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Abstract

Renovating is an everlasting issue for every hotel. Furthermore, the challenge of
rejuvenating and improving competitiveness for established hotels could be even tougher.
However, the hotel managers and stakeholders do not have criteria for how to renovate
with a limited budget. In respond to this issue, this study developed a renovation scale for
hotels through a qualitative study. Furthermore, we conducted a survey with hotel guests
because customers’ attitude is paramount. Descriptive analysis, importance performance
analysis, and t-test analysis were conducted to have a further understanding about, the
priority of renovation items from customers’ viewpoint; and how these perceptions changed
after the renovation; and whether the customers’ satisfaction was enhanced. This
research found the customers’ priority for renovation. The items with high importance had
poor performance; the items with low importance had good performance. This research
discovered that corporate social responsibility is a critical issue in hotel renovation.

Keywords: customer's perspective, hotel renovations, Importance, Satisfaction, Importance
Performance Analysis
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PEE AR Nxbs ) EEAE - FAI6 HIR UK =BGV ER ARV - MEmAHRES%
ZOrE B LR 1 AR R SE —{E hikibs B AUt FEE IS R E £ 803 R A0 CE: - Butler (1980, 200643,
2006b)FfiigEaY TALC(Tourist Area Life Cycle)f&R R R 2RI T —1E B 8IS 7B
EZ . BAZ&(exploration) ~ & A (involvement) ~ k& (development) ~ =& (consolidation) ~ f&
B AFA(stagnation or maturity) ~ {2 #&BIREER (post-stagnation) o M{EERERAIFEER -
BURE S HEEIRMAHANRERR (stabilization) - HEZ[E NRiR(decline) - BHBTAE
FEEBBEHE Rt BEMAEL MIRREQ 4IRS @ BIFrsEQE(rejuvenation)fIRE o

TRESARER « ICERAEERMABBAEIFIMVEK - REHBRE @ ERSHAIEE
YEEFLEFHENRR  CRER LHNEEFE - AT BRENSKNREMRE - B8R
PR AP ER BV RaEE 1B 35 O] AEREREMEBUZRES - EXOVD EBIRERRENOBTARE - K&
R RAFEEX(Ma & Hassink, 2013) - MERIEIRBRE EEE LM RTAIEE « Ik EHIGHY
EAXER  HERFRIAERXRBOMLZMH B LT R (Medina-Mufioz, Medina-Mufoz, &
Sanchez-Medina, 2016) o
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2015 F—IRFHHZEEF 30 KAVERISEZEAED * B 53.6 % MEERR + 2015 FER
[SETRIBEELL 2014 FS5EFFZ (Anonymous, 2015) - E3EE] Questex IRESEERY
Questex Hospitality + Travel 22 IKEANKERBETESREEAT - HETE) Travel
Agent Central {F#5H) FOCUS JRII1E Hacti ST i SiES IKRIRFaVIR &R - Hop
EEFNSBIWER D - NS EEERIEFIEIBRIBVRNE(Questex Travel agent central, 2016) o &
FOCUS (2016) IME—miZiBR@ERIGHMANRNNED - [EEBERE MBI AS I
EUBRRERHFEZEREBNRSE  BREERBARSEEZENRRIPTEN EEEAE
(Ricca, 2012) - HIRIESEIBIE B (2016)ERFAT 2016 F X FREINRERRIER
R ERERAIEM 42.2 (27 » BRI 2014 F ¥ FFHEE 22.3 (BT » 18I0 19.9
BT - BREFERFEHEBRAEREBHMNIRR - 22 RS MRS EEETPINEET
&) o

REREIREERL - HEHECEQIMARNEE @ BERKENFZEBIRSER$E
FEY  WEIERIEIEREESERNTEERESHEREFNIE(RIESL 1 2016) ; &
BREENRENFZERBERFRSIRENETIME - fIRREAEHREIS JW Marriott
Grosvenor House fEERIEAHEIHEEH) 1,000 BETT © LM RIBEEXERSHZE DR
{B{&(Ricca, 2012) ; ERFENHFLZEHIMERIRRIERRERRIGIBEZEZ @ IR
B R 2RKBES Athenaeum Hotel & Residences #1i8 ¥ BIRNEIBIERIE - BIERABENE
&R 5785 (Mandarin Oriental Hyde Park) BT T 25 UVENE - B2 2NEERER 2
HEE - B - 82Z=DUK Spa(Ricca, 2012) o

ME@ZEIEP » 150 Raymond and Chu (2000)897 L iR IR RIZFERISHVTVEEE
EEIERR - BIRFEEE (service quality) ~ B #5381 (business facilities) ~ {&{&(value) ~ E&
A& (room and front desk) - E¥PEdiR €% (food and recreation)zZ2 & (security) * OfEHER
SEERBERSEERRPDEEEZHAE - MEGRIEIEREAROXED - TRZE
IRISIERSER MRV S EAFHR - B EFRSIER SN ERIMERREER  HI10 : &
SIS ZZPILEE ZEZR(Whitfield & Webber, 2010) - B RIRFIIES ~ BAE ~ EEE
BRE - ARARESFHREARIANRRECEE LEHACREPREERZRR
(Countryman & Jang, 2006)%5 o MR SRR " SRET00RIR L - ERRETHIRSHIRSI
RRERESRRAEBESFFINERTURTEENRESRTA  SBEREHAERET -85 -8
B BIEREIS0ERET - SRR PEANRETBRIRER « B ~ 5FEE « ITHFWE
ZI8 (softfactors) » FBEFWE « A &  HIEBREFERZEIA(tangible factors) » §
AR ENZEAREHEERIGIR S| D89N0E 02 F 2 (Ransley & Ingram, 2001) o

Hassanien and Baum (2002b)#R 5T & R ERIS BV RATIE A ERISRISRAVEIEN © 5B
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RERERIZAIR % —EBMEVITHEE - ERERBESERBARIERREDP ; Zemke and
Pullman (2008)#5TERISHVE T EERSHERISERETHIARERR - HiGREARGTHERSH
MSE - MtnEESHRERSTHRSHEREE ; Dogan, Nebioglu, Aydin, and Dogan
(2013) DIEAE IR ARE T RHRIRST TEHE —BIaRIGH0ESRI N ERET RIS E AR
#Rt 5 Medina-Mufioz et al. (2016)Et #1786 B {RE T A EE R IEHMBRS RIBHFEK
- HARICREH - EBERERIENEEERIERERIE  ERREIRMERAZRINNGIE -
PIRDRUFTAR S ~ BHXIE ~ ERERILTE - B BN ETER - HREBMEMITRER
EREPEREInSRNERE

B~ HREE

YRS 1B 2RRVIETR - Hassanien ZHE—RIIEVIAFIFET o Hassanien and
Baum (2002a)80AREAT - TEERIGERED - ERRIFTRRISEENZERREDRH - HR
FENRAREAAEENRIFUBHRSEIEEN - ALKAREBRER BRI BRRISE
ZEEE - REEBASHEERTHEB IR LAMZIRZAE - Hassanien and Baum 15 -
ERSRENRRTZZENIR  BIERF 8 28 (technology new trends)ERZZ 3K (customer)

;;;;;

yE#R (government requirements) ~ #8352 K (head office) « FEFEERIE G dn(hotel useful life)
RERIE FRAVIEF (Uupgrading)<E o

FENMEFERISETRENSBAREATRIE - BERSHABRSRBoBNBSET
(Parasuraman et al., 1985; Rust & Oliver, 1994; Brady & Cronin, 2001) - GEE¥E8BIRIEN
RIZIEREEBHYAE - Hassanien (2005)H5874 @ T HEERSHIRISHE KRR - TiStEREER
RNERBERNTESEASTORX @ EMEAEREE RSN TZBRIERNAZINERR
1% Bl BUFT AR #5 2E E RE R (Hassanien & Baum, 2002a) - [BIIFERIG 5B SR FH0EL BEVEEIE
ERENCHEEXREMRERAERESE  TREFENABILRFNIOMIFZTHISE
(Hassanien, 2005) o

REERREREIRIES RIS IEEETNEEE ~ BUTHEED » & » RISIKIEA - EEXE =
RERETENSNEEMMEZEEIREBHIA - BNRELADREEENZERRESRE 8
ARBIGERZERINES - DUESBBIREFHREHKE - BRRIEEEZEEREHE
BEX - FERAHBE R ERESIKEENARIGERIEIEE SE RS (Hassanien, 2007,
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Mest, 2015) o ZRISEBIEE (Mest, 2015) - BBREIU—ENSNETMABRSER » 2RI
R BEHEUSBERIEIREHVNEIL

