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	1. 觀光業相關研究
	(i) Appiah-Adu, Kwaku; Fyall, Alan; Singh, Satyendra. Marketing Culture and Customer Retention in the Tourism Industry. Service Industries Journal, 20(2), p95-p113 .

	
	
	
	(ii) Vaughan, D. R.. Tourism Policy and Performance: the Irish Experience. Service Industries Journal, 19(1), p210-p211.

	
	
	
	(iii) Khan, Habibullah; Chou Fee Seng; Wong Kwei Cheong. The Social Impact of Tourism on Singapore. Service Industries Journal, 10(3), p541-p548.
摘要：

The article attempts to study the social consequences of tourism in Singapore by undertaking a sample survey, which involved about 500 households selected from four main tourist areas of the city-state. The results indicate that the Singaporeans largely benefited from overseas visitors. Tourism helped to promote cultural diversity, a sense of cleanliness, and a feeling of pride in Singapore. It also helped improve various infrastructural facilities and quality of services in general. The social costs of tourism were found to be rather minimal.
賣點：探討新加坡眾多種族對於觀光所帶來各種社會議題的看法，及喚醒新加坡居民需更積極維持環境整潔，以吸引更多外國觀光客。
動機：Relatively little attention has been given in the literature to assessing the social impact of tourism. Although tourism brings social benefits by 'widening of people's interest generally in world affairs and to a new understanding of foreigners and foreign tastes' [Peters, 1969: 126], it also creates social problems. In the present study, we conducted an opinion survey among a representative sample of households in Singapore with a view to determining the perceived impact of tourism on various aspects of social and economic activities.       
研究發現：`
1. The majority of residents felt that tourism had brought about more job opportunities and higher income. An overwhelming majority also felt that tourism had also led to the development of more and better shopping, transport and communication facilities. It is also believed to have improved the country's medical, cultural and recreational facilities.
2. More than 80 per cent of the Singaporeans interviewed felt that tourism had brought about a 'feeling of pride', and consciousness of keeping the city clean and attractive.
3. The image of Singapore as a clean and beautiful city with many races living in peace and harmony.
4. The majority of people interviewed did not think that tourism had a very significant impact on social problems such as drug abuse, prostitution and theft.

5. The results of our survey clearly show that residents of Singapore are very happy to have more tourists visiting their country. Generally, the tourists who come to Singapore are polite, friendly and leave a good impression.
結論：

The survey revealed that our society largely benefited from overseas' visitors. Tourism helped promote our cultural values, aroused peoples' consciousness to keep their premises clean, and gave us a feeling of pride. The adverse effects of tourism on crimes such as drug-trafficking, prostitution and burglary are believed to be minimal. However, the future prospects for tourism in Singapore seem somewhat limited. many residents are aware that Singapore is small and does not have many tourist attractions to keep tourists interested for more than about three days. Some felt that more could be done to preserve the traditional atmosphere of places like Chinatown and Little India. In creating a clean and modern environment, the government has torn down a number of old buildings and re-settled a large number of hawkers who used to sell food and goods along the streets. Unfortunately, this has made Singapore somewhat less colourful from the point of view of the tourists (particularly Westerners) who enjoyed visiting Chinatown, Malay kampongs and Indian shophouses. Another reason for the loss in atmosphere is that, as Singapore has become more developed, many ofthe traditional trades have become unpopular with the younger generation. Without these younger people to carry on, some of these trades will vanish when the existing tradesmen retire.
延伸取向：可再深入研究社會衝擊所帶來之負面影響，並研擬應對策略。

	
	
	2. 旅館管理研究


	(i) Morrison, Alison; Conway, Fiona. The Status of the Small Hotel Firm. Service Industries Journal, 27 (1), p47-p58.

	
	
	
	(ii) Bailey, Rob; Ball, Stephen. An exploration of the meanings of hotel brand equity.  Service Industries Journal, 26 (1), p15-p38.

	
	
	
	(iii) Fei-Ching Wang; Wei-Ting Hung; Jui-Kou Shang.  Measuring pure managerial efficiency of international tourist hotels in Taiwan.  Service Industries Journal, Jan2006, 26(1), p59-71.

