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The combination of cluster type Base on travel agency staff cognitive of
travel agencies travel quality and travel disputes and Fisher’s classification
function Model

Liu Hui Chen® Mo Hao Fan™

Abstract

Belonging to the travel industry services, processes from the trip, the collection of
fares, passport, visas, pre-trip briefings, airport, and the accompanying tour guide
service ... and so on, it will enable customers to buy with satisfaction and service is key
factors. Travel services for themselves whether the quality of service and customer
awareness are the same? Can have empathy with customers is vital to reduce the travel
or tourism service quality an important factor in the dispute. This study investigated
340 Taipei travel agency staff to discuss 1. Travel agency staffs for the tourism quality
and tourism cognitive status of the dispute. 2. Travel agency staff for the travel and
tourism disputes the quality of the portfolio cognitive cluster type. 3. Travel agency
staff for the travel and tourism disputes the quality of the portfolio of cognitive of the
cluster type. Study results of three types and three clusters classified model. Three
types of cluster: A group of "high service-quality and high travel-disputes type ", B
group of " medium service-quality and low travel-disputes type ", C group of " low
service-quality and medium travel-disputes type " In this study, for the operator or
travel agent in Taipei City tourism authorities in marketing, business strategy may pay
more attention and counseling.

Keywords : travel service quality -~ travel disputes ~ types of cluster ~ Fisher’s
classification function model
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