RRTHRSHEMERNERESTENNRD - ETRIMRVIGH —BEEMBREEES
HEREREHP » BSHIRE - EECENG LIIBIEENNEG - (EBRFMRRLE
SEMEEIZERETTLUEINHES « 1IZENDIFN - ALEER - SMIaIRIFTERETHEEE
EREHHFED - WIVENBIEENREI(Ransley & Ingram, 2001; Thorpe, Ryan, &
Charles, 2009) - Hassanien (2006)894# Fu5E& — 45 B5liaR IS 5% 5 THURIFT A S R E E IR ID L
RIEE - ARTEREEFTHEND - MERBNABENRESEX - IIERERIBI0M
G - BRFFIFMRIEN - BSHEXRSEK - BSEESRIEAENNENRFNE - BHItFEt
REFT - FRESHIFIBEUAR (Sener, Savrul, & Kose, 2010) - AR » FFIEETHIRIESTETE
IREEEDEREEEHEE

Mai (2014)fEfE BRI EHV DTSR PEEY - RETRISAERISLRRERF 80HISS
MISEMORERTE - WEBRIMEY - BIBHXEEETLEES » SIEI0L - £
F FEESIB BRI BN EB T IR - XM - RYZFEMA - TR AREERESEY
R - RIARARERHRRSKIBRESEHFT LEEFENSIBREN - HIREERIEEKS
BUFSE X R BRI

inen A LRIERIERIETH R - BLUMRENERMIRZZEEDHT - BEHRRIBER
MEHRERFE - HRBRSERNTESTE—LEZE - Bt - AMAZHABEHR TS
=% —  EBRERBERLN : TUERMAHHERS BT - BE=HRBHAKRE
RHERLEBREREIRE ; —  THRREERNASHNERMERREBETHHRNEENE !
LB KRB A RIREREE - HHBRSETEREERWSEZHAE - E—5 T BT
BRELRAP - MUERERMAERREEMREE @ WRERISKIBERET _NHE - 1#
DRSS ELRENRR FREEEEMERHN LAINE - URHRNAEERSHEIRL
BFE =~ RIENFTCENGTSE - USKREBEXRMTEEZEEBNUARER ~ DHSEKE
ZIRCETRANEENE © HESLAMEZRO -

ARAREBREEREIARRERFEENEEEIIDR/INER - RIENELAEZE
HWEHMSERIERIEIRE - Bt EERAXEEANEY - THRPLRERETRSHERRER
FEHRSEENRERR - UHRENERIIE AT ERISRISE @ HBURAREKE
RHSERTEBROIRE L -
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2 MRBE

—  HRHER

ARELFATT—BENZEELERRS RARHR - HRURE "68HE, 2
EHFTINSEES @ #H 208 BEE 5 HERNMRSEZDESHERESE o b
FIR - BRFTIETEERISHI0A « TS5 URBISIREZEESRE @ (2
LEERIGIREE 12 F2FR - EFTRIRER ISR e R ENBES AU R - BEMEMIB LAVER
ELL - RS ARREHZERERGTERRMT @+ HRREARIERHZ B MEATT
S ERIER - MiARBRINERES - WHIKFERINRSIRSIBEEANSIRE  WE
IREFTK @ BRI WSIEES I EMRSIEZHECAH - BRAXIFERAMTIME
BOERYCESE -

—~WRRBE

ARADR=ERBE - SRR URBHXERERBERERELRISEE 218
BEANSBERARR @ LIS ESRIRRES - FRERBUBESHEERMEEKES
RS ETREIRELEREER MR ETHE S =ERRIRRERETTMRE
BRETRESHRE - NTBREEHRBRZSHSKEBEREREERAEERL

(T)FE—EER—FITBTEhaR R B

RIBBENR @ RSKIEDFERRRABSERIEB X (Hassanien, 2007) « BB
(Hassanien & Baum, 2002a) A K ER/&E & T (Hassanien, 2005) o AiFZCEHEERIE 2
REBZREBEBEMEMRLEAPHERFREN © LILEMEA(udgement sample)
HEE 7 (I BIEBRERERIEBRAEDS - BIETHEBINEN @ sHHRIE0ER
EET HERAFRHESNRIFAREREBERIBLZEEL L  BEHEM 5
MERIEEEAERERNSR @ RIGET RIS 8 (IZRKBEHEE  Bi%R » #5890 ik
HPd -~ BB « B - TRENHEBPRRISFIPIZ PREFEISEENH - 1£5h
BRREP T LIRS - RIBBRIMBEZRTTEER -

AR RIRAASDITE(Content analysis) RERIDHTHE * L "RIBIBEE L &
FEHMEENL - BEGAMBHABRNBIRAZFR - BFE (U hERERE AR
RET R UBNEEZREIBHR - §FFRPHE "REBIFE, (BE 8=
Fi~ BRIEXE ~ B - ESHEEE « AERE - 5B P -~ 5815 « BINGEE
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L2 EKERE -« RIREIE - MBS OSIRIRIIR " ONEL L WRIERF
F o BEREE I h EREFHERE S 8RR RIEBEIRICIEREESTH A(udges)A -
PUR T2 IR RaTAA B - TS ERA(categorization) Ran 5 o M1ZFEA AE
HPTRESROVASI IO LAHIEE - HIE1S 505 BOMEMUKEIEM T/ - 2IHTEZLA
McDonough, Hill, Glazier, Lindsay, and Sykes (2001) Z 8R/E:%EtiB@AER @ iR
BERRIGRIEEEMRRBREMD 12 EEE(EE 8RN RIGKE - S8
ZHEE - KREERE - BHPL 7815 - BiNeEKE - TEREKERE - RIR
I ~ Eth) o MAIFTH AR TEMMKIEL 12 EREBESHR - WILBD B
R MEBAZANENERFER - RIS ERANITEMSETENE - 588
SR ZDTEMRTLARIPR - BBEABREN A BT EBES =IF# A(udge C)&F
BORENF - MBRBEER L judge A, B & C UK TIFR - StRHEEENES
1208  MRESBEFEBEE -

ShaCREBRSLMIERIEL 12 XKIBASFTHRES 137 IRKIBIRE - BlRER
IERIEIRBZEERE (grounded model) o RREHMIFR 30 IRDHTEEML - B8R 475
IR DATEENL > DATEEML I D ARERFE R 1 - BKIE it 12 XigE K 137 IRK(ZIR
BiRZEE - WAF7 R (Lket) AR SR RIERESETSEREREERRNT
BrEE -

RS Mot O

& 1 DB DREER

Table 1 Categorization of hotel renovation items

[RIBEE(I fBREE 1L FlEREE(L

1B factor original items  deleted items obtained items

1 ERASBERAIFTEIE)Guestroom Activity and 149 9 140
Rest Area (Exclude Bathroom and Restroom)
=2 E(BZERREIFTEE)Guestroom (Bathroom and

2 67 4 63
Restroom)

3 BERIEKEE Hotel Lobby 63 5 58
ER(BER—5E) Restaurant
=N o

4 (Buffet-Breakfast) 53 3 50

5 ZE=EHEH(2IPEE) Multi-Function Room 45 2 43

6 {ARI%IE Recreation Facilities 60 3 57

7 i) Business Center 18 2 16

8 {2Ei5 Parking Lot 19 0 19

9 BiffRIEE Artwork 3 0 3

10 2B EL s Safety/Mechanical and Electrical 14 1 13

11 R{RERNE Environmental Friendliness 4 0 4

12 Efth Other 10 1 9
ey Total 505 30 475
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OFEZBERE—EKErRHEEHRE

WIE LBt Sh A G RRE RS ETRSHREBIRELEREZEERMSE
WHE - EEEHMEEEREEN - BNHRIUMEBASHEOBRSRE - £1&
EEMEERED SESHRSENENRREAIFETRE BHHBRSHER
TENFLRERETLUMOES - HOESRSERERY—1D -

KIERIRIEHE 500 15 - BN 210 13 - EpBEMEER 208 15 - PSS
77.9% > M5 22.1%  EBA T4 51.0% » FE#52 5 31~40 55(45.7%)%] 41~50
5%(26.4%) - HEREEAZE(49.0%)RAFA(E) U L(36.5%)F% @ BEMNSNE
(40.9%) R EHEZE(24.0%) 528 - B2 AfSTE(34.1%)ER IR (24.0%) + FFEIIUN
ALL101~150 EBJT(21.2%)F 151~200 EJT(34.6%)K%  SEEFES S 25.5% -
EHbEFEE R & 74.5% BB B RE(82.2%) B R— AXEE(74.5%)
BE—FDPBREFREEIXRES 5 K(E)UT(25.5%)F 6~10 X (21.6%)FR% - &
ENBOENRRZ /AT MRS (63.5%) » EBEERBATE(86.1%)(FREK

