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gt it g HAE NI/ %
EER [N ¥iE 2 2% — & I £33 2z 2% — W AR
MRS MR 55 B a S E 1281 604 4,01 12 55 192 665 357 0.9 4,3 15,0 51.9 27.9
— 2R 55 BT 878 1007  4.02 13 33 110 488 234 1.5 3.8 12.5 55.6 26.7
B 15 A BT 417 1468 3.73 3 33 120 183 78 0.7 7.9 28.8 43.9 18.7
T BT 178 1707 4,10 0 5 14 117 42 0.0 2.8 7.9 65.7 23.6
BE ST 378 1507 4,26 1 5 26 207 139 0.3 1.3 6.9 54.8 36.8
i 5 1R 55 149 1736  3.56 6 25 17 68 33 4.0 16.8 11.4 45.6 22.1
BIKIR S 634 1251 3. 46 15 74 196 301 48 2.4 11.7 30.9 47.5 7.6
% B R 55 127 1758  3.82 2 15 14 69 27 1.6 11.8 11.0 54.3 21.3
A AR 55 168 1717 3.75 4 23 10 105 26 2.4 13.7 6.0 62.5 15.5
Kt 60 1825 3.63 0 7 17 27 9 0.0 11.7  28.3 45.0 15.0
R A 12 it 72 1813  4.24 0 4 6 31 31 0.0 5.6 8.3  43.1 43.1
s [i] 590 1295  3.84 2 27 131 336 94 0.3 4.6 22.2 56.9 15.9
P A 137 1748 3.48 1 25 38 53 20 0.7 18.2  27.7 38.7 14.6
SR 46 1839  3.00 1 21 5 15 4 2.2 45,7 10.9 32.6 8.7
Z5 38 1847 2.79 1 17 9 11 0 2.6  44.7 23.7 28.9 0.0
) 4 56 1829  3.68 3 10 5 22 16 5.4 17.9 8.9  39.3 28.6
IZS 147 1738  4.02 1 18 11 64 53 0.7 12.2 7.5  43.5 36.1
®p Dk 214 1671 3.79 3 27 13 139 32 1.4 12.6 6.1  65.0 15.0
g 107 1778 2,13 9 75 23 0 0 8.4 70.1 21.5 0.0 0.0
Hiy A 429 1456  3.78 0 10 55 245 19 0.0 2.3 12.8 80.4 4.4

T4 AEAMBIEERSRENENMIEER THRE

LA IRAR 2 BVEMIEER 3 FOFEMiElR  RAMBXAEARHE EiI XA Levene K50 (F {H) ?ﬁﬁﬁTﬁ#UE>
JER AR R R
i 5 1R 55 3.09 3.99 12.916* " 5.140" " 4,918
s B MS 3.26 3. 60 14.637" " 4,919 * 4.774f"
%R 3.18 4. 05 22.938* " 5.004** 4.236* "
HoA M55 3.41 3.94 20.459" " 3.594" " 3.311°°
Kk 3.48 3.79 0. 230 1. 367 1. 360
B AR 15 i 3.57 4. 40 0. 320 3.607" " 3.329%*
I * % £ * x I % ¥
T O A S ol

o g o 3 L 3. . 3. 3.
DAL B R AL 2. 46 3.21 2. 840 2.134% 2.269"
25 9 2.47 3.05 0. 000 2.035* 2.033"
e 3.30 4.12 2.034" " 2.618" 2.635"
K 3.29 4.28 14,4117~ 5.811% % 5.012* "
A 9/ ML 3.43 4.01 23.840* 4,774 4,479
kg T 1.84 2.47 42.393" " 7.4117 % 7.217" "
i B 3.86 3. 87 2. 344 0.201 0. 204
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b R GURE IR 55 R E AT R B R 5 22 o A
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55 AT BRI 55 L R B0 | 5 18] T A TR F AR
PR B 15 25 VT & B AR AR SPE MR |
AL B IR BAT LA S AROE I 55 B i AT S5 7 T A TR
3525 MAER Py HAl w25 2% ik 55 07
HAFTE R 2R

