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Using Customer Value Map to Study Service Quality of Hotels in
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Abstract

In recent years, the demands for leisure travel are growing increasingly, it also lead the
growth of the hotel industry in Taiwan. In this research, we want to know the critical factors
for customers selecting the hotels. Twenty three important factors are collected by literature
reviews. Then, these twenty three factors are converged to five critical factors: Hardware
facilities, service experience, brand loyalty, sensory experience and price factor. Next, use the
AMOS to confirm the relationship between important factors and critical factors. Finally, use
the customer value map to study service quality and compare the business operating
advantages and disadvantages for hotels, hostels and B & B. Hope this study can provide some
references of business strategies for the hotel industry.

Keywords: hotel industry, critical factors, customer value map, service quality.
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