The Effect of Service Quality of Senior Travel Package Products
on Perceived Service Value and Customer Satisfaction
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Abstract

The purpose of this study was to investigate whether the service quality of
overseas package tour products that seniors thought had an effect on customer
satistaction, and whether there was a mediating effect of perceived service value in
this influence relationship. For the purpose of this study, seniors aged 60 or older
with overseas tourism experience within the last one year were defined as the study
sample The questionnaire was directly distributed and collected and the survey was
conducted from November 11 to December 6, 2019. In this study, first, among the
factars of overseas package tour products experienced by seniors, among the factors of
personal service expertise, empathy, accessibility, and price of use all other factors
except the price of use have a significant effect on customer satistaction. Second all
factors of the service quality of overseas package tour products experienced by the
seniors had a significant influence on the perceived service value. Third service value
was found to play a mediating role in the relationship between human service
expertise and empathy on customer satisfaction. This study can help in product
aevelopment and service by providing more accurate information about the service
quality of overseas package tour products experienced by seniors to travel related
businesses. And companies will be able to contribute to improving corporate profits
by improving travel package product services for seniors.

FHOH - Al (Senior Tourism), MHIAE&E (Service Quality), X|Z&=
MH|AJLX| (Perceived Service Value), 2t (Satisfaction)
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1. Ao sela7]#|of 2y

‘AAgA el Yol H(successful aging)dll e AFolA Alyolgh 48 st
AgHTh= ALEA T2 ap7]d AR 7S dolrbe Abdelgta Ao skitt
(Havinghurst, 1961). AU & FEst= 7|2 Ent
o, WHO, UN, "=, & & %7} ‘%‘ 718wt Ag ez <l
= T Zo|7h eHd 98], 2020). Q171e] o] AoAX|HA =
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(Kendal & Booms, 1989). oJ3at50c] g /dF< Ae9d o AF /H4< 7V &
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(2rA=, 2010).
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& Teng, 2017). Ao} FFA|7} wjg o] 1
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AAA S ARG olE%, 2015, FE) 28 A, BF FA 84 F 24 U=
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47 o] Badtin SgrkelFD 03 F, 017, 1B B AFe|AE 7
AR el57k Y old Aol Y Aoldl it slsirlAel e wEe] 9%
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ABl2~ FAEE BAAH| 2o el ‘—77]% a9 HAetolu HEE on|gtt
(Parasuraman, Zeithaml & Berry, 1988). T A2 e A -8 AR 7)Y
A2t = 5 Bt HeEd a4 g) 7H“‘°]Uﬂ, 19 ARA 71
= AHrte] QX" x|zto g Holg 4= It Gronroos, 1984).

MUl=FE L 149 §75 FFANE F e e8 ddHE Auj= 7149

543 549 FAZ BT + Avk(Johnston, 1987). o]¥ g Hol= A F=S 2A
g AR AMH|A 22 uA Ao R FAo|H nMY| S5 FRAAF
© Ao| Hiolty gk uAo] J|halhe AH| 2~ FE AFE AH|2 FE o
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g 4e 7 Ik F ARG -H 38 2014). AR =FAS 0] A7
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(Gronroos, 1984).
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MB|27HA & aB|RbEe] 54 AlFe M AMu) el tiafM Z]thske dlEoly o]
g oujsta, FlE A $83 890z ZE-STH( Bitner, 1990). 12|11
Mu|273e Mus F243 O MB|2E 7)) fld Aleshe AeEM M=
A7} U eHBolton & Drew, 1991). A1 2Hd AMv]2 7= &7} o|v] 734
PAY &2 oW AFolv Mu|aE AT e T AU 5 AlFolu AH| 2
of tigt AREAQl H71E oJw]atal(Zeithaml, 1933), ool et 7HA ol 47 #
Asto] duh} Sejdor AFHJE7E A2let= AHo|thHLivesey & Lennon
1979). el 2|7k AulaAkA @ 26t S9Asht Aulas Tdekm A}
3o Q7 H AT ARG vl §ALel o] FhRo|hurdRL- AN, 2016).
Mu|Z7EA & B|RbEe] AlFelu AH =S F8f ZIdishs ooy dE & 9
vge], AnAge] g APsted ANt o Fe@ 9oz guct
(Zeithaml, 1983). Aw]2=7FAlell thgt 7 - Aejok S tiad A7e 28]t 3
Melell QAEe] AT dwdon AusEAT 1 AuAE Q7] ga) A%
= 31l vl &1 AzF 7k AHETE Fostn vk Holbrook & Corfman,
1985). Zeithaml(1988)& AlH| 2 7HA| & A|g® A3} A &3 ]Gl 7|23 4H]
Aol ANl rkz gejsiiA Zhxle] AdE A zkd FAol o - 2|4
RE G4 4R SANE ST U S13  dFAAY R

A 20l ] THO]W 247‘“’& Jﬂ7}°b’— ol EH L77]lf: S e NS
o} et th(Oliver, 1993). mATEL FH A &2 A @H‘?f%lﬂr A A
EdAd sl FAEe HAAA AR nlsi (AT - FES, 20 12), 370
THE ]% ]‘/} AE] 2o tiefA] = ]% in31 A olga %ﬂ Es ﬁl‘i‘r.
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Y PEE AU F YGRS ot B8 ARA Tt Fo@ 23
S B OPE AN 1A A 0047} AR, & AT A0
o] SPSS 20 BEtel FABNES ANk

