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ABSTRACT

Title: Evaluation and Improvement of Hotel Service Quality

Take TR Hotel as an Example

Author: Lin Wu

Advisor: Dr. Hongyan Shang

Degree: Master of Business Administration

Major: Business Administration (Chinese Program)
Academic Year: 2021

At present, with the continuous acceleration of the process of globalization and
the continuous development of social economy, the tourism industry and related
industries have received unprecedented development opportunities. As an important
part of the tourism industry, the hotel industry can contribute to the development of a
region's tourism industry. However, as the types of hotels, homestays, etc. become
more and more diversified, and the number of hotels has been showing an upward
trend, the market competition in the hotel industry has become more and more fierce.
For consumers, they pay more attention to the quality of hotel services, and at the
same time, the requirements for hetel-related service quality are becoming more and
more stringent. Therefore, for the-hotel, it is necessary to continuously improve the
hotel's service quality and promote-the overall development of the hotel in order to
enhance the hotel's core competitiveness in the market. This article uses TR Hotel as a
reference object to study the improvement of its service quality. TR Hotel was
originally a family business, but in the last two years, due to the departure of senior
management, the hotel was outsourced. Compared with the past in terms of operation
It is not particularly good, and there are certain problems in terms of service quality.

Based on explaining the research background and significance of the research,
this article summarizes, summarizes and organizes some academic literature related to
the research by reading a large number of related documents, and introduces the
related concepts and theoretical basis of hotel service quality. In the process of
research, this article takes TR Hotel as the research object, uses questionnaire survey

method, interview method and empirical analysis to evaluate the current hotel service
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quality of TR Hotel, finds that there are still deficiencies, and proposes to improve
hotel services. Quality countermeasures and suggestions.

The structure of this research is divided into five chapters:

Chapter 1: Introduction. Introduce the research background and significance of
this article.

Chapter 2: Related concepts and theoretical basis. It mainly includes the concept,
characteristics and basic theories of hotel service quality, service quality gap model
and SERVQUAL model, and collates and summarizes related research literature.

Chapter 3: Research Methods and Framework, mainly introduces the research
objects, research content, and resecarch methods of this article, including literature
induction, questionnaire survey and interview methods.

Chapter 4: Questionnaire data analysis. The status of service quality management
of TR Hotel, including the overview of TR Hotel and its hotel service quality
assessment methods. This paper adopts the questionnaire survey method, combined
with related scholars' research in this field, to design a questionnaire scale. After data
recovery, reliability and validity analysis is carried out, and the problems existing in
TR Hotel's service quality are explored in detail based on the results of data
processing.

Chapter 5: Conclusions and recommendations. This chapter summarizes and
summarizes the research of this paper. At the same time, this chapter integrates the
above research and-analysis, based.on the problems in the service quality of TR Hotel

proposed in Chapter 4, and proposes targeted improvement measures.

Keywords: TR Grand Hotel Service quality SERVQUAL model

Service quality gap model
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%o

4.2.4 FHRMESHT

IR 55 I B 5 T e 2 19 00004<0.01, 3§ [ Pearson AH5S: 4 0.112 KT
0, ULEATE 1%E(EKF, RS E S G RILEZIEHE KR,

R 55 5 B 5 AT SR A SR 0.002<0.01, Ff H. Pearson A1 R 0.232 K
T 0, VLHTE 1%EEKF, REFESTHEEEIEZE EMHRLKR.

1R 45 o B 5 i I 4 ) 4 35 M 0.001<0.01, 3 H. Pearson A5Gy 0.259 K
T 0, VEHITE 1%BAEKT, Jr55 0050 Rt 2000 2 EAH G R .

AR 45 B 5 e et BN 0.00<0.01, Ff H Pearson #H5%1: K 0.601 KT
0, ULHATE 1%E(E/KF, RS E S22 R EIEHKK R,

45 5 & SR TR R 1 BB PE N 0.00<0.01, - H. Pearson A1 A 0.573
KT 0, ULHATE 1%EEKTE, REFELSBEEZIEZE KR
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R 47 MRES

EEpi A ICTE A N VA G oy THvE | RS
PearsonfH 14 1
A | BEE G
N 368
PearsonfH oG | .786%* 1
AIEEME | EEEME GO .000
N 368 368
Pearsonff M | .695%  .836%* 1
M | 2 ORI .000 .000
N 368 368 368
PearsonfHIGE | 210%* =137 -.107 1
et | BEE GUD .005 070 159
N 368 368 368 368
PearsonAf &k 082 =377 =338%%/  624%* 1
BrEt | REE G 281 .000 .000 .000
N 368 368 368 368 368
Pearsonffl FeTE |\ CIM2% 4@l 232+~ L259%K  601*H  573%* 1
MR 4% R | B GO 004 002 .001 .000 .000
N 368 368 368 368 368 368

AE0LKE U _E R K.

