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Research on Customer Satisfaction of Eternal Wanxing

Hotel Based on Customer Value Theory
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Abstract: The hotel industry is developing rapidly because of the development of
economy and the improvement of people’s living standard, and the competition among
hotel enterprises is becoming more and more serious, which objectively requires
hotel enterprises to take customers as the center, emphasize high quality service and
improve customer satisfaction. This study took Eternal Wanxing Hotel as the research
object, first presupposed 17 satisfaction indexes of five dimensions from the point
of view of customer value acquisition, through questionnaire and SPSS software.
This study analyzed the reliability, validity and factor of the data, the difference and
correlation, and found that the customer satisfaction of Eternal Waxing Hotel existed
in the aspects of staff quality and hardware facilities. In the larger problems, and put
forward the corresponding countermeasures.
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212 ERMH

TR bR T AR P R B EAN L (] B R, TR ERHIE RE RS S Wi i
MIARTTHZER, 8 e A — 270, RMORREIR T, A BEHI 5 5
RIS P S B AR ORI R

2.1.3  FIEAEMH

FEBR B PTERAE M R AR AR R R BB T2 A B % 1E H BRAR 081, (R
BAERG IS S U R R BRI A W A T E 8

22 BEMEREETNEMEAREEARS

ASCHAE Philip Kotler BB LI MHERLE, AL (HEHE VOB
(R LTI O BE LB BT AR A 6 2 R AE 2 ) AR Z [BI A LA, Kotler TAT
JREANE T B 7 R IIREMTE . RSN E . A BIHE . TR ELL MR E 5
AN [ 8] o FIEBURBEIEIE WK N E, 45 AR G SR L,
RSO T % PR . TR, SRS IR R E D ks A
17 AR PRZE T 2 T R PP R bR AR R, BRI 1,

1 EEREHEETENERER

Table1 Hotel customer satisfaction evaluation index system

— bR Y1)

BOHRE:  FPRE TARE TV HEG BE MAGEA TR O &5 AR

RTRR ABSE NGURERES NGV XTRES)

SRERGE Pyl EACR P HE BN Bt sl fERIEE TP S
A

VP17 SRV Tl ) Y e ) = K ) NN s

i VIR A & B

09 5 T 2 S

3 KEAHABEEASESNTELER

31 FELBLZNSOUR

ARYEET 2018 4F 10 H £ 2019 4 2 H LA R4 300 4y, HAZETE S
SEHL R L 100 4y, A RERIEE 50 4035 FERER AL &R 200 )y, BRI 122 4y, &%
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JE AR B A R IRt 172 03 I8l TR) A A HE R E 20 R A | LB I —
AN AR AN R I, T IO W R B 5. 40 30 20 1.

32 EESWENK

32.1 FES
5 L (Reliability) BRI EEPE, R SCHE T W46 8 S 2R AR [ (9 77 1% 3 ] —
X G FEAT A S A A R — B R . AR SRS o R
(Cronbach’ s o) MAMFF R FRMNTE(E L HEATITAL -
F2 EESWR
Table 2 Reliability analysis table

A (HR) B Cronbach’ s a 1H
P8 LNy 4 0.779
R TR 3 0.829
YRR S 5 0.802
LA %3 4 0.861
Liheiss 2 0.721
AT 18 0.955

— A A Cronbach’ s o RECKT 0.6, FIBIE TR ABF5E I
(O ECHE I Y Y Cronbach” s o fH) 0.95550.6 (L4 2) , DRI A] RATA A T fli
AR B ATRENE, RS I B R B —E T R
3.22 MESHN
AHER KMO $850CH 0.6, HHaUZ 8 .
#= 3 FMELR (KMO 1 Bartlett B9 )
Table 3 Validity analysis table ( Test of KMO and Bartlett )

BURE JEAE R Y KMO i 0.878
ERRTT 1269.818
Bartlett 3KJE A 40 df 66
Sig. 0.000

M3 AL, A EE ) KMO K5 AE R 0.878>0.6, Ui iHZ A BdE A1 T
FI3HT o Bartlett BREE K I0 45 K B , T LR 7 (ER 1269.818, W& AR 4 0.000
(p<0.01 ), KL Bartlett BREEAG TN BA 25 5 S, TA R i &4 6 S8 14047
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R S AR

323 HEFHERE

PR FALE Y BOE I SPSS 22.0 723V ok IS & N R iRy 22, JFIH6
H AR R AR AT LA R 705 22 50K, R4S 32 2 IR A 7 sk kit 2 |
B A TR ST AR 5 R ST Y HUEAVE Z B R . IS ST %
SRS 2 YRR PR R A, B E R OLIN T 4 4 FR .