摘要：

This paper applies the four-stage DEA procedure to calculate the pure managerial efficiency of 54 international tourist hotels in Taiwan. The main empirical findings include: (1) the operating environments do affect input slacks, and the efficiency scores of traditional DEA; (2) ‘city hotel’ is an unfavourable operating environment, ‘chain-operated hotel’ is a favourable one; (3) after purging the effect of operating environments, there is no significance in pure managerial efficiency due to differences in management style, and the pure managerial style of resort hotels is no longer more efficient than in the city hotels.
分析重點：

賣點：讓國際觀光旅館經營者得知，在這激烈競爭的環境中，必需有更大的投入，並且有效率的運用以及良好的管理技能，才能避免被市場淘汰。
動機：The ability of a producer to transform the inputs into outputs is not only affected by controllable inputs, also by uncontrollable external operating environments. For example, this could be ownership structure, location characteristics, market condition, government regulation, and firm size. Some producers operate under a favourable external operating environment; other producers operate under an unfavourable external operating environment. An unfavourable external operating environment means that additional inputs are required to produce the same level of output in order to overcome the external disadvantage. If we ignore this circumstance, efficiency assessment resembles penalising good producers who operate in an unfavourable external operating environment and rewarding poor producers who operate in a favourable external operating environment. This will bias the efficiency assessment results and give misleading conclusions.
研究發現：

1. The average efficiency score is about 0.81. This means that on average an international tourist hotel in Taiwan could produce the same level of outputs with 81 per cent of the current inputs, or it could reduce current inputs by 19 per cent. 
2. Market condition has significant positive coefficients in all three input slack equations, suggesting that ‘city hotel’ is an unfavourable operating environment. Management style has significant negative coefficients in two out of three input slack equations. This suggests that in Taiwan chain-operated hotels are a favourable external operating environment compared to independently managed hotels. The hotel-size dummies have insignificant positive or negatives coefficients in all three slack input equations.
3. The increase in average efficiency score means that without controlling for the external operating environment, the penalty to hotels operating under unfavourable circumstances was greater than the benefit to hotels operating under favourable environments.

4. the managerial efficiency of resort hotels targeting the travel market is greater than city hotels. The managerial efficiency of chain-operated hotels is greater than independently managed hotels.
結論：

The empirical results show that the ‘city hotel’ is an unfavourable operating environment. This may be partly due to resort hotels having better occupancies at weekends. Moreover, resort hotels in Taiwan use a ‘greater discounts’ marketing strategy to attract customers in the low season and from the domestic travel market. Therefore, international tourist hotels located in metropolitan area should adopt differentiation strategies to attract customers. That is, adjusting their marketing strategies to target foreign individual (FIT) not group travellers.

Finally, after removing the effect of operating environments, the average pure managerial efficiency score computed in the four-stage DEA procedure was 0.936 or, alternatively, that hotels on average have 6.4 per cent resources wastage. It means that amid fierce competition, international tourist hotels in Taiwan have needed to utilise their resources efficiently, and especially strengthen their management skills and competence. Due to the restriction of the limited available data, this study was based on a sample of 54 international tourist hotels in Taiwan. It should be cautioned that the findings of this study should not be over-generalised. In fact, expanding the scope of this study would be worthwhile. For example, further analysis of the ‘pure’ managerial productivity change and the impact of service quality on hotel performance are factors that can be incorporated in future studies.
延伸取向：可延伸探討消費者對於旅館品牌的認知，是否和經營效率有關聯。
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	1. An-Tien,Hsieh; Der-Huang,Wu. The Relationship between Timing of Tipping and Service Effort. Service Industries Journal;27(1), p1-p14.
最先時間的選擇與服務成果之間的關係


	
	
	
	2. Beatson, Amanda; Lee, Nick; Coote, Leonard V. Self-Service Technology and the Service Encounter. Service Industries Journal,27(1),p75-p89.
   自身的服務技術以及服務衝突

	
	