2)
K 2 RERMESZBADMRSTEIR
Table 2 Demographic profile (before renovations)
BIAARIE A(%) BIEARIE ABI(%)
Variables N(%) Variables N(%0)
148l Gender 8% Profession
B Male 162 (77.9%) PRFEZE Service 14(6.7%)
7 Female 46 (22.1%) FEEZE T F2 Construction 8(3.8%)

IEIRAR T Marital Status
RIE Unmarried

2 Married
H4h Other

88(42.3%)
106(51.0%)
14(6.7%)

3 Age

21-30 B Years

31-40 % Years

41-50 % Years

51 gL E Years (incl.) above

33(15.9%)
95(45.7%)
55(26.4%)
25(12.0%)

HU3EZ Manufacturing
BN IT Industry

X miE#H Transportation
#TERES News Advertising
/R Army/Public Service
Hifth Other

50(24.0%)
85(40.9%)
3(1.4%)
4(1.9%)
3(1.4%)
41(19.7%)

HEFRE Education

ERI College

i 1fiiZ2pz Technology School

A2 University

HZ2FR (=)L Graduate School (incl.) above

10(4.8%)
20(9.6%)
102(49.0%)
76(36.5%)

BiES Nationality
=i Taiwan
H4h Other

53(25.5%)
155(74.5%)

F&L Title

i & Employee

&8 Ass. Manager

€18 Manager

{732 Director

El{B#EI8 Ass. General Manager
B4R General Manager
#iTR CEO

EBRY Consultant

&= Director

Hfth Other

15(7.2%)
24(11.5%)
71(34.1%)
50(24.0%)

12(5.8%)

11(5.3%)

3(1.4%)
4(1.9%)
3(1.4%)
5(7.2%)
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Table 2 Demographic profile (before renovations) (con.)
#IR/RIR A(%) SIRARIR AB(%)
Variables N(%) Variables N(%)
FFIWA BAE—FHESE
Average Year Income (NTD) E?Rfﬁﬁ ;gﬁ?ﬁ?%ﬁﬁ?
500,000(F) AR (incl.) Below 6(2.9%) Staying in Taiwan, how many
500,000-1,000,000 12(5.8%) room nights do you stay with

1,010,000-1,500,000
1,510,000-2,000,000
2,010,000-2,500,000
2,510,000-3,000,000
3,010,000(F) A £ (incl.)Above

44(21.2%)
72(34.6%)
31(14.9%)
22(10.6%)
21(10.1%)

#E2=EBE Main Staying Purpose
iR3kE Travel

%5 Business

1E$] Visit Relatives

FEhRRA& Visit Friends

E{th Other

26(12.5%)
171(82.2%)
3(1.4%)
2(1.0%)
6(2.9%)

other international (five star)
hotels?

5 X(Z)BAR nights (incl.) Below
6-10 X nights

11-15 =X nights

16-20 X nights

21-25 & nights

39(18.8%)
14(6.7%)
30(14.4%)
9(4.3%)
33(15.9%)

BRFBEAEL The Accommodation is
—4if One Person

MA1iZ Two Person
H4th Other

155(74.5%)
27(13.0%)
26(12.5%)

ARIFERIEEEHHRTE

Who decides to stay this time?
NS )1

The company contracted hotels
K A Family members

B Myself

E b Other

132(63.5%)

5(2.4%)
40(19.2%)
9(4.3%)

ERE—FREBEABESHXEH
How many nights do you stay with
Hotel Royal Hsinchu last year?

5 X(Z)LAR nights (incl.) Below
6-10 X nights

11-15 =X nights

16-20 X nights

21-25 X nights

26 X(Z)BA L night (incl.)Above

53(25.5%)
45(21.6%)
36(17.3%)
23(11.1%)

18(8.7%)
33(15.9%)

ARETERARHHESMT Who
will pay for the accommodation
costs?

/Ag] Company
B2 Myself
E b Other

179(86.1%)
25(12.0%)
4(1.9%)

(SFE=ER—EKBREEHE

REREECRFZZMHRUSHEARMANBASR/E - REEL - BRSITRE—
FRFB/I|RE—R » IASERFEREBES - RILRENLBRELETDARS
X AEEHEREERS - SHOWXRRE - REERNRERGE - DHGEUK
BEREBTBTREHERSRE -

RIBRZE_REEHZENN 350 10 - U 166 17 - HPBHEER 16315 - H
St d 78.5% LMt 21.5% - RIEZRIET 58.1% - TSPl 31~40 BF (49.7%)
& 41~50 B(23.3%)E% * HBEEEZR/HAZ(54.0%) R FH(Z) A L(28.2%) -
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B BN X R (56.4%)

» B BGER(15.3%) » SRS RiEIE(32.5%) B2 17318

(21.5%) » FEFHWATE 101~150 BIT(42.9%)K 151~200 BEIT(24.5%)EE% -
SEEIFEE 5(35.0%  EMEIZR Z IRE G 65.0% @ (FTEBHZ AR IHEK(76.7%) -
PI— ANBFERZ(63.2%)  BE—FPBENBISHIZEUAL 5 K(F) AN (43.6%) 5 6
~10 X(23.9%)&% ' BEXNBSHIRE DS /R TEHVERIE(64.4%) - EBEERBA

FH(77.3%)EFREK 3)
& 3 RIBEREEINBEAOHTEIR
Table 3 Demographic profile (after renovations)
#IRRIR A(%) SEIRARIR AB(%)
Variables N(%) Variables N(%)
48] Gender B Title
£ Male 128 (78.5%) H§8 Employee 22 (13.5%)
17 Female 35 (21.5%) &lIE Ass. Manager 19 (11.7%)

IEIRAR T Marital Status
R Unmarried

93 (58.1%)

248 Married 67 (41.9%)
E fth Other 0 (.0%)
F#T Age

21-30 g% Years
31-40 % Years
41-50 g% Years
51 gL _E Years (incl.) above

27 (16.6%)
81 (49.7%)
38 (23.3%)
17 (10.4%)

#=IE Manager
#3128 Director

53 (32.5%)
35 (21.5%)

WEFEE Education

ER] College

} i Technology School

AEZ University

HZ2FR (=) Graduate School (incl.) above

17 (10.4%)

12 (7.4%)
88 (54.0%)
46 (28.2%)

BEE Nationality

Bl #2418 Ass. General Manager 11 (6.7%)
<18 General Manager 2 (1.2%)
1Tk CEO 0 (.0%)
E8RS Consultant 6 (3.7%)
E&E 5 Director 0 (.0%)
Htth Other 15(9.2%)
FEIHMA Average Year Income (NTD)

500,000(Z) A (incl.) Below 14 (8.6%)
500,000-1,000,000 12 (7.4%)

1,010,000-1,500,000
1,510,000-2,000,000
2,010,000-2,500,000
2,510,000-3,000,000
3,010,000(Z) A £ (incl.)Above

70 (42.9%)
40 (24.5%)
21 (12.9%)
6 (3.7%)

0 (.0%)

=i Taiwan 57 (35.0%)
Hth Other 106 (65.0%)
i Profession

R F%2 Service 13 (8.0%)
#2ZE T #2 Construction 4 (2.5%)

RU3EZE Manufacturing
BN IT Industry

XX 3@5&#a Transportation
#TERES News Advertising
BB/AZ Army/Public Service
Efth Other

25 (15.3%)
92 (56.4%)
2 (1.2%)
4(2.5%)
5 (3.1%)
18 (11.0%)

E@#{EBBRY Main Staying Purpose
fik3ts Travel 30 (18.4%)
#57% Business 125 (76.7%)

1R Visit Relatives 1 (.6%)
FESHARA Visit Friends 3 (1.8%)
E b Other 4 (2.5%)

ER{EBEAE The Accommodation is

103 (63.2%)
32 (19.6%)
28 (17.2%)

—{1if One Person
AA{iI Two Person
H1th Other
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Table 3 Demographic profile (after renovations) (con.)
#IR/RIR A(%) EIRARIF AB(%)
Variables N(%) Variables N(%)
ERE—FEBPESHXH FREBRERBHARE

How many nights do you stay with Hotel
Royal Hsinchu last year?

5 X(Z)LAN nights (incl.) Below
6-10 X nights
11-15 & nights

71 (43.6%)
39 (23.9%)
27 (16.6%)

Who decides to stay this
time?

NBEFERIE The company
contracted hotels

BHIBRUZE Assistance/Secretary

105 (64.4%)

18 (11.0%)

16-20 X nights 13 (8.0%) ZA Family members 8 (4.9%)
21-25 X nights 6 (3.7%) BC Myself 28 (17.2%)
26 X(Z)BL_E night (incl.)Above 7(4.3%) Efh Other 4 (2.5%)
ERE - FEERFTEHAEFER N IREXE =hs
In the past year staying in Taiwan, how FREER AR

Who will pay for the

many room nights do you stay with other
international (five star) hotels?