F 4 IERENESR
Table 4 Index weight table

— 35 hR — YRR ey YRR
TR Dy W DA 0.321
Xt o VAR i 7 0.220 BN B i DI e B 0.330
IEs ’ T B s ey 0.357
TEXT Dy W A 0.364
o e XN AR 0.359
5 I?}E o 0.193 X AR IEERE 0.434
- T A B i 0.414
3 T 7 (A R SR 0.252
e Xt BB 2 0327
PSR SR g 0248 LS BHIRIE G 0.314
TR A AT B 0.288
TR B A 0.271
TR AR 7 DL 5 5 2 4 3 0.438
VORI 3154} S 0.167 S ACE T DL G (2 0.470
TEX AR T DL )k AL S 0.392
s e XS A B 0.525
MR 0173 T 0.528

3.3 XIEDXBEEHBRESROM

3.3.1 ANOZHEZREST

(1) PRSI, AFIEHEA

AR R 5 e 45 SR T, BRI A B 172 45 AT I KR T 2430 5 B
A 99 ANk, A3 REN, BERh 2B 0%, Hh 30—40 ZiFE
W%, HH39.5% (WL 1), BETKETLEE R T = 29005, BitEks
HLA BN AR, i D B R B RO 5 R R se 4 11, Rk 2 )
30—40 & % P RHAR E K.
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ol ‘
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1 BEREEREN
Figure 1 Hotel customer age structure

(2) HRMEAS A5

AR T 26T T B % A IR TR R £, N 51.16%; Fi45 N1k
19.77%, AHANGE (A5 5 Folkfihr) (W 2) , ORI IE &Ik 2%
Bz, WA RAER A T ERAERE . A, A2 il
R, XEEE PRZR A4V, SR BEPRE ARSI 2 1 e K
TR &

2 BEmERI LR
Figure 2 Professional structure of hotel customers
(3) BEFERIE
ACTETT 24T X T OTA 2 P R BER e, Anf&l 3 fo, 4k AR IR A
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FE SR ILI 5 RS P R, SIS I 7 S R ok A TTALE e, R

58.72%, FLUCI I 280 AT 05 B A A B BEAT AR 5 936 3, X T FHLE

TR R EH A R U AR SR HERR B % /b, R KA T 240

JEAE PSS BT M ARE A

R K AP )
FHL 5 58.72%

A 57.56%

R A 43.6%

SRS 36.05%

Hfte 10.47%

0 5 10 15 20 25 30 35 40 45 50 55 60 65

3 BEMEMERE
Figure 3 Hotel customer purchase channels
(4) W ATJT
TR ACE T 24T B YA FE 24 P T 6000—8000 T, 7 HE K 32.56% (UL
K 4) , HUOR 3000—6000 JG, FEE i T h AR T R, H57 0

Wokis 55 AT PR RN S A KRR, Tl A % P RER ARy
40
32.56%

30 26.74%
19.77
20 %
13.95%
10 6.98% II
0 - I I I I I

1000 LIF 3000—6000  6000—8000  8000—10000 10000 LI I
E 4 BIEBEBNGH (TT)

Figure 4 Income structure of hotel customers

3.3.2 fTHUSMES T
(1) VG & PRI 2 B 4 bt
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HE R fem, HME N 4.06, YOS RAIRSS , I8 3.99, J& THER A R o
JEL AR TR TR T 2600 T B BRSO S IR T R GG S PR ok A T3, BEASREAS 1l 2
J A B AR SR I ELIE 59 53 0 55 8 1 2 55 R 22 fEAS 2ARK, ik
IR 23 ERE PR LU AT o G, I i A R R T =4, SRR
T AL, RagEE T U RS, BT R A A R G
AT o X T s B 0 B O R eI, 38BN 3.03, WT LA & s Bt
A 1) B2 A T A EBA 2
F*5 BEEEREHEER

Table 5 Hotel room experience satisfaction table

FEH \ P RIE R — AE  EARHE B(E
KT A 38 (22.09% )37 (21.519% ) 45 (26.8% ) 45 (26.8% )7 (4.07%) 3.03
) TS ZHHEE 49 (28.49% ) 45 (26.16% ) 60 (34.88% )7 (4.07%) 11(6.40% ) 4.06
MG E BN 20 (11.63% )52 (30.23% ) 84 (48.84% )9 (5.23% ) 7 (4.07% ) 3.76
HERS 43 (25%) 58 (33.72% )52 (30.23% )7 (4.07% ) 12(6.98% ) 3.99