	
	3. Min, Hokey. Developing the profiles of supermarket customers through data mining. Service Industries Journal,26(7), p747-p763.
透過資料採礦發展中的超級市場客戶的檔案資料
賣點

超市利用顧客關係管理來持續的應對不斷改變的顧客生活模式與需求。
摘要
To stay competitive, supermarkets need to develop a viable customer retention strategy. Since a key to the successful development of such a strategy rests with customer relationship management, supermarkets

should identify the most profitable ways to build and maintain a loyal customer relationship. In an effort to help supermarkets understand their customers’ shopping/patronage behaviour and the ways to retain valued customers, we propose data mining techniques. Using the examples of franchised supermarkets in the south-eastern United

States, this paper illustrates the usefulness of the proposed data mining techniques for examining customer grocery shopping behaviour and developing the profiles of loyal patrons.

研究動機：
With tight profit margins and increasing competition,a key to the supermarket’s survival is its ability to cater supermarket services to the changing needs and life styles of ever-demanding grocery shoppers. Such needs

include providing a greater selection of healthy foods, registered dieticians’ free advice, fast-service checkouts, better lighting, and lower shelves. Full understanding of such preferences, however, cannot be translated into a competitive advantage unless supermarket management develops detailed profiles of grocery shoppers.

One of the most important purposes of customer profiling is to target ‘valued customers’ for special treatment based on their anticipated future profitability to the supermarket. Customer profiling is an important basis for customer relationship management (CRM) and the subsequent development of customer retention strategy.

1. How can the customer population be segmented into loyal patrons and noncommitted customers?

2. Which service attributes are more important to which customers?

3. Which segment of customers best fits the current service capacities of the supermarket?

4. Which customers should be targeted for niche-oriented marketing or promotional campaigns?

研究方法：
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研究發現：
1. First, the customer’s loyalty (patronage) to a particular supermarket and shopping  frequency seem to influence his/her volume of grocery purchases.

2. Second, we found a systematic pattern between the marital status of the customer  and his/her solitary or group shopping behaviour.

3. Third, we found a systematic pattern between the age of customers and their appreciation of employee courtesy.

4. Fourth, we discovered that senior customers, who are over 50, are very sensitive to the price of grocery items.

5. Finally, we found that different supermarkets tended to have different profiles of  customer bases.
延伸研究：

顧客關係管理在服務產業日趨重要，建議未來可持續將相關的主題應用探討在不同的行業區塊上面。不一定只有超級市場。
1. Wilton,Nick. Strategic Choice and Organisational Context in HRM in the UK Hotel Sector. Service Industries Journal,26(8),p903-p919.
  英國旅館在人力資源管理中的策略選擇與組織的背景
摘要

 informal, instrumental and associated with poor employment relations. Some studies, however, have identified incidences of more formal, high-commitment HRM indicating greater diversity in employment practices. Using original research undertaken in south-west England, this article examines this diversity and the influence of organisational context in the formation of HRM strategy. By identifying patterns of employee relations practice it is possible to examine the influence of market factors and establishment size and the extent to which there is scope for strategic choice in HRM. The research indicates that whilst larger hotels operating in stable product markets might be more likely to display formal or strategic approaches to employee relations compared to the industry as a whole, this sub-sector still appears significantly divided in the extent to which managers feel able, willing or compelled to invest in associated practices.

	
	
	
	2. Hubbard,Jennifer;Mannell,Roger C. Testing Competing Models of the Leisure Constraint Negotiation Process in a Corporate Employee Recreation Setting. Leisure Sciences, 23(3), p145-p163.
 試驗中的對於休閒壓迫克服過程之競爭模式以一個企業員工遊憩定位


	
	
	
	3. McGillivray,David. Governing Working Bodies Through Leisure.

Leisure Sciences, 27(4), p315-p330.
  透過休閒來支配工作中的身體

	
	
	
	(i) Liechty, Toni; bFreeman, Patti A; Zabriskie, Ramon B. Body Image and Beliefs About Appearance: Constraints on the Leisure of College-Age and Middle-Age Women.Leisure Sciences, 28（4）, p311-330.
 關於身體圖像和信仰的出現:以學齡到中年女性休閒為例

	
	
	
	(ii) Lyons, Kevin. Wolves Among Sheep? The Role of Men in 
   a Feminist Leisure Studies.Leisure  Sciences, 28（3）, 
   p305-309.