5 X(Z)LLN nights (incl.) Below
6-10 =X nights

11-15 =X nights

16-20 X nights

21-25 X nights

26 X(Z)LLE night (incl.)Above

59 (36.2%)
16 (9.8%)
14 (8.6%)
13 (8.0%)

31 (19.0%)

30 (18.4%)

accommodation costs?
/Ag] Company

B Myself

E b Other

126 (77.3%)
36 (22.1%)
1 (.6%)

= EEDH
A REEEZEMZ LA Cronbach’s a RECKEIER 12 BREEZ A —EE - DTS
REBREIBRIZBIBE L Cronbach’'s a EIISR.9 ' SR.7 BlATESCEEHE
(Nunally, 1978) » EE+2RIBEFEXR 4K 5) °
XK 4 BEBRIBERBEEDNBGR
Table 4 Results of reliability analysis (before renovations)
factor number of items Im . '
portance Satisfaction

=B
Guest Room 28 .948 .970
SBZERIFT
Bathroom and Restroom 14 946 .961
ERIG KBS
Hotel Lobby 15 .947 .960
=i 17 941 .962

Restaurant
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=< 3_u_ 2 E 4 o :\g
* 4 REriEERAIEEEINBRGEE)
Table 4 Results of reliability analysis (before renovations) (con.)
BT s5 gy HiREEEEE mEEEEE
factor numbg?of items Cronbach’s a of Cronbach’s a of
Importance Satisfaction
E=HEE
Multi Function Room 1 932 973
IR
Recreation Facilities 12 947 967
EFEPIt
Business 10 .950 977
(2EE15
Parking Lot o 951 981
B e 8t
2MmEE
Artwork 3 .967 978
L2 EEE
Safety/Mechanical and Electrical 5 972 .980
IRIRERNE
Environmental Friendly 4 971 982
Hite
Others 8 922 939
xX 5 REREERIBEEITBER
Table 5 Results of reliability analysis (after renovations)
] saEy HiREEEEER maEEEE
. Cronbach’s a of Cronbach’s a of
factor number of items Importance Satistaction
=E
Guest Room 28 .954 974
B ZERIFT
Bathroom and Restroom 14 948 .964
ERIEKE
Hotel Lobby 15 949 964
SR
EE
Restaurant 17 945 .965
E=HES
Multi Function Room 1 .936 .978
RAEER
Recreation Facilities 12 951 970
AFEPIL
Business 10 .953 979
(2EE15
Parking Lot 9 .954 983
B REE
Artwork 3 971 981
L2 EAWE R E
Safety/Mechanical and Electrical 5 976 .983
IRIRER
Environmental Friendly 4 974 987
S 8 .926 941

Others
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9~ EREEDI

AHFEER PASW Statistics 18 #fisTERENES @ ETERERIE - FERZo A
DRIRIBILERRET ~ Cronbach’s a EEDHT ~ RAORE - EB—XRIREEDIME t 1
E @ ARAZEREKE a5RR.05 -

B2~ ARG REE

AEEHERD RMBEDETIRGT » 8020 IPA DT REED N IRE)RT BHERS
REEZIRHSREBARIEBEREREEZEDITIBR | E_DEHHEREBRBATHR
RESBEARBARCERERFREMTCERS ZBIIRRIRS -

— ~ BBHi# IPA DTRERDN( RERER

AERFRLL IPA DR T RS HEIIE 2 SBERSIRBECERZEEEREER
% UREERIEREVIER - WKBNHEFINEEZIRE - HE 1 IEEZHREREKE
BREERDERA MEBRNEZEEREBRREMNZSEDPERAEBENRIREA © B
A RERERBSASE LT - HEREESEL NS - 2+208@E0%ER -

ot

i (&8 (before renovations)

O #/5#% (after renovations)
4407

N
=z
=
£
2 400
wn
2 :
5 RS 8pC
9 380 <8 -
o a 3 9
S ©
3604 Q
i 2
© Yen
340 00 & b 00"
EEFEE Importance
320 T T T T
300 350 400 490

1 ERIEFFERIBRERERIZERZ IPA D
Figure 1 IPA of all renovation items (before/after renovations)
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BSBEDRIZ IPA DR - ZEIRERBERIIBE=  FHRIR - BESE
— FIZRR - ERERWSEBRRNRA - BEEOREBRIREEESNRREE
EESBARRE) ERURKEBHRASEBREAZRIBMID -

BERIDREER  BREEGOERF=2RRAEZERNRR)I - HEFEIRIID
MRRRZ LFXT(RMBES) ; RERRELDIFBEERRRERURE_RRAEZRE
M=) HERIIBES —RRERART) | ERKBRIXCR - EREUMPEZE™
ERECERERERBBZREZEESEREESZNE F HEfIIRREESEBE
REERE ; ETHESTHRRVARESERRERUNREZERELZE—RR - HifD
ERMBBEHAERCE_RIR ; KERIESDREEEREIRSMUNE=RR(FEEB
ms)  RBERSESMURE-RREZBRE) © MERKERERERIE(AT - 15
REBRIAMIRE=RRAERANRT) ; BHPL - Z2EKERIH « RIRRIER
HtRERCSRRIIEAFT _RR(RSEEHAEE) - EMnRERKERRIIE
RE-RREBEMR) ' FHRBIDEHBERRNE  FRBRILRSEREBIVE
BIZZRANRRBHRAHRAEZERZIER - ARRESERaR BN AERNEE P (SEE
IPA DTSERHIER 1)

Xt RERREAT - REREETD  RIYRNEARREMNGEKENEREEHEK
BREZESRKEH  EREAEARBREARCERERRBREEE - HERIIZIR
KERZEREERRESREER  MASHKRRAREARRENRIKEIIIFREE &
A2 HHEEMIBEERIENIRB AT  HERERSRBEHHABRRIRLER
SHRTEARKEARESIBASEN FERES HMBHRA TBRSHECEREZE -

mesEes - BRY TARRERE, & TEEIR, I HRRPZ2REBRZREER
SREEBRI(REK 6) ' FEBLRNABERNEESTEIRE P - MARRBEERERE
T8I0 @ NmEREARBRBIRARIEEER

BEETEE—IRR MBRSEREAREERER HIHBENEREZEERS
mEERRSERESREER - HEREREHEE  HERSREEARRSE
RE > HEHNSRARCRAGRESHEERS @ EREEEHRS @ MREBBREE
R - ERZEREEIESS

=z
it
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* 6 BERESEERERNR RERGR

Table 6 t-test of all renovation factors (before/after renovations)
st I S +
HEEmE = . SR
before/after  EIIBH(IRHEE) M(SD) t-test
factor renovations -~ Result
BEERZE Al Before 105.14(13.57) 3,831+ Hi>1%
Guest Room Importance #% Aiter 99.23(16.21) ' Before>After
EERSE Al Before 104.44(15.01) 5 gEL %>a0
Guest Room Satisfaction % After 114.31(17.47) ' After > Before
BERIFTEIRZE &1 Before 54.85 (7.71) A
Bathroom and Restroom 3.494*** f f
|mportance ?é After 51.78 (892) Before>After
BERIFTREE &1 Before 54.34 (7.59 S
Bathroom and Restroom M ( ) -4.807*** Af é:g” f
Satisfaction % After 58.53 (8.88) ter > Before
BRIEXEEIRZE A1 Before 54.07 (9.30) 2788 %>a
Hotel Lobby Importance % After 56.74 (8.96) ' After > Before
BRSAR®REE Bl Before 57.47(10.81) 3594 B>H
Hotel Lobby Satisfaction #% After 61.25 (9.45) ' After > Before
EEEREE Al Before 63.55 (8.88) 985 REEEE
Restaurant Importance # After 62.56(10.47) ' NS
ERmEE A Before 63.24 (9.45) 47084+ %>al
Restaurant Satisfaction #% After 68.42(11.37) ' After > Before
EEHEHREREE e oy
Multi Function Room R Before 42.76 (6.77) 3.304*+* Befc??:lﬁfter
Importance % After 40.50 (6.30)
EZRITHNTE #i Before 37.56 (6.36) B>H
Multi Function Room -5.612%**
Satisfaction 1% After 41.98 (8.36) After > Before
NERIEETRIZE #1 Before 45.66 (7.23) mEEL
Recreation Facilities 1.830 mREER
Importance % After 44.23 (7.74) NS
KEREREE &1 Before 42.90 (7.03) mEEE
Recreation Facilities , -1.314 ”EN%SEE
Satisfaction % After 44.08 (9.65)
BHEPLEREZEE #i Before 38.75 (6.66) s>
Business Center 2.446*
BABPLREE &1 Bef S
gi Before 33.98 (5.51
Business Center ( ) -4,176%** f &>Hi f
Satisfactions ?% After 37.15 (842) After > Before
FEIRERIZE #i Before 35.66 (4.99) 7 089+ Bi>%
Parking Lot Importance % After 31.71 (5.60) ) Before>After
BEBHEE Al Before 30.11 (5.35) 878 RRAZER
Parking Lot Satisfaction % After 30.71 (7.37) ) NS
DiimEEEREE A1 Before 11.24 (2.46) 2770 %>80
Artwork Importance #% After 11.91 (2.16) ) After > Before
EfinRERTE A Before 10.93 (2.11) 6,370 B>a
Art Work Satisfaction #% After 12.51 (2.30) ) After > Before
LZRERBRBEERZE Hi Before 22.66 (2.95) A>1%
Safety/Mechanical and , 6.148***
Electrical Importance % After 20.46 (3.75) Before>After
ZEBREBR MR Al Before 18.30 (3.70) -
Safety/Mechanical and ) -4.010%*** After > Bef
Electrical Satisfaction % After 19.91 (4.02) er > belore
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* 6 HERESEERIBRR RERDRGE)
Table 6 t-test of all renovation factors (before/after renovations) (con.)