(2) Wi 52 TR O B oA

M6 RTRIR R, BT O3 TR R AR, BIE M fE 2.94—
3.40 [X[8] . X T A G IAE BE J7 N 53 N BE ) B SRR R, O 3.4 F1 3.2, XA
SUSER P RAR, WA 2.94; JEATE T L S LB AR AL Hsh
PER, = 2030 42 5 AT Il 55 A B3 o HE, TR N B3 FA AR —al o o S22 A
X LES ] A AR A, AR B A XA S R A IR G5 R, X T
AR SR 2 5 7 HE AN R A8 B HE , TT EL S 2 A 08 T ik M 55 ™ i AN
oy MBI SR R, B (R B AL A AN R 2 TR L

*6 BERIZRHBEER

Table 6 Quality satisfaction of hotel staff

FBH \ BEI0 B R — i AiE BAWE WE
BXTADSE 32(18.6%) 57 (33.14% ) 66 (38.37% ) 14 (8.14% )3 (1.74% ) 2.94
Xt NGB RE S 57 (33.14% ) 34 (19.77% ) 54 (31.4% ) 20(11.63% )7 (4.07% ) 3.40
HF A BRI SHRE /1 36 (20.93% ) 44 (25.58% ) 66 (38.37% ) 17 (9.88% )9 (5.23% ) 3.20

(3) WG SCRe RGBT
N 7 i, TR T A e e R S AR R AR, SIMEC 4.12, HaRk

HE
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VIDHEREE , PME 0 3.82, Kt Sl th K PR T 24309 1 o 35 0 DB ) i Pt
RE, AT RO ZEARIX, (B Ry A R X O — 2 RO B
WA HE A AT OB AR N SO 2 glad TR B Tt [, R EFXS
OTA WA H A —ERE Mz ER, B ] DAREAR MM -5 E 4R
BB TT P IE AT HOT o AR B (R BA A C B Bt bl 8 ik e LB, %
T BB R R IAF T AR Ak, A T A i i ot 2> P A ey B AR e e
BBk
F*7 BEXBREHBER

Table 7 Satisfaction table of hotel support system

FEH \ P RIE ipss — AE  EARHE B(E
F) BRI AR 38 (22.09% ) 68 (39.53% )54 (31.4% ) 12 (6.98%) 0(0%)  3.62
0] G A2 2eHE 41 (23.84% ) 46 (26.74% ) 63 (36.63% ) 20(11.63% )2 (1.16% ) 3.12
X EIACE B 51 (29.65% ) 54 (31.4% ) 51 (29.65% )16 (9.30% ) 0 (0%)  3.10
BN SR 66 (38.37% )37 (21.51% ) 66 (38.37% ) 17 (9.88% ) 6 (3.49% ) 4.12
BT EFRIEE 40 (23.26% ) 53 (30.81% ) 69 (40.12% )6 (3.49% ) 4 (2.33%) 3.82

HERS 43 (25%) 58 (33.72% )52 (30.23% )7 (4.07%) 12(6.98% ) 3.99

(4) WG TE S0 R 53 H

W 8 P, IR Gt B T S HE e i St 44 B L IR L
JERE AL HIRE, SMEA BN 3.80, 320, 3.13. XSERAE Sk IE T XL E 4 A
TIUEMIT L, HAE T2EX, JAE TSR TARZ P Hk, WL
XF B MIEEL LL A OGTE , @R EHBUE AR T AT IR SCE AL . T)s
(R EME LSRR EEE R, WEL X OTA F A TR BHiesEnt, A
25t AN [ 0 AR AN — B I, SO 72— M BEIE, I 7ot
% EIBURE R, DI ERIR IE 525 B R, W 1) A SR AU A 3 B o

#8 HEEKHEEER

Table 8 Satisfaction table of hotel image

BUH \ I TR ey — Bt AR BAWE HWE
T K E T DA
i 26 (15.12% ) 60 (34.88% ) 66 (38.37% ) 17 (9.88% )3 (1.74% ) 3.80
TN K fH T 24 &
XK }fﬁ CUE 56 (32.56% )42 (24.42% )52 (30.23% ) 18(10.47% ) 4 (2.33%) 3.20
=
T K AH T D4
“ ﬁﬂ(ff;;;;méa 46 (26.74% ) 50 (29.07% ) 58 (33.72% ) 10 (5.81% )8 (4.65% ) 3.13
>

www.sciscanpub.com/journals/fm https://doi.org/10.35534/fm.0101003



40 ETFMSMHMEREHXEDEEHESHEEHR

(5) W5 Sk I 2 2 53 H
W2 9 PR, BEXS I TT PE0 5 A X — 4R, BERK AR & 3k,
N 374, HUGREENE, Ry 3.22, X455 H 2T R A T A
FEA VTS EERY, (RS A2 6 e 0 ks i B2 OB B, e Re L a8 6 e 11
#rit.
F9 BIEMEHEEER

