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ABSTRACT

The rising of globalization, airports nowadays had become the most
bustling traffic junctions. Due to the globalization, cross-nation enterprises had
emerged and the service industry had been endowed with the most vital
economic core for the developed countries. More and more business passengers
take aircrafts as frequently as taking the train. This study took Taipei Shongshan
Airport as the subject to perform the survey of passenger satisfactory and
services quality in order to improve the service quality of Taipei Shongshan
Airport. Through the relevant literature review, this study identifies the factors
influencing the customer perception of service quality in the airport. In addition,
the gap between the “customer expectation of service quality” and “‘customer
perception of service quality” is investigated. From the in-depth interviews with
experts and their experiences and opinions, the key factors are identified. Based
on Importance-Performance Analysis (IPA) model, this study aims to explain the
relationships between customer/employee satisfaction and customer perceived
service importance. Furthermore, this study provides suggestions for Taipei
Songshan Airport to enhance their service quality to the level of international
airports. Besides, the results of this study can offer the blueprint for companies
and government agencies to improve service quality in the future.
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BRI - Lk R .

22 RFBAERAEEARIER

IR G AR RS - W15 (ERhTEE ~ REZETTIEU LR - &
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ESEEA R IR A NI R B R OAIRE N AR B R Ay AT REE: -

1. lRFEmE

Parasuraman ¢ A ' 58 IR S BTSSR EETE - TS IS S S A
FIERR IS R A Lb s A5 R - AT A E Z FEE AN FARIB IR B ARG IR - S AR s
HERE o 2125 B3 th B AATY: R B T RS S0 F BELHET T » Sasser % A U SR IR AR
EEERRIER BRI A IR SEE LI, ~ NOTfEEFEE - B
&S BRI S R - B RS A I S © Crosby ™ SRR IS S (R
ST FIT RIS A RS BT S RS R » AR LR R - ki ) DR - Rk

- 297 -



ezt FEF Fwtag H2H RBE-OxFAA

SR TR AR B A TR S R ST H R T S A SRR 1A - DI B iU T &
B A JTEIE ] B ARt - IR THESERRE N - M i s Z iR R AR5 bt
B RIS R TR S T A I - WtE Y B o BB i
s s B S S AR - (EISTZZ S I RE R AR S TR T U - T ZHEL T R
en BB ) AU TERGET o KIBL - T ARESAE O ) R AR A R RS B B R
o Bce U BIeRUR - A S EES - BEEIUR T BTSN T - AIEER R AT
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FRERETET T E RTAL - R R AT R TR B R R A BRI SR A - AR
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42 EES

FrA RSN AR HREEARE - IRE B RETEANE B AT KRB BRI 0.7 FoRIER
AMfE (AR 2) - BURRIEBEAE —BEAEE S - IR RS -

®2 WSHLERERBNAEESES R

] JHH Jie & B B E TR = {5 BGIRE AN B
G 4 0.71 0.82 0.84
A FEME 4 0.80 0.84 0.87
[ e 4 0.91 0.73 0.76
EESTN 4 0.81 0.74 0.91
REEME 4 0.76 0.73 0.81
{3 : 1. Cronbach a = 0.7 FRIEHT](E
2.0.7 = (Cronbach o) =0.35 R/RA[fE
3.0.35 = (Cronbach a) /- ANE]{E
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2R p H <0.05 FEFEE/KAE » **5FoR p {H <0.01 QIFEH S /KHE -

45 REEREREBRBAEREE

T % R B lIeds N B B Re RIS R B A E > FRER 7 BIRSA » 42 5 A& R
BURIRE I HEUE - DL B3 ZRIEGZ 0 5 K TE4 G R aE ABRRE | Tk
8> DU TE2 Tr2= B Bl ~ " B3 BIEERSSEH , BATRE -

IREFBAIREE - L TEL G R RRMEW , & " E3 LRG0 | Tt

" BA BEEIRBERLGAT M .~ " Bl RESEEFEE | BAWNE -

PR A ERBANRERE - DL TE3 ZRIEEZOERE | K "Bl MR R IS W
FolfE > T A4 BEGRAIMEENRDRIEIE . ~ T A2 BRI MR ) BN - bty
AT IR - i B B B R R s SR SR T E3 LRSS ) B o R
JiRE AL b 4 A

4.6 IPA SHTRICEAERR

FEFFEIRE BN 1685 E S B AR F(E R - FIRIR 7 B IR A BIRss i B 8
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BEEIR A R B R B R S R I - AR IS TR B AR - B
Sl N BRI JIRISRE A B — 20k - 40 T AL BEGIRE A BREE ~ CL ST
FEEEARSS - D1 HAlEHRHE » E1 SIS ERGRWIENT - E3 2Rl 2 O - B4 54
B ARRRE | SR H A E R A RRETER i - FA e s B B A 2
NAIAER ISR IR s E T E I TR ) FUIRBKYE -

R REPEZERREDRNEEE

T AEERIEEH kg | IKE | IRE | RE | S | 85
W | HAE | BRH0 | BRZD | IR | IR

HE | HE | WE | WE | AB | AR

FESE | BEHE | EEE | EHE | WE | WE

£ % ¥ % FESE | FEHE

¥ %

Al BB IREA SRERE 6.26 5 6.25 7 6.28 7

ﬁ, A2 BB SRR 6.07 14 6.06 4 6.09 | 19
,[; A3 SR 610 | 9 | 610 | 9 | 613 | 14
A4 BT RIS 2 6.05 18 | 605 | 14 | 609 | 20

Bl it &7 @ 6.16 7 6.16 | 19 | 625 | 10

E B2 ERFE AR SR 6.10 11 6.09 9 6.11 16
T; B3 H5EIs S5 6.05 19 | 6.04 9 6.12 | 15
B4 B35 KB fif &7 0 6.09 13 | 610 | 20 | 6.11 | 17