  批著羊皮的狼? 個人角色在女權休閒中的研究

	
	
	
	(iii) Freeman, Patti A; Palmer, Alexis A;Baker, Birgitta  

   L. Perspectives on Leisure of LDS Women Who Are 
   Stay-at-Home Mothers.Leisure Sciences, 28（3）, 
   p203-221.

   LDS(Latter-Day Saint)家庭主婦對休閒的看法

摘要：

TThe purpose of this study was to explore the meanings of leisure for women who belonged to the Church of Jesus Christ of Latter-day Saints, lived in Utah, and were stay-at-home mothers. Particular attention was given to the religious, cultural, and role-determined forces that shaped their lives and leisure. A phenomenological approach was used. Thirteen women were identified through a criteria-based snowball sampling technique. Emerging theory indicated that cultural beliefs and values can contribute to feelings of entitlement to leisure because of the support for leisure and life roles given by one's faith, family, and community.

賣點：自80年代後，婦女越發重視休閒活動，性別差異會對休閒造成什麼影響，漸漸成為某些研究者的方向。每個人的休閒經驗與方法會受到文化思想的不同而有所差別，本文藉著宗教來探討休閒對她們的重要性。

研究方法：
The study was conducted in 2003-2004 in Utah County, which is located in the north central part of Utah about 50 miles south of Salt Lake City. Approximately 55-60 of the 368,536 people living in Utah County are LDS 

The data were collected using in-depth semi-structured face-to-face interviews. Thirteen women were identified through a criteria-based snowball sampling technique. The following criteria were used in recruiting the women:
1. at least a second generation and current practicing  

  member of the LDS Church. 

2. at least 5 years pre-marriage and 5 years since marriage 
  living in Utah.

3.at least one child still living at home.

4.not engaged in full-time market labor since becoming a 
  mother. 
研究發現：

Particular attention was given to the religious, cultural, and role-determined forces that shaped their lives and leisure.The women valued personal leisure and many believed it helped them better fulfill their life roles.

   These women acknowledged that their choice was congruent with the preferences of their religion and their subculture, but did not believe their role had been forced upon them. 

結論：

cultural beliefs and values can contribute to feelings of entitlement to leisure because of the support for leisure and life roles given by one's faith, family, and community.

the women negotiated the demands of small children and other constraints to their time to have personal leisure time. Some women indicated they did not desire large chunks of personal leisure time. All recognized and accepted that their choice of becoming a parent limited their personal leisure time. The ability to negotiate constraints allowed them to experience some personal leisure time. 
延伸取向：

   孩童們需要來自雙親的關心，為此父母需要利用空閒時間來培養親子間的關係。但雙親不需要被關心嗎?犧牲許多個人時間來陪伴孩童，卻忽略自己的需要。或許可以以從家庭親子間的關係會跟休閒活動有著何種關聯，或如何提升婦女對休閒權力的觀感。


	
	
	
	(i) Laing, Angus; Hogg, Gillian; Winkelman, Dan. The Impact  of the Internet on Professional Relationships: The Case of Health Care.Service Industries Journal, 25（5）, p675-687.

 網際網路對專業關係的影響:以醫療保健為例
(ii) Ramirez, Matias. Innovation, Network Services and the Restructuring of Work Organisation   in Customer Services.Service Industries Journal; Jan2004, 24（1）, p99-115.

 新、網路服務和工作組織在顧客服務中的重整
(iii) Pratten, John; Scoffield, Susan. The Role of the Internet in the Marketing of Independent Public Houses in the UK.Service Industries Journa, 27（2）, p125-137.