2 ANOVA By F 5 56 638 51 25 1R K -, o)
2R MHEZ BAFTE B E M2 7, HRER T
W LA Y8 22 18] S 2 A BT AN [) L 3 b A — 20 A 22
He# (multiple comparison) KK 8, £ & i £ iz H
22 I K6 36 1 (studentized range test) JRER AT, % )5 =
SRR R B/ .35 22 R 1k (least significant difference,
LSD). LSD i F 65 9 28 N 4 07 AR T # 4
B IR 152 I T AR IR A5 2 7 22 S PR O R Y
it 8, il sy 22 55 AR AT, AT LR A Tamhane
T2 E LR T IR LT A R 20 i
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mHH., BT USRS B B A Levene K56 {H

TE 0. 05 f7KP- 3 gk fok 25 P AG 06 . R DB AT 25 1
) 57 A A AT 22 o A FRATT R T Y /2 Tamhane
% BAREER LR 6,

x5 TRZEEEEXIRERSRERN ANOVA

s bR FEA ) {E Levene K55 ANOVA
AEEHE EAEHEAFREHE EHNEHRARER TS SR (F{t) (F 1)
CIRERi:E:3 2.20 3.50 3.75 3.75 1. 661 3.427"
BIRRS 2.93 3.66 3.54 3.36 0.551 7.079" "
% b IR 55 4. 00 4.03 3.76 3.72 5.241" " 0.811
oA IR 55 3.33 3.86 3.69 3.77 0.669 0. 386
— 2R 5 BT 3. 39 4,07 3.98 4. 10 3,471 9.242% *
K 3.00 3.83 3. 90 3.38 0. 344 2.195
EENE 3.00 4.42 3. 40 3.855" 11,197~
7 [ 3.37 4.05 3.98 3. 64 3. 745" 15.780 " *
AT 2. 40 3.83 3.62 3.32 5.129* % 4,107 "
LA 2.67 3.86 3.70 2.54 0.052 5.558* %
25 2.00 3.20 2.76 2.79 2.826 0. 843
) £ 4.00 3.56 3.69 3.69 3,475 0.074
R 3.60 1.62 3.42 4. 00 11.894% % 10.171% %
it 15 A5 BB 2. 74 3.99 3. 87 3.56 2. 602 16.613% %
wh B 3.60 4.17 3.71 3.71 4,221+ 3.148"
A BRI 3.50 4. 38 4.16 4.01 7.867* 5.660% "
g 1.75 2.63 2.26 1.89 5.587 %" 15.001* *
iy ER A R 3.96 3.95 3.63 3.98 38,302 " 14.612% "
FE BT 3.91 4.10 4,47 4. 00 6.325* " 15.312**
RS IR 55 0k T 3.59 4.18 4.07 3.95 6.526" 10. 649" *
W FRAE 0,01 KP B WE; * RIRTE 0.05 KF L RFE,
X6 WMERSRE—RITMIETHNSELE
s (DAEEMER  (DABERER M2 0D Bl B 9508 Bl
TR R
2 —0.594** 0.134 0. 000 —0.95 —0.23
1 3 —0.476* " 0.130 0.003 —0.83 —0.13
4 —0.357% 0.129 0.041 —0.71 0.00
1 0.594 %" 0.134 0. 000 0.23 0.95
2 3 0.118 0.063 0. 325 —0.05 0.28
. 4 0.236" " 0.061 0.001 0.07 0.40
WK M55 5 T v
1 0.476 %" 0.130 0.003 0.13 0.83
3 2 —0.118 0.063 0. 325 —0.28 0.05
4 0.119 0.052 0.125 —0.02 0.26
1 0.357" 0.129 0.041 0.01 0.71
4 2 —0.236% % 0.061 0.001 —0. 40 —0.07
3 —0.119 0.052 0.125 —0.26 0.02

H. ERPEEEEBENT 123 4 0 0CEA EEH EMAEHEAFSHE BNERAFEEMPL 2B S, F/RHE0.01 K

LW FRRAE 0.05 KV L RE,

A A (6 B 6 v] 0, AN TR 228 A AR AR
e R 1Y R 55 B EE el e BRI . AN
PR A] A AN A A B L O & N
BLOHFEEH, HRAH Tamhane %17 £ & LK
e & [ ANE B W) A O IR 55 S
A B w R RS T W M e N
BRN w8 A UL HE R 55 B 5 O 2 BN 4 B
AR AR 0 TG Wk 2 M 2 S I TR AT s FE AR T &

BB H R b, R R U B Y RO
M2 55 J5T i A ARG s T H A 3 b 2 8 A8 B SRS /Y
Ml 55 Joi i TG 5 25 S LB T A A B U B
P .