C1 B THEH RS 6.26 4 626 | 15 | 647 3

& C2 BAKMEIEK 6.07 14 | 6.06 4 6.11 | 18
ﬁ C3 lipysEss 6.12 8 612 | 13 | 624 | 12
C4 B % A Biedi 6.05 17 6.05 15 | 6.32 6

D1 &HEH R 6.16 6 6.16 | 15 | 6.28 8

g D2 fR& IR 6.10 11 6.09 9 6.40 5
o | D3 MR i 610 | 10 | 610 | 15 | 623 | 13
D4 1738 KRS 6.05 16 | 6.05 8 6.26 9

E1 B35 )5 f Rbeis e 6.47 3 6.46 1 6.51 2

fi E2 F 7248 R R 6.04 | 20 | 6.03 6 6.24 | 11
[; E3 ZefRIE 2o LR RS 665 | 1 | 664 | 2 | 655 | 1
E4 #8552 it N EREFE 6.50 2 6.49 3 647 | 4
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2 T A S SR S ARG » SR A LIRS - [A-1-3]
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BETAT AN E TS + S BRI (5B 2E - [B-12]
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REIH B4 BE5 KBRS A7 0L
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PRERBER G - TS [— Rl At - [A-2-2]
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R @ Kl

REUE - Cl ST HEHIRES

FHEE A BRI GE - Wk FHER Z MIBGSCR AR DU SR E i - [A-3-1]
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BT HE ER [ OSCR B AR R [RIst » SBESRIE i 2E Rl - [ B-3-1]

FRBA THERFIR EEEDE SR - XRFE > DUETHBDUERE - [B-3-2]
THESFI IR & BB TRED - AT IEES S MU A - [B-3-3]

I CA BSIIRE N Bigdi

DRI e e AR AR - A BB DUs B HS B s ISR A TS - (e85 nIa
e NP SR S8 I - RFRaE S IERE - [A-4-1]
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oI A BERE BRI A S - MaESUMIERE SRS WE - [B-4-3]
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REIE : D4 {745 SIS

BB LR LS TSR A A R B S04 RS - [A-5-1]

A | IR AKFIF RS AR - BGRB8 S - [A-52]

B | R T o BRI A BA S T LIS 2 - [A-5-3]

Do | BRSBTS TR A BB - [B-5-1]

MBI RERG - WM RIIH R TR E - [ B-5-2]
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FEXR L M - 31 20 THEHEGEITHRET AT 5 SPEIRE EEEREE - 5 6 TR T
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AWTFEERHRUR - BRI s bt B Rk B T S B 0 S BB R i B B s
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AWTFEFAAE ST 1 iRk R B R ] T PZB BRI AT A -
IRIBIRE B S M R IR B 2 R R S SGE R, - B S R R R e e AR
WFgEse i - fEH S AT B RS
RIE 1 CLARSS TR Es

SE TR - BT R T HER IR HNER S —HIR AR SRR R AT
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TETHBDCERE
RHIE 2 : D1 BRNAER R
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MMEEHHHTE « FRVGIRFEZEIRIIAE (BRSSO BRI E)) 55 5 SOMNRIRER G 2R -
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RHIE 3 1 D2 RE AR

ST B ¢ EIRE SR IR SRR RO GBI - FTEL - IRE AR
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HEUE 6 B4 BEHIL IR A BB

SRR ¢ T BT b DR B 22 3 IR A A e % - A TR
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PR S AR A SO T IR e R B AEE R » [ EEIT Facebook FA[LI
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ME 2015 FE2<e RV 2 - I LSS RS Fy 586 & 1,133 fRE AKX » fRE XD - 2016
FATEEB TR - AL IR A RFFHESR - AR LB AR AR S A RFFHE IR
RS - (EIS AR BT -

AT 1 A LSRR AR S A

PG FRAT B A AR - RIEERRYZEETT Y - IRIBBIEE R MAHAR (International Civil
Aviation Organization, ICAO) #ts » 2015 FEEBREHAMPI R EREE] 35 B AR » 15 2014
NN 6.4% o B i2SE € (International Air Transport Association, IATA) FoR » 1%
G ARET 2 IR © WAL B Rk BRI e 2 B T B A5 T TEILsRg
T MBS INME AT L ERAETTRS - BEREAS - BlAnmiE e - BRI 2058 ~ JEN7 3
BEEY - BImGF s WKaga0s - PIANERMiay ~ FESULIEENE - oAb - B INEER
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52 EREHAERER
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FIRIRHRFIR - ARIBAGRER P THER - B B AR 7E3HR I - N R SR B B R R
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1. 2R

AWFFEARFHRR SCROR 5 < IR AR B B 5 RREIH - 20k TRTIERES , ~ T30
W%~ TSR, T IETIERE IR EBIREEER L - TR AFEIRES .
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7r 4 RBIR > DRI LS E R IRE B UGS 2 255 - WIFesst - 45 MEIREEE F - 40
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RPN EERCRTE R - A UL At IR e BIEESE TT R G
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[FBLL - BAEUREIRE R A - AR RS A SRR (R - S B IR s A
LEERFER o K TR LB IR E R R R ) WA BRI RS (TR
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3. BEBEE - ZIEM] - T RAMEEE S CAS IR S BRI 5 B LR BRI
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