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A Comparative analysis of Service Quality, Satisfaction and Loyalty of
Visitors to Different Types of Tourism Breweries — A Case Study on the
Pingtung Winery and Pingtung Longquan Brewery

I-Wen Chen, Guo-Hong Gu
Department of Sports and Recreation, Meiho University

Abstract

The purpose of this study was to compare differences in the basic information,
consumption patterns, service quality, satisfaction and customer loyalty of customers of
private and public breweries. The study was implemented by questionnaire survey
method for the customers of the Pingtung Winery and Pingtung Longquan Brewery.
Each winery with 250 surveys were issued for a total of 500 surveys. Those subjects
were 18 years of age or older, and properly able to respond. The effective collection rate
for questionnaries was 100%. The questionary structure divided questions into five
categories: 1.basic information; 2.consumer habits; 3.service quality — including the
four elements of concern, tangibility, reliability and responsiveness; 4.satisfaction
level — with respect to landscape & infrastructure, service attitudes, public facilities,
price and product; and 5.level of loyalty. In order to compare the differences between
the two breweries, descriptive statistics, frequency of distribution, chi-square analysis
and independent sample t-tests were applied to the data. SPSS 20.0 was used to perform
the statistics alalysis, Excel 2010 was used to drawer the diagrams, and the level of
significance was set as a= .05. The results of the study show that with respect to the
consumer objectives within the consumer habit category, the two variables of family
tours and gatherings with friends were significantly higher at the Pingtung Winery than
that at Pingtung Longquan Brewery (p<.05). With respect to the customers’ information
sources, the internet and recommendations from friends were cited significantly more
often by Pingtung Longquan Brewery visitors than by those of the Pingtung Winery
(p<.05). Under service quality, concern, tangibility, reliability and responsiveness all
received higher scores at the Longquan Winery. With respect to satisfaction, Pingtung
Longquan Brewery scored higher than the Pingtung Winery on three of the items,
including service attitude, product & price, and landscape & infrastructure. However,
with respect to the public facilities, the Pingtung Winery scored higher than the
Pingtung Longquan Brewery. The results of the study show that the privately operated
brewery performed better in service quality, satisfaction, and loyalty than the publicly

operated one. It is recommended that the Pingtung Winery provide speech and behavior



training for personnel, set a reasonable prices for the product, and increase the

cleanliness and comfort of the surrounding environment.

Keywords: Tourism Winery, Service Quality, Satisfaction, Loyalty



