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Abstract

According to figures from the Tourism Bureau for 2007, Taiwan had a total of
2,670 standard hotels, for atotal of 104,722 rooms. The hotel industry’s size and its
output value have a visible impact on the broader tourism industry in Taiwan.
However, in comparison to the size of the industry, research on standard hotels in
Taiwan is still quite insufficient. Hence, this research proposes a one-year research
project. By examining in a preliminary research the service quality indices for the
operation and management of standard hotels, it is hoped that we can provide a
comprehensive structure for service quality indices, which will alow managers to
survey operation strategies required, and thus become an internal function for
continuous improving service quality and service innovation. The service quality

indices will be created from the perspective of customers and specialists. Secondly,



the research project will carry out practical application of the service quality indices
through a survey, and use the tool of KD-IPA model to analyze the survey results.
Through the methodology, strategies can be derived from surveyed data clearly.
Ultimately, this strategy will improve the service quality and service innovation of
standard hotels in Taiwan, thus leading to the stable development of the industry, in

terms of its size and its output value.

Keywords: Standard Hotels, Service Quality, Kano’s Model, Decision Making Trial
and Evauation Laboratory (DEMATEL), Importance-Performance Analysis
(IPA)
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