Table 9 Hotel price satisfaction table

rﬂl%

JBUE \ 30 R i
SN K T X0 ) Ay
KA PR
TEXT A AETT 240 )5 Ay
r L EPE

3.3.3 MAGIHIHEEBZHEE Z RBER S

ANRIFEARRHEA R, B B B B W 2s A AN, 32 1 SPSS 22.0 X4~ A4E
TIRFAE 557 )ik T30 5 e B A T 2553 #0T

(1) R 53 5036 T B =2 ) 1) 28 543 A

R 2R S & AR “TIRLHRRE” &5 N
ZOEMAIEDL” A CF B R LN X PUI A R 25 O R, L 10 5K 5
N, SHWAVBHRREARTE KPS TUER R % pr R ALN” F R
Pe2ese, Hob, WO AR T &8 AR 2HH p=0.025 /K1) 2%
PE2E 5 (F=2.8548, p=0.025<0.05) , B0 AHEXT T “& 5 RUEALN " 1=
JE LI p=0.049 7K PRy 3 25 5 ( F=2.441, p=0.049<0.05 ) . ANHRA X T “%
Dt B DT RE LA B % D AR LR T R B AR T I A R AR S
BN AW B K22 i G VIP B EMSUE F, e b BRI DG St E R #4218 VP
B RSSARIE, PN SO T2 B3R it A= Bl BB (A

— AE RAWE WE
45 (26.16% ) 52 (30.23% ) 48 (27.91% ) 20( 11.63% ) 7 (4.07% ) 3.74

37 (21.51% ) 61 (35.47% ) 56 (32.56% ) 11 (6.4% ) 7 (4.07%) 3.22

https://doi.org/10.35534/fm.0101003 www.sciscanpub.com/journals/fm



ETFMSMHMEREHXEDEEHESHEEHR 41

#10 BRUEME#HSEERESNE

Table 10  Analysis of variance of occupation and customer satisfaction

BT R ABAR A FHify e P
(N=34) (N=88) (N=21) (N=12) (N=17) (*p<0.05 )

TR B I
AR
X% B 1L
WEHREE
T2 5 A Y
B EN
T%F 3 o
BN

341+1.33 3.48+1.30 257+1.40 2.75+1.42 294+1.14 2854  0.025*%

324+1.39 320+1.45 2.71+1.45 283 +1.11 3.06+1.25 0.711 0.586

347+1.19 336+1.31 295+1.36 2.92+1.08 3.00+1.41 1.055 0.38

353+1.38 325+1.34 252+1.17 2.67+1.37 324+1.15 2441  0.049*

E5 RUSHEREEERSN
Figure 5 Analysis of the difference between occupation and customer satisfaction
(2) 4TS5 B T 2 8] A AR S P A 35 20 A
S RTINS R AR BL S % Dy TUAR B ™ D e HF B %
P M2l s oL % P AR 33 DU I R AR OGS 2R BoR AR
SEIEBAAE K D AR X R B R IUARDCE, L 1 BT R EAE
Bty B AU B SCIER AR, AR RAR R BOAEX T “% 5s
FUBMLN” S 0.044 ACERYAHOCHE 25 7 A8 (p=0.044<0.05) , 30—40 %X
AR B AHEXS T % pr RN I R B A S HA AR B AT LS
Pl 6 S ANTRIAF I 4l Ry 55 O 6 T B =2 0] AT 2 5 00, Herh 30—40 273k — 4R}
BB AR X4 i 18 A A6 T 156 DL 08 18 U T AR B AR, 3= Xy 30—40
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BAERE B ANTER IO RG4S N AT G4, HAEW)E B A8 mr, 8
S XSS g A 4 R 55 7K AR A s i o
F 11 fAXERE

Table 11 Correlation test

i

e 20 2 LR 2030 % 30—40 % 40—50 % 50 B LI L BT X p
R

(* p<0.05)

3(27.27) 3(7.50) 11(16.18)3 (8.33) 1 (5.88) 21(12.21)
2(18.18) 8(20.00) 23(33.82)4(11.11) 4(23.53) 41(23.84)
2(18.18) 11(27.50)8 (11.76) 6(16.67) 6(35.29) 33(19.19)
3(27.27) 10(25.00) 17 (25.00)8(22.22) 3(17.65) 41(23.84)
1(9.09) 8(20.00) 9(13.24) 15(41.67)3(17.65) 36(20.93)
11 40 68 36 17 172

26.74  0.044*

-Q:Ul-bb-)l\)'—‘

E 6 ARFEREHEMEHEEZHERG

Figure 6 Differences between age structure and customer satisfaction

4 KIERMBEEREHEERA RS
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AR RS, HoHE ORI B 0R B AR s [ 9 | o &,
ST AT I T B4R AL 7 i S5 R 55 5 ORI G D i 7. — T LY A A 8
FARRBIEE, M0 TAEL AR IR55 B BB e m it FJa, s
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