 網際網路在英國個人酒吧中所扮演的行銷角色
摘要：

The traditional public house has undergone significant change in the last three decades, making the transition from a male dominated drinking venue to a modern leisure provider. Many independent pubs now offer a variety of products and services to a range of market segments. In recent years there has been plenty of evidence of independent pubs embracing the concept of marketing in response to challenging competitive conditions and customer demands. Many have been very successful at implementing innovative marketing strategies for attracting and retaining customers. Promotional activity has also increased but appears to have been less innovative, concentrating mainly on word-of-mouth and sales promotions. The complex promotional mix used by many commercial organisations is beyond the budget of the majority of independent pubs. Advertising through the media of newspaper or radio is also too expensive and therefore independent pubs may have to seek alternative ways of making the consumer aware of their location and the hospitality that they offer. This paper seeks to explore the potential of the Internet as a marketing communications tool for independent pubs. A review of trade examples and a mini case study are presented to assess the extent to which independent pubs and customers have adopted this technology. The advantages of using this medium are discussed and examples of successful use of the Internet by independent pubs are presented. The problems of time, cost and IT expertise are considered as barriers to adoption.

賣點：在台灣個人酒吧並不向國外一般如此普遍，但對外國人而言酒吧是他們週末假日的娛樂場所，在更早期更是街上大小事的情報中心。在周末假日如果沒被人約去酒吧等地方放鬆心情，會被認為是個不受歡迎的人。對於生存在台灣得我們很難想像，但酒吧早已經融入他們的生活、社群當中，現在不論是各行業都因為網路的普及而帶來莫大的商機和便利性，對於外國人娛樂必須的場所，是否會因此而改變酒吧的經營型態或行銷手法? 個人酒吧在消費者心中扮演何種角色，實施怎樣的創新行銷策略才可吸引和保留住顧客，則是本研究的賣點

動機：In recent years there has been plenty of evidence of independent pubs embracing the concept of marketing in response to challenging competitive conditions and customer demands. Many have been very successful at implementing innovative marketing strategies for attracting and retaining customers. Promotional activity has also increased but appears to have been less innovative, concentrating mainly on word-of-mouth and sales promotions. The complex promotional mix used by many commercial organisations is beyond the budget of the majority of independent pubs. Advertising through the media of newspaper or radio is also too expensive and therefore independent pubs may have to seek alternative ways of making the consumer aware of their location and the hospitality that they offer. 

研究方法：

  The advantages of using this medium are discussed and examples of successful use of the Internet by independent pubs are presented. 

  Information had already been obtained from a previous study on the pubs and licensees in a small market town in the north-west of England. Asimple  questionnairewas handed out at a local meeting of the Licensed Victuallers Association and Pubwatch. All of those who attended participated. Those who were absent were either visited or telephoned, so that the results relate to all of the licensees in the town. The town has 27 public houses, of which five are managed. 

  The initial questions were designed to obtain details of the licensee– whether they were managers, lessees/tenants or owners; their ages; their qualifications and work experience inside and outside of the industry; the training that they had been obliged to undertake and the training which they gave their own staff. Thus, information was gathered from every pub within the town. 

  Within the same town one community-led pub was used to survey 
customers on aMonday evening. They were asked about how often they 
visited pubs, which they frequented, their IT skills and access to a 
computer,and whether or not they ever used the web to arrange their 
social life, with particular reference to pubs.
研究發現：

  At the time of the initial survey, none of the independent pubs had an Internet site.The managers all used e-mail on a regular basis; to provide or receive information from their employers, and all were comfortable with this. Six of the tenants and lessees felt that they were extremely proficient in Internet usage, for either business or pleasure purposes, but others admitted that they could not even switch on a computer, and did not want to learn. Ten of the lessees or tenants and two freetraders actually stated that they were too old to have learnt anything about them when at school, and saw little benefit in establishing any proficiency. Four had thought about a website, but were deterred by the price and the technical expertise that they believed they would need. 
結論：Although the cost of Internet marketing has significantly 

reduced over the last ten years, this may appear to be an expensive option, more suitable to the greater resources of big business; the costs of establishing and updating a website may be beyond the means of many small independent pubs.


	
	
	
	

	
	
	
	

	
	
	
	








