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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

“ Professor, Jinwen University of Science and Technology E-mail: hcliu@ just.edu.tw
“ Associate Professor, Department of Travel Management, Jinwen University of Science and
Technology E-mail: mol111@ just.edu.tw
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339 1 6 6249.356 338 337 0 857.239

MBS B NS
B | AT

FH%% 3 AJ A1 » 339 [BELHI 338 [ SEE (18875 Fy 857.239 » 338 [FELA 337 [
E St 4By 796.029 » 337 [ESEL AT 336 PR ER B (4825 By 227.045 » 1] H /¢ 338
FEEC AR st REE R AHEEN I - FrHEEBEAFEGEH -
(=) SERPA{EE

ARWEHE 338 [EEL 2 12 N H#ETTE D » BCATSTRIHUS 1~ 8 ~ 6 4R5f < 3 ([
SR iy hlan ks ARE ~BEF - CRT -

= BRATHE B TR B R fU oy SR M AT A A Y BRI 2 Sy A iR S
(—) HRIHEAREE
% 4 HIEAEE R E R

bR e Wilks' Lambda {6 75 HEE &

1% 2 0.190 551708 22 0.000
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2 0.465 254.287 10 0.000

Box's M L8 fH S R 264.679 - F {£=1.899 - P=0.000<0.001
BRI © AR R AT
HHES 4 A1 50 > el 1 Bk 2 i » Wilks' Lambda {6 =0.190 > p=0.000 <
0.001 - DL EEFEpAEY 2 fE > Wilks' Lambda {E =0.465 > p=0.000<0.001 » IR
W FI I A A Z R - AWTFE (G 1 - FR{T1h 8 TSR oS B R
&R HIFTEH A EE BRI Fisher's 73BN B A BE AL < 1 BT © HH
FAFR ek B A SR SRR R SUE S LTS - Fisher's By 73 JH R B
HFEAEMM > SRR BIS FIEEEMEZ 1% - DL Fisher’s B3 ARk 815
ARSI T B T SRS an B AR U &y SR AT aH & Ay SR BRI 2 B R
% -
IR R TR IR RO EIE - 2R ENVEREE SR A BRI

A ERTARBN A REREEGETE - SCARUT e R Ak inEn 5502
BAR - FAMERAGRERIA/NTERE 4 - HPVATIZERIEN S E B 15
& Box’s M=264.679 - #E{#3T{l F {E 5 1.899 > p=0.000<0.001 - fE42E MRS - 3=
3 SRR BB A [FE M - BB B EEERIERE - N
AW FE(E A BRI A TSR B ( Separate-groups covariance ) f50Rs H A oA
B - BT LA 3 (SRR E Ry o 4HEE0E - DURRT T 11 B T AR5 an S wd R 16 {fE 5
TERISRT T+ B TR &y 0 11 E80E - &351 27 (MESHEAE 8 - (EHZES
R IINTITE > fet 11 (ERAGE AR E AT 3 {8 B et s

(=) Bt Tt B TR on B B A A& w8 MR B AR A AR L SR I
E
%5 R THE B T A B R AU 4y SR A SR R

HY AR B R R EER

SIH 1 2 5 3

Xy A FE B TGRS I R AT 6.630 5.807 5.015
Xy N E BRI B4 3.809 2.414 2.700
X3\ ElEEmmf TR R B B4 11.307 11.090 8.765
Xy NEHEIRE I E G =5 T iR I 6.190 6.440 4.343
Xs N E A B L TR RAZ 0.889 1.615 0.842
Xe 1A T B AU HY F N R R dsss (S 3 3.554 2.829 2.908
X 3R A B B 47§ F R 2 Rl TH2 R 4331 3.260 4.262
Xe 185 i F] B F U&7 Y T SR 2 R AT R R 3.667 2.199 3.361
Xo HERY A T BLRES S £ RN Ry KRR K E R 3.077 2.153 2.517
Xio #E A B B QU&7 Y T BN 2 R 18 KA AR 3.596 2.152 2.746
Xy A ERE R E A ] Em X ER % 4.227 4.137 3.414