B ] Kign/& gt e
factor before/after  FIIB(EHEE) M(SD)  ttest Result
renovations

RIRBIEEIRIZE A Before 17.72 (2.76) Hi>1%
Environmental #% After 40877 Before>After
Friendliness Importance ! 16.50 (2.99)
RIRERERSE A Before 14.66 (2.93) %>a
Environmental 1% Af -4.132%+* After > Before
Friendliness Satisfaction #& After 15.97 (3.18)
HinEipizE 81 Before 31.50 (5.21) 2 788* B>
Other Importance #% After 30.05 (4.68) ' Before>After
EwEE #i Before 29.23 (4.29) 7 740w %>
Other Satisfaction # After 32.98 (5.05) ' After > Before

*p < .05. ***p < .001.

— BBRSREREREREZERHFFFERITRAE R DT

AR HRERIBERCBEREIRETHIRHRF  FRUWFK8EXK 19
BERKBRBRSRERWBERN=2 ' KFH "RRERE, ' Z2HEKBRE &
MREKE - FEEEEEHRRUREZEZHEHICE  AIMIRZENRHEBRAREER
BRHRERHMIE - RBHEDBRIREXSAREBRA—(EZE - BRENEBERE - B
FEZHNEREBEXRUTSHERFEET - 2R AEPREERHERNNGR - RER
BIEIR - ERISSTEP WA RIIATRHNENIRE - AERL/NBIZEEPEVREER - WFH
IEEY B AREERSE - BUBRSHREPFNEENENRY RAREHEEE - B
BEREMNREERNRSERERHFFPESEE =3  RREIKEIRBFEIIIASZE-
MRAZRNERRS =B8R "FE5, "&HE. BB, MRBHALIFFAEEER
BHYSHERRRS - WERISHRIFBECBRSTUIFNTERIERE - BIEEIRER
EERENERRE  mEEHIEMRZNEERS - APrahBERIBBURER R
B« SRS« ERREEZFIIENR 3.92~3.72 2B - BRAERZIEEFRHED
RIRE 3.19 JRRBEPREEREFEREBHEBILEZRNEIEIEE - METER
s - EHRKREFIRE - AIEINRBEERER ' RREFYUERBREZEZIRAL -

MRIIRBESIEEREREZEERABEER @ WHEAIRIEREBRATCEETOMN
e e AREBRSEKBAERTLENR 7 HtBRSZIRBASTEEM (2,218 BT)REE
SERE(L,779 EIT) - HRRME (1,170 BIT)RKRER(1,163 BIT)ZKIE -
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Table 7 Hotel renovation cost list

=8 TE@ET) B8 EHET)
item Cost (10k) item Cost (10k)
azn o A #KEZESH Water, Electricity, Air
e T4z " temporary work 158 ondition Construction 884
_ i N\t 5210 3 Ea=| i

R EIRBIEHEEE Design Fee 20g DHEMEERR Public Area 138

Furniture
— AR APIRIETE Hotel Lobby N
Main Entrance Construction 130 j¥ Carpet 1,170
—BARBRRETRR 196 =ESHRE Guest Room 1779
Hotel Lobby Bar Construction "~ Furniture '
higREEPLRIEIRE = o
5™ Floor Gym Center Construction 80.5 ZEh Furnishings 280
2346 BEREEIETRE N | s

LA = =E

2.3.4.6Floor Restaurant Construction 1,163 /&R Lightings 112
8-22 IBE=EEH 2218 BEIERS RS hardware fittings 31.2
8-22Floor Guest Room Renovation ' for Bathroom and Toilest '
EREHIR 47, FFEE°RERIRME © Fumiture - 320
Elevators Renew Construction Fixtures - Equipment and Others

#R5t 9,211

MR IRRER LRSS TR ETMREWRIFIIE - R TIFENTIRER -
® FF&E (Furniture, Fixtures & Equipment) JS{RIEHTZYRER1E
 PAERYE - BHEEEERERZBE o

NISRPDHIIESERXFIDBRBESEREZEEABLIRE - RRRFRBE
(RR)PTBLRERERIRER/KER - ERAHEZERE - BREIEICEIRERE -
MRARBEPSREZREEEBACREEREARKER ERRARITDEEBRRRE
BRE—HELRPDRHABRSHENSERH AR BER T ]I HERITR - BR
FREERDOMTEIREFEIRTIGERRDEIRIVFER @ LRRERIEEREERRE
R LED Bigel8 R - HifERSHH B HRERELERRRERCREERA B/
EREZRIERE -
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* 8 RRFRBEHXBREREZEEFIIH  F2EREEEESTIER
Table 8 Descriptive statistics and t-test of environmental friendliness
BERER EiRiEE REE URE
Factor and items Importance (BB EIH%)
EI98L PEb= 30 =4 t-test — Satisfaction
M SD Ranking  (before/after renovations)
ﬁﬁ : iﬁ{%gﬁm Environmental 413 247 1
Friendliness
=N _ *kk (4 24
JK&jE Water Resources 415 266 1 3.770%* (#4>Hi)
(after>before)
= :E = H _ *k% (4 =i
EEZ=Y)F= Reduce Litter 414 -85 5 4.151%* (#%>H1)
(after>before)
Ak (2% AL A A =1y . . - *kk (4 =
WIS EEIREERNE Light Saving 411 762 3 4.271%* (&>n)
(after>before)
#%{bE% 5t Green Environment 4.10 27 4 -.4.013** (#>70)
(after>before)

*p <001

ZEENBRIFRZBRSEIRNAR
R(BK 9) TR ABURERERRERIES D ZERIRE -
MERBERERMT  LEYRERS -

HEWZERRT - ERARNE SRR

REED

HIEE 884 BT » #£1B#E

*® 9 LZHEERHEEARBEEREEFIY - I RSEEE DGR

Table 9 Descriptive statistics and t-test of safety/mechanical and electrical

BEKAEIR SRR REE tRE
Factor and items Importance (BE1BEI#E)
ey, L = B t-test — Satisfaction
M SD Ranking (before/after renovations)
BE - Z20RETRE
4.09 .750 2
Safety/Mechanical and Electrical
/'\j:t = gog % 3. *%%k (4 =m
L[R5 22 58 XA %4 Public Air Cond. 4.1 289 1 3.754%* (1£>Hi)
(after>before)
= vy _ *kk (4 =
ERIR UPS System 4.10 806 5 3.924% (1%>Hij)
(after>before)
3 H H H _ *kk (4 =
KA EhR Evacuation Direction 4.10 287 3 3.846*** (#%>7i)
(after>before)
RERREAREREN(RE - BIE 4.09 776 4 -3.749* (1&>R0)
E$2%)Security System ' ' (after>before)
EhZZ 2 %4 Fire safety security -4.064** (&>81)
I 4.05 .768 5
system and lighting (after>before)

*rip <001
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AREREFE P TR HEMRRER D ETNE - MERSHENGRNESE
RURZER  KFERZ  #AURBHBE(RRE 10) - RRSUIBSI 2 1E1BI0
REPBERTETF -