2 o] ARRAE £ Aske] 604 o139 AUOES o R ARE
FASGon o] AR EUR 4ZEY stk AgE ERAN 41, A%, o7
9%, e, Gavle B& MERY so] 3T Bhe <E 2o AXsgh

(E 2) 278AX E4(h=302)

ik EIASE H]E% B e HE%
e i 157 52.0 e 60~644] 212 702
o o4 145 480 e 6541 ©]% 0 298
el 13] 202 669 .
dgss  1de] 28] 78 %8 400t e 38 192
1] 38lo] 2 73 game A0-60RIR & 28l
— 600~800w] 7+ 83 215
gy UASATIT 5 116 Q0B B %52
U dEEeld 267 884

NEREA Avl FAe 1578(52.0%), 94 1454 (48.0%) 2.2 ir%f‘s}ﬂl N}ﬂ
AT AUolEe] dAEe 60~6447} 2127 (70.2%), 654 ©]+-2 90t
o, o3l = 1do] 1315 oJPshe AlY o7t 2027 (66.9%) 2
3| 789(25.8%), 33] o] 229(7.3%) o2 UEbyit) theta Z<ols)
369 (11.6%), them &0l Al 2678 (884%)H o1 A AH] - 4005+ w1
wro]  587(19.2%), 400~600%Hn|Rke 85 (281%), 600~800%FA M| 83
(275%), 8005+ o]’ 767 (25.2%) 2 Yeht tiAd ez A4 /71 e Al
Yo ez 3 91%% HojFa 9o

ot s al
%“é% R3] Y] g gl Al TS Agsisith 2 89l A
FE 040135 71EoR Bgen afrgte] 1 o9l aclvto s A
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Aol o Faf 7|2 g o) Ml AaEd o] A b Mu|a7kA] B ke wAl=

S

AT B5F 0.7 o) o2 YeEt o]+ Cronbach’s agke] 0.6 o]e] 2z A12A]
o

= SEHAATHAA LAY, 2016).

29 WS Lo44Y  nHF  ABvla BAHEEE
A&t wE A2 866
. =~ ox
g TEARE
A A=) 7tol=e] WA 850 4088 939 25553
e oJgx] BT A 81
7hol= AR Mu) 2~ 836
AsA] ke % 867
A A~ AqgPA&EA 9JFE AH|A 860
4 F23 A FAAL EVEE
FHAES d9 gE 297 8
zd 9% 43
A4 HgA o} T A 79 2.047 45 12,793
£387 A 755
a9 )74 FE7H 901
theket dE7H4 8%
o]-g714 gEo] THE o4 Ea s 3.208 913 20.051
7M€ gl 833

a9l A 2RJNAAF  wHF AEvle BHAEEY
FarTt AE|2s 77t 5 829
A28 HHE%—%{ Bol| st AH|=E AT 822
g gl M2 AT 818 3.293 916 65.860
o dejutg Au~E AlF 815
28 oy AT Mujzrt 493 72
KMO : 848, Bartlett A% 695.825 (p<.001)
W2 AH] 2o g 892
AHs] xgafFo] v 8%
AANE 248 g 81 3691 889 73.816
Hekslo] v 850
AF 48 Auas o= 347

KMO : .862 Bartlett 77%: 998545 (p<.001)
W) 2 FEuse] 2t g U@ e dEAATE <E 40 AXET £
—

Az}, A7 e 2 7Ex] 9] Q1A oA KMO#-2 084822 YEFE o™ Bartlett




36 TEAFALAT / A39A Alx
o +34 AR o] 6%.825% Ueth BAHIEEE 65800%% YER} o] Ao
A Fi9] SHEAY. nAREe] gRIE A9 KMO#-2 0.862, Bartlett
o] 734 AR ko] 9985452 Vet ek AR e e AE BT (7 oL
2 et
agla 7F 8R15e] AHIATA L <GE 5> A
(F b5) S2AIEA
89l 1 2 3 4 5 6
AH A 22 AR 1
ARMY 2 T 618" 1
HEA 339™ 388 1
o] 4714 8" 609 349° 1
AT 670 28" 387 606™ 1
A2 Au] 2713 592 6597 304 678™ 639 1

*HEkp <.001, ¥*p <.01,*p <.05

7Hd 1, 2, 39 AlYo] s efsf7IAof el it PR sl AAste] A

o

=2

AAlea 1 At v <& 6>3 2

(B 6) 7M4AS(7141~3)
TEWUF Sy T34 SE t A3}
(34 000 047
Q&MU 2~ AFA 341 M7 TG e R= 341
Adj.R*= .333,
71 RS QIAAMHE| A 33 403 047 8547 sk p=38.489
<.001),
324 248 047 5260 e 1;’;?,: L 8;2
o]-8714 038 047 807
(34 000 046
oA E 2~ ARA 3% M7 8Bl s =356,
27+ Adj.R*= 347,
712 A 271 A MH) A T4 418 M7 8974 sk p— 40.992
—‘ . <.001),
324 101 o7 2174% s
o] £7}4 148 047 3183 =+
(&%) 000 053 R*=.165,
W3 A= . Adj.R? = 163,
Z] 7—1’% H H]f_ﬂ'z] A07 003 7708 %% F= 59~417(7J < .001)

*REp <001, ¥*p < .01, ¥p < .05
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W19 AR AT AA AuE RAgEe 0.3410]901 Fake] 38.489(p<.00D) =
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t=5260(p<.001) & AR ® fogt JaS nxe Ao eyttt 12} of
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