4.2.5 EIF5Hr

[F A AL 40 R Fros: Y=a0+alx1+a2x2+a3x3+adx4+a5x5+e
Y ARG TR, al~a5 ARE, a0 NHFEE, ¢ AKREE, al WA, a2 N
AEETE, a3 NN, a4 Nz dth, a5 NI
M 4.8 fLVE RS R E SA R, aldtt, mNtE. 22ett. BN
[ R R 759 0.785, sig=0.000<0.01, AR A 556 %
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* 4.8 HACER

!

R

RJ7

PAFER T bR UE

bR 2

Sig.

1

.896

785

770

.5023

31.809

.000

a. I AL B (R ), AT TR

MNP, A th s

I 5 RS &) sig {54 0.000<0.01, t=3.781>0, Ui BIZE 1% & {Z/KF F,
AL R S5 B &7 A 52 IR TR
A EEME 5 RS BRI sig M54 0.131>0.05, 6B AT SR IR S5 i AN = A

i 5 55 1R 45 R 1) sig {B M 0.014<0.05, t=2.492>0, 1 B 7E 5% B (5 /KT L,
W] 7 12 56of il 5% o3 77 A4 55 1 [T 52 ]

4 5 ARSS R B I sig {H8 0.000<0.01, t=3.893>0, i IH1E 1% & 15 /K°F L,
AT IR 5 I e e AR N A T T 2R o #2015 I 1Y sig {EA 0.001<0.01,
t=3.351>0, ULBHAE 1%E FK- B, BAGTXR55 B & 7 A 2 3 TR T 520 .

* 4.9 BIHpHER

= [RIN iR
P 1 Z 4
LAY B PR 2 t Sig.
1 (%) 1.189 348 3.411 .001
EEpiA s 399 106 400 3.781 .000
AIEEME 158 104 196, 1.518 131
M 7 4 230 .092) 253 2.492 014
Zatt 317 081 302 3.893 .000
FAh 1 304 091 257 3.351 001
a. AR IS5

FEMLIERS B, ASCHIN A AR, RICEIEWR G AIfE RS i S AN EE 2
AR AR R A ER . TR RN b S 243 R FEVE R IR 55 B A 2 AR5
Wi o PRIEAE R AR AR TU A, R Al FEMETR 2%

MR 4.10 W] LLA AR R 51 1 5 TR

o, BIEEN KRR ERFHESHIVE.
o, BBREVERR. ERFSHESEERG 1. AR5,
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BAETERIE M, 2IREFEER R WHERSRESHRIE. mNE, 24
Ve FtEtE 8], SRS e AR

*4.10 HAKEIEER
WIS 5] 7 AR5 i & AR5 i &

B |faifEiR| t p B [bfEIR] t | p B |fefEiR| t p

L 3.072**  0.239/12.83|0.000{1.189**  .3483.411{.001{1.099** 0.190| 5.775/.000

AR [0.221%%  0.065/3.38410.001| .399**%  .1063.781{.0001.299** 106 4.381(.000

mR P 10.356%%  0.239(3.439/0.000 ~230%  .092(2.492.014] 1.130% .092| 3.291/.009

ZaPE 0.332%%  0.3653.286/0:001| 317 ~.,081(3.893|.000 1.017**% .081| 3.993(.000

IS 10.456%%--0.429,3.839(0.000 .304**  .091/3.3511:004.1.004**  .091| 3.431/.001

551 7 0.657** 0.046|14.241/.000
R2 0.080 0.799 0.652
HEER? 0.073 0.639 0.646
FIH F=11.450,p=0.001 F=233.283,p=0.0 F=122.467,p=0.00
*p<0.05**p<0.01

4.3 TR KiFJE R 55 57 &7 AL /Y iRl 5 Ay

4.3.1 HAERR SR EIR

TR KIEJEIN S, BEARWET 2009 fEdi, IFT 2015 B4, )5 H T
PEJ T, AR TR KIS AR AR R T H A & 5 BN B RO 563, BRI KR
3 A AN R B4 IR 55 VROt A 6 SR 150 B — 8 B 5] 7, AF @ 1y 1R S ) B %
R DB T A VA R 55 o 8 g T SR A A — 7 119 1) A8

i A RN T A TAE B SEAEAR O IR 45 I 25 BE A AR 2 Nl R,
SHURZ BE X T TR KIS 5 T RS KPR .