(HED -98.463  -76.820  -63.483

BRI © AR AT

FHF2 5 0IA1 > AWFTiSE] 3 (i@ Fisher's 4RSS EURE > HiARFEHZS
AEF AT > PRIFECEE A F(E 3.84 A fHER F{E 2.71 DUT - 452 11 (#5205 -
hbE T AE B TR EHEHEZE I R ) T AEERIRE R, T AEEMS
TEMEIRY T AFEREEERS G TN E TSR T AFEEIE
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FEALTAERAE )~ T B A IR U H LN Bt (O B~ T iRk
A EIERE A EREN R BT |~ SRR A = SR U i EEN R B
R )~ TSR A F SR A TN R BRAKE R ) TSR A F SR E
My EENZR BESCERME |~ T AERE FEEE A S B KBRS -
SR IS B PR THE B T3 AR ES e B B U s e R R AT Ry
RPN 11 {ERASE A AT - ORI FE AT R H 1] 3 (AR (LR Fisher's
SRR -
F (L1) =-98.463+6.630X1+3.809X2+11.307X5+6.190X,+0.889X5+3.554 X
+4.331X7+3.667Xg+3.077Xo+3.596X10+4.227X 1
F (L2) =-76.820+5.807X,+2.414X,+11.090X5+6.440X4+1.615X5+2.829Xs
+3.260X7+2.199Xg+2.153X¢+2.152X 19+4.137X1
F (Ls) =-63.483+5.015X;+2.700X,+8.765X3+4.343X,4+0.842X5+2.908X¢
+4.262X7+3.361Xg+2.517Xo+2.746X19+3.414X 1
W At =30 R A E S R SERT AR 71 = Tkt 11 T Fh o R
AL=ETR - 8EE - TR R R -

=~ iRITHE B TR S E BRI U BRI Al S VSR BRI Fisher's 7345
RR B U A IR
% 6 1 oA AR R SR %

Ward Method k=<3 Sy AT R S AR R E AR DA HOrE

1 0.385 131 131
2 0.424 144 144
3 0.191 65 65
Ha 1 340 340

EORIICR © ATFRREE AT

R 7 ¢ Fisher's 3 JHpk B HOMRH AR B BRAH A ERE S 3R 3R (BRI - )
TEHISE R

AEf

FHa R o H CH et

JRia(E%  ARE 116 13 2 131
B Bf 8 132 4 144
CHf 4 4 57 65

% AEE 88.55 9.92 1.53 100.00
BEf 5.56 91.67 2.78 100.00
CHt 6.15 6.15 87.69 100.00

Ward Method » 89.7 Yo /5 4 S 22 {4 T (E e S0 -
LRI © ATFZE R S

RIFCEE AR IR VR EE BRI > W52 6 - (1R 7 T4l > 44 ABC
BERECR > T A BEIEREA BT 116 A - IEHER 88.55% » TEH| B B -0 A B 132
A o IEHERR 91.67% > TENI C B¥IERE ABCE 57 A > IEAEZR 87.69% - 1] 7, B B¥ry
TEHPR I > C BEITENIR ALK - BERS Y JHIEREREE 89.7% - A~ » ALK
HYTERER -
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VY~ B TR B TR

on' B BRI U4y R HIPTAH & HY SRR 2
=

% 8 1 fk{T1E B T A an s BRI Ay SR A AT aH S HY SRR
T o8 $i SETH BN TSR BT 3R

PRI EB AR BE CE vt FHE A B
[FE S T S 131 144 65 340 c c &k
X ANE B T et Elsn 9% 3.908 3729 2862 3.632 59.655*** > > > #
%F fEAEE 0.613  0.692 0.609 0.751
Sy ] 518 T L ?@;ﬁﬁ 4153 3861 3.015 3.812 80.323**> > > #
TfE22 0.601  0.621 0515 0.720
. g% 4145 4.090 3.092 3.921  101.890*** > > >
Xo L EI R TTRRE B TAEs= 0528 0528 0.491  0.658
XN EIE R et e k7 ‘9% 4.137 4.083 3.000 3.897 97.138"* > > >
fE e i fEAEE 0579 0573 0586 0.723
e i
Xo i p AN T Bk Z Al ey TR 9% 3115 2125 2738 2.624 49.640*** > > <
Rygeg (3XfF) & fEAE7E 0.810 0.868 0.776  0.940
X, R AN TR R A TR 2 Fg% 3435 2319 3369 2.950 85.266"** > > <
RATIZRE fEAE=  0.703  0.833 0.720 0.935
Xe iR\ BB Z AL i LR 2 9% 3450 2250 3.169 2888 103913 > > <
Ry 2 i fEAEFE  0.659 0.734  0.762 0.902
Xo s N F Bk alayny TN 2= 9% 3.489  2.333  2.908 2.888 65.333*> > < #
Ry R K E & fEdEz2 0.807 0931 0.655 0.983
X HERR /N BBk Z QUL Fgg 3122 1889 2.615 2503 88.907**> > < #
FRZE Ry REHE fEdEZE 0.868  0.730 0.630  0.949
Xy AFREEERE AT ES P 3.962 3.694 3.215 3.706 15.107**> > > #
LS fEdEz2 0798 1.053  0.673 0.932