#x 10 ZfiREXERBEREREIMZETIIH - SIZRREEEZR DGR

Table 10 Descriptive statistics and t-test of artwork

BEKER EiRiZE REE BT
Factor and items Importance (BEBa1#)
e,k = BEZ t-test — Satisfaction
M SD Ranking (before/after renovations)
BE : BimiRE Artwork 3.97 721 3
=== inti _ *k* (4 =m
B £ Painting 3.99 261 1 6.186*** (%>g1)
(after>before)
EA _ _1 *k*k (4 >*“
7K=R Aqua Cape 3.98 796 2 6.109*** (#&>fl)
(after>before)
B2l 52 Art Work -6.283*** (&>H]
[zl &8 Carved Art Wor 3.94 738 3 6.283*** (1%>A1)
(after>before)

*rip <001

IREAXBEDBRSRERB/MEAPIAD - M—BABRAPIRE LZERER AR
BOREBHERIRBZ— » HLE 130 BT @ MRGRBATHRERWEEBRENRE
(REK 118 2)  MARAPIREBERESSIRERK 1.3% - SHEEEBREMN
BBE  RRELRZIER - M—EBARBIERIZIIETCE 19.6 BJT © LRABRSEIRHE
ZELE  MEENEREBNIE -

x 11 HREABRBEREEREREETIIY  FZEREEEZEDITIBR
Table 11 Descriptive statistics and t-test of hotel lobby

BEKREIR HREE WEE tIRE
Factor and items Importance (FEB7I#%)
98 EEE BEZ t-test — Satisfaction
M SD Ranking (before/after renovations)
BmE : 8RIGXEE Hotel Lobby 3.78 .597 4
1 -3.071* (#&>Ri
8RIEAPIAD Hotel Entrance 3.92 666 (e>gl)
(after>before)
. 2 -3.114** (#%>H0)
N Public R . .82
AFERIFR Public Restroom 3.85 828 (after>before)
o 3 -2.739* (#%&>al)
=& % Lobby Light 3.85 722
AEEIE¢ Lobby Lighting (after>before)
4 -3.290*** (&>g1)
[ E Wall 3.82 714
1BE Wa (after>before)
. 5 -2.851* (#%>80)
=002 Lobby B 3.8 792
AEEBEIE Lobby Bar (after>before)

*p < .05, **p < .005, ***p < .001
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[~ a

B 2 BREXEREMZRERE

Figure 2 Hotel entrance (before/after renovations)

HEREaD - BREREMAFINRRE - ERXARTIERER 12) - +2EiEY
PR R/EREEBLREFINEREREABESETRIBNS - ESREFNEIRKIS
BRMSENREBRA H HARKBRFEEERZRA - REMBEZEEZ SRS
BIRERZR - UREATEREBIENEALRZE - EARSMERIWEBIERR
S BABRSHAEMSBECREERRSZERA -

* 12 HBERELREREEFIIH - ISl nsEEE DGR

Table 12 Descriptive statistics and t-test of others

BERER SRR REE tRE
Factor and items Importance (BRERIH)
ey, L EEE B t-test — Satisfaction
M SD Ranking (before/after renovations)
B\ : Eft Others 3.76 .585 5
. -7.175% (#%>80)

IRARE k .81 g 1
F9ME#EE Outdoor Smoking 38 50 (after>before)
RIS (BE T ENES| « BRI -
14$51Z)Hotel Signage (Inside 3.8 .693 2 5549 (#>f0)

f
direction signage) (after>before)

-6.411%* (#4>8)

&512 Hotel Arcad 3.77 780 3

11& Hotel Arcade (after>before)

AP0 _EREEEEIE Accessibility 375 670 4 -5.953* (&>l)

Space (after>before)

- _ . -8.417% (%>

FAIRFE Indoor Smoking Area 3.75 794 5 (after>before)
*p < 001

BHPLED - BREBRARESRERIABE (8K 13) - EEERIVEERIRECEE
BRISRBSRERATENRBZ —  MBOARRERRAZRI NN —BEERIRE
BREHIRBEHRIBOVIRIWENRY - BEK - Btk - SEI+2FR -
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Table 13 Descriptive statistics and t-test of business

BERER SiREE MEE tIRTE
Factor and items Importance (FBEI#%)
Fi19gy = b= t-test — Satisfaction
M SD Ranking (before/after renovations)
BE : D) Business 3.70 .706 6
. -1.986* (#&>8i)
i . .
EATHAEE Wireless Network 3.79 866 1 (after>before)
_ -4193* (&>R0)
\
A EPLENZR B Printer 3.78 839 2 (after>before)
P’?%%EP/UHE KiB(BRENK - K 3.531% (f>80)
=2 E#%) Office Equipment (Fax, 3.77 .841 3 (after>before)
Scan, Copy Machine)
_ -3.550*** (#&>/i)
\
B IMNER Furnitures 3.76 .845 4 (after>before)
-4.363*** (#%>70)
\\ B (K
AP LEN Computer 3.69 772 5 (after>before)

*p<.05, ***p<.001

~.
~.

/

oy

ERIFTED - FIERR(ERE - hEEH) ABRSRERIRBHE _B(REK 14) -
MLEREREBRBEEERAELE 31.2 BJT ' REERRSEBERENRA - BN
Tt - MEEREPEIIRREIARIBREE @ R RABRZIMIEENXEER™E
YR - WIMEABR I RIGEEENSR  BRARBHURERENANHE(RE 3) - B
RN EREHZERANNLZER °

& 14 BERMEEREBREREZEE T - FREAEEEEDITBR

Table 14 Descriptive statistics and t-test of bathroom and restroom

BEREIR EiREE MEE tIRTE
Factor and items Importance (BB A1)
IFij B b2/ 34 t-test — Satisfaction
SD Ranking (before/after renovations)

Bl : 3=[IFf Bathroom and Restroom 3.70 .637 7

- -4.787** (#>R0)

BE Ceil 3.80 787 1

BZERIFFXTEAR Ceiling (after>before)

FBBRR(KRE ~ A=) Bath 379 784 5 -3.479* (&>R0)

Appliances (Basin and Hardware Fittings) ' ' (after>before)

N -2.913* (#%>80)

BERZEFERIL Bathroom Air Con. 3.77 .796 3 (after>before)

N -2.012* (#&>g0)

NN

BEZER A/ Bathroom Space 3.72 841 4 (after>before)
-2.593* (&>m1

BE=EIKE Sufficient Water For Shower 3.71 .824 5 (Be>A0)
(after>before)

*p < .05, **p < .005, ***p < .001
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3 A=
Figure 3 Bathroom and restroom (before/after renovations)

HREED - KERBLIFRIEZERIRE
30.5 BT -BREHRESERMARELERER S T KHEER

RIFFRIERIREIRE

ERESPOETREIR  H1eE

RIERABPH=a(RXK 15)°

ERBESEERL - MMAGREL - (NSHEHBRIREETRIS - BRSREBR

meE I RRE R RERIEHIGERETRIERE

TXK - DUREENRABRSHRIREREZRERE °

 BERSHRESECEIR

& 15 AHREEEREBREREZEE T - FREAEEEEDITBR

Table 15 Descriptive statistics and t-test of recreation facilities

BERER SRER REE tRE

Factor and items Importance (E1BaIH)
:Fi’:'lﬂ = P2 t-test — Satisfaction

SD Ranking (before/after renovations)

BE AR Recreation Facilities 3.69 .645 8

BEEgE Gym Equipment 3.77 .782 1 -.798

RERBERE » BEKE

Changing and Shower Room 3.74 736 2 -L4ra

¥ EEZ SPA room 3.74 .815 3 -.914

BEE#IE Gym Shoes Shelf 3.73 .839 4 -.601

#EEE Gym 3.73 .802 5 -1.176
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SEERELCREVRE DM T ARLEIEE - M ~ XTER ~ e EZRBRERTZ5)
INEINT I8 EERTE - BAERPARESIHENR(RE 16 - B 4) - BARE
RELUIESBSHERIEE - tEERREBRSHRSE L

& 16 ETHTHBERERIRER I  FE2RRTEREEDTER

Table 16 Descriptive statistics and t-test of multi function room

EiRiEE WEE BT
BEEREE Importance E1ErR)
Factor and items LoE  EEEE BER t-test — Satisfaction
M SD Ranking (before/after renovations)
B EEEEE Multi Function Room 3.68 572 9
) -5.052*** (&>g1)
BN AV Syst 3.79 718 1
=E- 5 ystem (after>before)
. -5.153** (#%>H0)
1=
AOFEFE Banquet Reception Area 3.72 731 2 (after>before)
S o : -5.212*** (#%>{0)
SHTRENERME Meeting Video E t 371 761 3
HiR N2l Meeting Video Equipmen (after>before)
N o -4.636*** (1&>a/1)
JRBAEESE Light 3.7 .795 4
fRBARESE Lighting (after>before)
- : . -5.317** (#%>H0)
=n
5o @ ERfEF Microphone Equipment 3.69 q72 5 (after>before)
wxp < 001