i B Ron: XIS RS RASEAT, AU ERAIE, R
TR A WA BLHEL, — RS, e iE R A& AR I i () S
M.

i H 27 —MBORIT s I g Ay BB R B IR S5 02 A AE #1218 3B 11
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{EZ XA G IR 55 R R R R R AN Bt .

iz D BRRINE, M. <RI, ) LS R AR Rk 55
ARG #BCA A, A I BEAT mUME, XA Fomlt 2 AR B PN S L 0 oAt il 55
R kL S P

FEX G 3 THHAT VTR AL, @0 T A Ros: “BATH TR 22 rR
I E RN 1, A I R AT B AN e 2 T B S A 1 E A A BA R,
~AEREHEAERRRX S, 7

TE R L By “FRATRABLI— LR 5538 T ANE, 35 P Ak 55 it B A2 3
EEM,

WG 2 E BN A SRR NP A TR IR 55 5 T, AT R
HEF, BT RE R IAL A BRI 22, R A GE R PR B s
B LE T T ) TR

FhHEEEATE AN BRI AT ORI HUmE B, [F A
JEALE 53 TR 0 PO e 55 et g T AR5 7T B U2 14 e SRR AL i A
FEEFIE, ARG SRR I 7K

it H A E 17 BB S BUIRR L, V5088 T 75 sh s S AU iRk 5547 b il
X B2 A 63 TR 70 Sl R T S S A A A AR 55 T ] R R B = A
Jite o, RICARCENENS; o, RITHBNLESRAERR R B=, xR
fIFE K, BEARE S EARNBR 5. IGATHELE T a2, 40 R AR
— I 22 8] (R TEVR A B I SR e e m S SR I AR 2 R (K AN, AT
S TAESEAAR 55 TP AN REIE 21—~ IR /KHE -

4.3.2 HERF R = TEME

VTR TR RIR 2 B AT s A SR AR 55 5 T = s I R SR
Ciathh, “WEAERMa S LR 55 5 R R ZIEOR, B HAT L Bk Zlok
BRI A 55 R B VPO B R

5HIEATHIEE D R 13X R AR B TR RS A2 B A% (103 R A oxd i &
A IR BRSBTS bR BRI I, A4S
BRI, IR 1 A%k 55, X R — MR IR TS,

B AR “BAFRITITBERAT — IWRIE, 3l 2 Al & 2R A 516,
I IR AR 55 A2 AR B B4 BATHA i [, (H2FT PRI 2 — RiE,
FRAFR, MATHUZRATE QR A AEEEAMBANIEM R, XK
KR %E. ”
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7% D Ron: GG 5 T2 S s RS IR T R, X
FE R DI SR 00 2 A2 ) i, (ELR X N (R AT 6 01 L [ S o IX e AN AR T
filt, AT —FRIXARIFR 5L B IEA IR T RE, S5 1A IR SS 53 A B i A A7 ]
WAKIE, BESCATE VAT G RS R — e k. «

PRI )E AR 45 T ST T, TR KIBJE KE S A Fon: “BATH NI R
ik S LA TR, SPET R RS A TS IR 5 A, (R AT REE AR AT Y
Hb 5 A A N5

ALtk 2R b 455G U ik LS s D B AT i 7k I,  H TR 2 %A TR K
T AR 45 S = — sz A S, LA ) 8 BRI AN 7 T -

H—, TR KVEEAAIEA IR ARSI JER STANIE G0,  F0M8 H B il B AR 4
7, BRARAR VIR & I ROR . )5 B e B AT, BT B A
AR SRS, i CEVIRPRR: SRR NEIR Z g, &
MR 55 5 B SEAT (A BB an3RAa s, HRBCE 2 0 B 2 AN Wi fi 7] IR 55 R
AT B 74 fi Ak P () 55 AT, AL V6 B3 gy o 11 el R L R, 3 B
B YR FRAT 4 1l AT DAPRIISAN R 28 DA ik o A N th 4 25 8 B R B 28R 113
[Fi] b 1) R0 PN, R TP 58 | 1 (A BRSO 3 1) R AR T
A EPNER N R

