fi5 5. — 1
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