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ABSTRACT (ZE#9)

There is a significant rise of number of Taiwanese tourists to visit Hokkaido in
recent years, and they have been gradually regarded as important customer sources by
the local hot-spring hotel business. Facing this new situation, it is important for hotel
managers to adopt proper strategies to fit these tourists’ needs. In order to understand
Taiwanese tourists’ major concerns regarding hotel services, a pair-wise comparison
questionnaire survey was conducted. The results show that, for Taiwanese tourists,
(1the tangible factors are more important than the intangible factors, and (2)

‘installation of outdoor bath” and ‘quality of food’ are two major concerns among
various service items. Based on this solid analysis, three suggestions are recommended
to hotel managers: (1) reinforce of service provider’s language ability, (2) providing the
Japanese atmosphere, and (3) the use of Internet.
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