2, TR KBS IS RIS E| 4% 220 Bk +, B B FEK E
BFRoR, “CARTtA At X ANPE, 1R B A R R B R 1, s AN
ITERREANE, A RHEE— 8D, WEFT TR KIBIEIA KRGS, H1712 18
(175 388 5 2 IAE T BN 2 21 5 e 2 (A9 R A G AR AT o B N DL AR 4
ISR, S BEAR G IS5, A5 8ANEE T T ARG i ek B IR A 1 840
%2
4.3.3 BIERFRZ Z2M

SIS R 1) B DR 5 ST ST AT, AR s TR KT 5 AR 25 1
L AVEAFAEI — B ()8, = AT R

i A Fam: NAFI S i 5 ZEUSCRCIAM I E 5R A, (FR RS L —
Se A ARG TR A AR IR A AL, BE A2 B — e M EL RS,

Jii7 C A1 D o “AE N (R FE A, R BT AR 22 A e LL e R 1H
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LIPS AN AR e N EX SRR 2N L
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ITHE, Bl R AL ”

Jiie H AN “AEXS )5 IR S5 224 T5 1, TR KIS B TAE A%, 1
RZ Al WLBL KBS R 55 5 T, I B0 [ B A AR A 285 o o

Y= B2V NIAY R Y &5 e e oy A TET 1D = P = W1 = R T e
e B 30 H A2 BN R A B, BRI AT DA s mT PAAE WA B O T L o

REZH B VTR RN RIS 57 AR 55 A AR AL AT T DR Fr ™ 4%
EOR, (HRARAE AN T2 flie T Bl T3CA ™R s i,  SE kA
A TAIEALBALE, RS BIE = [FF,

AL A KRR RZ A FEIFBA [P AR AE O MRS SR, TR0k
S5, ISR RE M PR P28 R ORI AR DD R (R, AR R B
(B W AR P AT S R X 1 Bl 55 2 T T A AR — S Y )

A A SRR T 22 AR, RS M, =R
TR RER A, Fre BB mscs g, »

Rl ER G ViR ) 2 1 B s S A 25 R nT LA A3 R, AR S R 2, )5
ANRE MR A TR PO e R 55 o (RIS b T SEI TR) s, Hh ) A
£ 2015 FEEAT R BB 485, TR 2 BT DO i i) R VR, e R st — 2P
8 EIRTHIIERE R DR 1 B DO B T A 1 S5 18 f AR sk P BT
SRR 55 AH 22 T v A L T FRAR DI ¥ 22 - A Al I 4 N A 418 )5 A4 T
BRI R AR 55 % VR 2, i NS g 52 e s, HiE
TR KB 5 AR I T3 T (1 TS (AR SR AR 55 TR B 0F AN, BOA B AR R i, )5
FEJZ BB By e 55 a] DARTE TS A 5 E— 20K, B0 [ € AT I N 52t —
BRBEAT I ANE B
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T I TR S A A 10 5 X0 G2, 18 25 o2 X WG s il 55 o 2 ) S ot i LA 0L »
P12 | SERVQUAL AU i 2 45 Bt T 4uit 204, & 1Ml isE 24 AT M.
ATEEME . etk | e PR RIS T 7 T IR 55 i S O . R R T T S
R A AR, N 4.70 55 4.85, Yl T 4.7 4y, (HHENES
INFISE R = ok, ATEPE. AlSEvE DL R 2 atE, X =F M ERE&KM, 7
WIN-1.061 -1.17. -1.13,

FETP 5 R 55 A TR T T, B X S Jes A T AP 77 T D ) R e ] A S B ) 8
b, B B TR B RS, U] T LA T T T R 45 R R AN R
DA 5 3 75 B4R SR 3X 7 THLERAT P2 T35 BV 4 282 Ji s V09 i IR 55 vl S 5 v
JB 2 4R AN K ) B A B A AN By B SR 22 B s 5 BUI % X VPG i 1 AT
7 T PR IR 55 o AN 7, W 24 R I SR ) S ] AT RO it SR e T ] SE
M55 U E, T HR TP B AR AR 55 b B B A B X RIS RS et T T,
BIEAFFEONARIRASRE, H2EI TSR 2t | S R HEE ZE R AR
K5 DRI ) A 22 2 1 IR 55 o S 77 T 24 SR D Tt >R v 8 1 3K 77 T 8D AR 55 o 2

5.2 MREIX

5.2.1 BEWEEBERGEEKE, RABERSE L

TR KB 2010 S IERTTIRIZE , @R ERIERME C2Ed 10
FRT, BARWIESL 2015 FA4E, EWIEARED T, e B Tl
JEFIREAE KT, BT S 7598 7 Bl R SR T HE A 7K, SRERIETE S A2 1
JTH, AR R B R AT B = R IR R AR
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