4 RIEBECESE
Figure 4 Multi function room (before/after renovations)

IREBKIEIRETCER 1,163 B3 @ WRKEBHNEREENEMREMARBARGEE N
RAARIEG  MBERTUBERNAHNZR - M2EHHNZ2RAARENEE - £EiF
BB EBEMRAIZCRZREMERETH—E - XIeimERESRRBEIERER
HEEREAS RILEMBSRRETER MEASRXTEROREE L2RMEDR -
ARIERNEERAYR - B —ERIDEIRE -

ERsln - EREEFZE —NREREENERE(RRK 17)  EHREEBPREI
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Z ' RNOQLEEENEEAEK - EREHSE_AEUMAEZER - WREBDHESR
REMRBERNEE  2INNELIUEERT - EZEE E2RABEC(RE 6) © It
ERSEHNEEBERRUEBEILOT - FIRZERE LR ZRRR—FEE -

5 EZEREEERREMZRHIRE
Figure 5 Restaurant food display counter (before/after renovations)

6 EBEREAREEMERLHRE
Figure 6 Restaurant dining area (before/after renovations)

x® 17 ERBERBREREZRTIIN - FRHERTEEEDTIER

Table 17 Descriptive statistics and t-test of restaurant

BEKAEIR EiRiZE mEE tIRE
Factor and items Importance (EBaIE)
ey EEE BE2 t-test — Satisfaction
M SD Ranking (before/after renovations)
Bl : 8 Restaurant 3.65 .587 10
- . -3.656*** (#%>g0)
Z2EZ51ENE Food Display Counter 3.77 .764 1
ERESREXE Ispiay L-ou (after>before)
- -2.766* (1&>@0)
2R [FE [NA {77 BR=R 70
EREMEMABZE/ Dining Area 3.76 744 2 (after>before)
L ERIFEE Lighting 3.71 791 3 -1.947
. -3.882%** (#&>A0)
XieiR Ceiling 3.71 726 4 (after>before)
. -2.906**  (#&>Hi)
ER= Furniture 3.69 780 5 (after>before)

*p < .05, **p < .005, ***p < .001
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BEEELUIRNEERNOIVAE - ZiERISHERSHRECREIEREISIER LLBUL
fRiVERE - TSR » BEEER NoBRIN—BEEERET - BRI E8 5 - 1ilE
JHFEHRIE - HPEMRNEMBET S T BRSHRTFNERIE(RX 18 B 7) - SEE
BERAENREERBSHEEERCIEE - BERFEPESHEISHRIMIR @ KIER
BRREMIZEIIBINS - URBHSHERREBEECEX © FFENERI LI
BREER o WRERISHRIBTERE LM AREZHERH - TRRERBIRE LINE—
EBEZE 10 ROERERR - WHXNBNEIBRS SRR REELIHBREREE
REEXR BBEREBBPHF)ABIEEES 1,779 87 #%2 T 250 200 ZEEELIK
SEHNEXER - BESSEBRESIHI -

RE HRERIIEISRIZE RIS EICRIRENRBRET - ERNBREREZP - KB
HRIARBAANREEEEZR  BEREBAIRZAEEFIIH(RI=3.97  £=4.08) -
OJEHEEIRNERREZR - MNP 2RATHNRE - BSALEREBRIVRERE
LARBERZEMIRF ©

* 18 SEREXRERERERFIIN - BRRTEEEDITTR

Table 18 Descriptive statistics and t-test of guest room

BERER ERERE REE t BE
Factor and items Importance (BEBaI#)

RIO8  B2E=E HEZ t-test — Satisfaction

M SD Ranking (before/after renovations)

BE : EE Guest Room 3.54 .570 11
28 Bedding and Pillow 3.96 .693 1 -3.538*** (1&>Hi)) (after>before)
KRB Bedding Facilities 3.95 .718 2 -2.931*  (#&>gi) (after>before)
HARIEEE Wireless Network 3.78 .832 3 -1.552
Zig TV 3.76 .760 4 -4.471%* (#%>70) (after>before)
Z5EE Curtain 3.72 .826 5 -4.106*** (#%>gi) (after>before)

**p < 005, ** p <.001

7 BEREAIRHIRE
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Figure 7 Restaurant dining area (before/after renovations)
FEZEAMBASEREEFFZEE— - MAREREREMRGLLEBEIIARK
BIEE @ REmRlEREEEERRXR 19) -

* 19 FERBERBREREZEEFIY  FERREREEDTIER

Table 19 Descriptive statistics and t-test of Parking Lot

BEKREIR EiRER WEE tRE
Factor and items Importance (BEIBRIR)
P8 REE B2 t-test — Satisfaction
M SD Ranking (before/after renovations)
BE : §83% Parking Lot 3.52 622 12
#5818 Mechanical Parking Lot 3.55 771 1 -.860
{SEEIRIERZ Signage 3.55 .755 2 -.404
(SEBIZRE R Safety and Security 3.55 779 3 -.370
(SEBI5ZEEHER B Air Con. 3.55 .738 4 -.244
EEBIEXTEIRSE Ceiling Height 3.53 .756 5 -.098
f - EERREE=

HAMRIGRPIABLERESZncBEERRIBRBEEN L - HRISRE R/
BLPERERSEANRSHNIRE - ERAURKEBREBHREERFALZMID - MERSHR
SBEREEEREEFBRAEEZIEIEHE - PR BRREREIEFRATZESE
KI5 o DUN ST IORER D Tam

— BERUEEE

ARAPTBLESHRERZERLZE LZER - BARRTBLERSHRIRR
BENREZELZER o HFER - HEBREATHICHE  ROHBERHEESERRAER
BNESEER - EXMER - BEESHERERIL—EBIER - RRRNSEWREH
IURR—EZENEBIRIR - MERBREHILZEZ KR - BEESRERME
IRERMEIFRIENBE TR EERURZEFRR - BRFEHFRERFCIRARGSE
BERIS ~ BAARUDRHERRE  ZRBARENRREERRES - E2EMMEREE
BRI AERERE - BEWMEE - BERBIERRIEE - BT EReRFRIF P
FIRMHEE - BEYURREHRIEBHNGENE - METLUERIXBITE00ELY -
FREERIREEERW L -

— - KynoskpEevER
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Appendix 1 IPA of all Renovation factors (before/after renovations)

%ZE Guest Room

> 228 i (before renovations)
e ) {87 (after renovations)
1.ER69ZER Room space 16.£252#% Desk chair
2.[KE Bedding facilities 17.[RK58/& Bedside lighting
4204 3.72H Bedding and pillow 18.ZE & Night lighting
4. BR TV 19.524& Desk lamp
S 5 R HBE Wireless network 202 ERREEER
=) 6.TRIBERHE (L) AV facilities General lighting
g ** CE] 7. ZEZRE(CHEE)Fumiture (sofa)  21.Z255ZR 43 Air con
. /. - alkl7INivL
QU,) d?;v‘ﬂ 8.Z5% Curtain 22.1&mE Wall
a' 9.{TZFEME Luggage rack 23.X16#k Ceiling
a 3607 10.3K4RIE(Mini 0B) Mini bar 24 3EMEIE Sockets location
g' 11.FR8E1E Bedside cupboard 25.2ERE Room sound
A 12.ZETRHE TV Cabinet insulation
rasc A 13.1fE1@ Cabinet 26. W) EL SRR Ironing
14,25 Desk equipment
15 AR 1E (BISEE) 27 485 Line concentrator
Office facilities(Computer etc.) 28.ZElRE Balcony
34 T T T T T 1

EEZFEE Importance

E8EIPT Guest Room Bathroom and Restroom

> #{Zgi(before renovations)
s ' 85814 (after renovations)
El 1@ Wall

q 2.18@& Ground surface
E 3.X7E#k Ceiling
ABBERRCERAR ~ DelH)
4104 q E Bath appliances (basin, toilet and hardware fittings)
E] 5. ;8= 2R Bathroom air con
o@ 6.;85=ZERA/)\ Bathroom space

7.%57;% DBt Separate bathing and grooming

8.E A Master sockets

3 QE 9.8 EiIR TV in bathroom

420

uonoejsnes g
&

§

10.; 8= #E7KZEE Bathroom drainage
<:E] 11.;82=7K & Sufficient water for shower
12.78=$iP9 Bath room sliding door
bl cE] 13.;352&h#% Bath room circulation
Cﬂ 145355 1% Bidet toilet seat

arr T T T T T
40 380 180 400 420 40

EEZFEE Importance
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BR/SAEE Hotel Lobby