FFORBEYCAEE - A Tamhane R » Q1R REEIE PR Scheffe's %
=TORNERE AR > > PIERY . <FRPEEUI

BRAR © AR EEE AT
% 8\l

AR ARA 1L A fEATHE R THIRBERRAIT - " Xe AR B THIE
ERHEE IR R " Xo AR BA " Xe AFEMITIEAREREF 0" X
NEFEIRE R R E R IR T RIS ) FV RS an B SRR P RS -
FERRAERSTRERI T T Xe MRS FIEL AR &4 Ay £ H N Rygeag (L) HRE T Xy
RN E] Bk U4y E N ZR BT MIRE )~ Xe IRl BB 4G £ A
F R RBIRE ) " Xo iR A BB QG E N B R AR E T " Xoo KR
N EIELRE Q4 E N R BERERFRE " Xu A EREHEEE A FE MK
IR | FANEBE I PRS- fanda Ry T e o i E Bl iR A 4y SRR A

BEf : AlrA 144 A FEIRITH B THIRGWERHAIT - ek 71 B Tk
B EREAIT T X A E B THEHEHEAEIIR R - T X AEBRIRE R
4 T X AFIE A TIERE] RAF T Xe AEHEIRE R & 125 T iR 1
& ) FIUEARBS S ERR A EEET o R AGERAIT T Xe MR FELR 4
G EENR Ry#ss (U I8 T X7 iRl m R S EEN R AT
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fETRE | ~ T Xe 2l B B A4 Y E BN 2R Ry A R ) T Xo Il H] B 4
G E N R RIRKEERE |~ T Xoo BEEA FIELRE &40 Y E RN R BIER A
FRFTRE ) 5 TR I P S - 4o By T op oS i B RIS 4l 4y 320 A

CBf : AfA 65 A FEIRITHH B TS E T - T X A E & THYGHE
FRHB AR A " X AFIERIRE BAF 5" Xe A Al TREARE B4 1" Xy
NEFEIRE R G R R THRE I | T Xs A F A IR TR
T T B S Sn E SRR PSR - FERREF RS R AT T Xe MRl mI B QAR Y
FEERRNRRyEE (OUF) B~ Xy RS F B R &4y EH N R R TRE M
R~ T Xe 2N B B S HY RN ZR Ry SO RE | T Xo Il F] B 4
Y EZENR BRI ERRE |~ " Xoo MR FIELRE &4y £ N R R REM
IR ) T EB PR E T - Handa Ry DRSS b B T SRR A | - E
Abtge (G 2 © fikf Tk 8 Tz oS BRI Uy SR M sl S Y SRR A
BUEETEZER - ] BT -

h - $EmiER

et Tt B T3 s o B SRR AUy BE KT FTAH p Z SRR mT i ) 3 (E SRR
AR 3 MBI - 3 (AR Ty A BE T S E RIS kS - B
B RS E ARG Y~ C B T RARBS L E A iR A Y | - B =R
EFLLA - BERBmBEETEREL L EEEN 2 A NeBmE s
EEfREE sy > [ > PEARBLLERY B ~ C B > Rl PRI EAVIRER L) -
HRERNE » miRG B HE S (TS ATRERGS - AT PABT RN B YA S
= A ANRERVEH R - RIS I E ORI A e > ATEL
FIFOIRAE S B AR R - AT ANy /b R A R e B HY A E]
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FAFLEER N o AWTFEEE R A R TS D T EREE T - B
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