-

i

d

uonoeysnes i

g
410 EL BjE] f ﬁlﬂ (E |¢@
BEE? o
4 004 i LE =
By
380 mg;ﬂﬂoa

T
g0

£EE Restaurant

S

g

uonoejsires i

T T T
e 380 I

BEEfEE Importance

420 E
410+ BP}. . Bl
o] EEhapy O
E]‘
3907 s
.
- A Jél
g
370 A Jﬂ
) o b0
5 Hoy °

EEZFEE Importance

#{Zgij(before renovations)
#1814 (after renovations)

1.i{&1#&E&E Reception counter
2 B AERE Waiting area
3.FIFFRE| Traffic flow
4. 1&mE Wall
5.}t & Ground surface
6.X 164 Ceiling
7. KEESBIE Lobby bar

&} Elevators
9.¥84% Stairs
10./ATE[IFT Public restroom
11.7/E Gift shop
12 IR Wireless network
13.17ZR#FE D Concierge counter
14.KEEI&E Lobby lighting
15.8R/EAPS A O Hotel entrance

# /8 gi(before renovations)
8E(84% (after renovations)

1. ZESaE Wall

2.34% Ground surface

3.X1EiR Ceiling

4 ZREEEAIFAEZER] Dining area

5. ZBREBH#RE Food display counters
6. BEBSIEERE Reception area

7. 8EXREE Entertainment area

8. EEE R sREAME Decoration

9. %45 Furniture

10.2EEBIB=E Atmosphere and environment
11 B REIRIR R AV system

12 .2 EE B/ Private room

13 .8 EEZEEF Air con

14.58p =L EF = Open kitchen
15.1B &5 5% Bar facilities

16.£5 85581 Restaurant cart

17 FE4R4@R Wireless network
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> BE{ZHi(before renovations)

#1581 (after renovations)

1.i&m@ Banquet wall
2.}¥ Carpet
3.X7E#k Ceiling
4. A\Oi&fFE Banquet reception area
5.1 5% B3/ Banquet decoration
6.548 Furniture
7.0R8A8E=E Lighting
8 S0 AV System
E=ZEIR N8 1E Meeting video equipment
10 =R IRERE(R 2K ~ fo52) Meeting bulletin
equipment
11.25 5@ 584 Microphone equipment

i ZEIEFi(before renovations)

, BE{B#(after renovations)

1355k Swimming pool

2 37t Whirlpool

3.=&fE Sauna

425k Gym

5. 55 HEEHMZE Aerobic room

6.2 E 8 Gym shoes shelf

7. 2B EEYIE Gym lockers

8.{25 =284 Gym equipment

9.3%ZEEZR SPA room

10 RHEEREXRE « BKRE
Changing and shower room

11.858h%7KE Self help laundry

12 53R05 B (RS ~ HBRREE )

Leisure room (mahjong room...)

= EEE Multi-Function Room
3504
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im 3801 ’E@ E
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= f
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g‘b
S 30
3.50M
pe B A3
340+ (JD (E] %ﬁ OE] QEJ
s = 370 3t 150 00 410 20
EZEFEZE Importance
KREERIE Recreation Facilities
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BF5d Business Center

380

et 3

g

w
1

3607

uonoeysnes i

3.507

3407

M o E%

330

T T T T
7 380 3% 400 410

BEEfEE Importance

{S8315 Parking Lot

420

> BE{ZHij(before renovations)
, 8E(8#%(after renovations)

1L.EFHPINER A Space

2. BBFPNERS Computer

3. B DINENFREE Printer

4 B/BPLESRE(SEE  F1EH ~ S2ENH)
Office equipment (fax ~ copy machine)

5.5 #0848 Furniture

6. EARHEER Wireless network

7. EFEDINEEE Meeting room

8.1&m@ Wall

9.3k Carpet

10.&X7E4k Ceiling

3507

i
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JA0

uonoeysnes i

3359

330

> 2E{87i(before renovations)
, #1581 (after renovations)

1.{28835 A O Parking lot entrance
2 FEIBERIEBE

Parking lot to hotel passage way
3.ZEIBRZ2ERE Safety & security
4 {FEIBIE Y5 Lighting
5.{FEIRZEFERNE Air con
6.12E8I5XTEIRSE Ceiling Height
7./5E1B15IF Signage
8. EASEIHZER Indoor parking space
9.#4, T\ 1S E815% Mechanical parking lot
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S7SRIEE Artwork

> #£1& 8 (before renovations)
4204 ' BE{g#% (after renovations)
B EIE] 1.BttZ 58 Carved art work
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EEZFEE Importance

T2 B E R Safety/Mechanical and Electrical
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it El El( #(g#% (after renovations)
“E]E LER2 R
Fire safety security system and lighting

@ 2. k&R Evacuation direction
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IR1RERNE Environmental Friendliness

> 8E1Zgij(before renovations)
- BE{&#& (after renovations)

4104
1. B8IEXENEEERNE Light saving
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His Others

> 3E{EEij(before renovations)
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HE E 1. BT ZER] Accessibility space
2 "‘E] 2.KP80_ RERi% Hotel entrance
W 4.001 E 3.B512 Hotel arcade
f%.f 4.FANRFEE Outdoor smoking area
E 5.¥2Z7EER Guest floor corridors
QUJ) Jﬂ 6. EAIRFE Indoor smoking area
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Appendix 2 Expert and focus group interview guide

EHFBRY method

EHEXAHE interview questions

Experts In-depth
interview

FEEBECRSEBEERD - MEFRREENRER 7
What is the most important facility in your hotel staying
experience?

BEARBRGRESEREERMBOVRI=IREHE ? /RHE?

What are the hotel facilities customers have complaints most
frequently (Please list 3)? And why?

FIBOUISER - SRS IR IEH ESRTE(EHIE) ? At
RE 7

In your opinion, what are the most poorly-maintained facilities
(Please list 3)? And why?

TRITAVHEER - RIS LR RS ER M ERE (BEL =IR) ? AHE?
In your opinion, what are the most well-maintained facilities
(Please list 3)? And why?
BREBMLIFERERASEARESEL=IR)? AHE?
What are the most facilities frequently used facilities in a hotel
(Please list 3)? And why?

B RERIEIERERMERZBITRBOR=IRENE ? RHE?
What is your priority in hotel renovation (please list the top 3
facilities)? Why?
WEASBABEREERIEBEREZDBINBERECRE @ TS
faEE?

What is your choice when there exist differences between the
opinion of customers and owner?

HEN 2 BIRER - E5HEERAFTEB/HATZE "

Please advise further to the above questions if you have any
supplemental instruction?

ERISE THRREFREEI
Hotel employees
focus group
interview

FERBIERIEEBIER P - MLPREREETRERL 7

What is the most important facility in your hotel staying
experience?

BEARBRGREEERBOVRIZIRZME 7 RHE?

What are the hotel facilities customers have complaints most
frequently (Please list 3)? And why?

RSP REHESRTS(EL=IR) ? RHE?

In your opinion, what are the most poorly-maintained facilities
(Please list 3)? And why?

RIS RE R it ERE(EL=IR) ? RHTE?

In your opinion, what are the most well-maintained facilities
(Please list 3)? And why?

BRSPS ERERS(EL=IR) ? RHE?
What are the most facilities frequently used facilities in a hotel
(Please list 3)? And why?
ERRIRSEREREREZBEREBNM=IRZEMHE ? Kt
BE?

What is your priority in hotel renovation (please list the top 3
facilities)? Why?

HEN FCBIAER - ESHhERAETEEB/MITZE 7
Please advise further to the above questions if you have any
supplemental instruction?
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Appendix 2 Expert and focus group interview guide

EHERJERY method SHEAHE interview questions

1. AFHRSEBERED - MLiEiRRiEEmEER ?
What is the most important facility in your hotel staying
experience?

2. ARRSHLERERBEERRE(ELD=IR) ?

In your opinion, what is the most satisfying facilities in our
hotel (Please list 3)?

3. AEREMLIERERBERARR(ELD=IR)?

In your opinion, what is the least satisfying facilities in our
hotel (Please list 3)?

4. PBEPERBRZUBITEEBHR=IR?

What are the top 3 priority facilities should be renewed in our

hotel?
BERRE N 5. BILRI=IRIERAMLIPERMERRIESH ? RHTE?
Customers focus Please advise the least renewed facilities of our hotel. And
group interview why?

6. mERAMEAIRISHEEEERMEEMEIR ? /HHE?
What is the least frequently used facilities for you? Why?
7. BRBEAREEEREBMEIE ? /RHE?
What is the most frequently used facilities for you? Why?
8. HREREBHREHARSHRELRERTE?
Would hotel renovation affect our brand image on you?
9. BRERBERNEESHEABETZE?
Would hotel renovation make improvement on guest
relationship?
10. St FR BB - SO B ERASHEZBHITZE?
Please advise further to the above questions if you have any
supplemental instruction?