BR T X 1 PPN SRAR RO R S5 B BT AT
ZH LB, AT IE X — 2Rk 55 BT B A S
PRV TR BEAE 4 A 2 MR T T
ZHEILE, AR T,
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x7 WERZSRE-RTNEENSELLR

95% B 5 X [H

A A5 i (DAEFHEBK (HO@EEHER ¥z (4-D T 1 15 2
TR I B
2 —0.676" " 0.169 0. 001 —1.14 —0.21
1 3 —0.587" " 0.165 0. 006 —1.04 —0.13
4 —0.709" " 0.163 0.001 —1.16 —0. 26
1 0.676" " 0.169 0.001 0.21 1. 14
2 3 0. 089 0.078 0. 828 —0.12 0. 30
4 —0.033 0.073 0.998 —0.23 0.16
— &5 BT .
1 0.587" " 0.165 0. 006 0.13 1. 04
3 2 —0.089 0.078 0. 828 —0. 30 0.12
4 —0.122 0.063 0.274 —0.29 0. 04
1 0.709" " 0.163 0.001 0. 26 1.16
4 2 0.033 0.073 0.998 —0.16 0.23
3 0.122 0.063 0.274 —0.04 0.29
2 —1.246" " 0.202 0. 000 —1.64 —0.85
1 3 —1.134" " 0.185 0. 000 —1.50 —0.77
4 —0.819" " 0.188 0. 000 —1.19 —0.45
1.246" " 0.202 0. 000 0. 85 1. 64
2 3 0.111 0.120 0.352 —0.12 0. 35
U T 4 0.426" " 0. 12? 0.001 0.18 0.67
1 1.134"" 0.185 0. 000 0.77 1. 50
3 2 —0.111 0.120 0.352 —0.35 0.12
4 0.315" " 0.093 0.001 0.13 0. 50
1 0.819" " 0.188 0. 000 0.45 1.19
4 2 —0.426" " 0.124 0. 001 —0.67 —0.18
3 —0.315" " 0.093 0.001 —0.50 —0.13
2 —0.879 0.293 0.061 —1.79 0.03
1 3 —0.657 0. 281 0.217 —1.56 0. 25
4 —0.514 0.275 0.438 —1.42 0. 39
1 0. 879 0.293 0.061 —0.03 1.79
2 3 0.222 0.142 0. 547 —0.17 0.61
Tk T 4 0.365" 0.130 0. 044 0.01 0.72
1 0.657 0. 281 0.217 —0.25 1. 56
3 2 —0.222 0.142 0. 547 —0.61 0.17
4 0.143 0.103 0.665 —0.13 0.42
1 0.514 0.275 0.438 —0.39 1. 42
4 2 —0.365" 0.130 0. 044 —0.72 0. 00
3 —0. 143 0.103 0.665 —0.42 0.13
2 —0.195 0.181 0. 880 —0.74 0. 35
1 3 —0.559" 0.168 0.038 —1.09 —0.03
4 —0.091 0.175 0.997 —0.63 0. 45
1 0.195 0.181 0. 880 —0.35 0.74
2 3 —0.363" " 0.091 0.001 —0.61 —0.12
R RT 4 0.104 0.104 0. 896 —0.17 0. 38
1 0.559" 0.168 0.038 0.03 1.09
3 2 0.363" " 0.091 0.001 0.12 0.61
4 0.468" " 0.079 0. 000 0. 26 0.68
1 0.091 0.175 0.997 —0.45 0.63
4 2 —0.104 0.104 0. 896 —0. 38 0.17
3 —0.468" " 0.079 0. 000 —0.68 —0. 26

E B R PSR 1.2.3.4 2 BIRTE A 2 EE R AN FAS WA TR B R BN WA BRI 2 B A B, RORAE 0,01 UK
L@ FORTE 0,05 K LB,
M 7T DA LA S5 . HIT 2\ EZI, A 248 AT RS k%

(DTE*—L MR 55 BT H . R Tamhane 3 B 5 HAb 3 7 A8 BT 050 Mk 55 50 B 1 49 {1 2
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YRGB RS e . [ A, Tamhane 3% £ & 3 A9 45
Rt —20 W B AME A R L E N A R A
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Comparative Study on Service Quality of High-star Hotels
Based on Content Analysis

ZHANG Hui
(School of Tourism , Huaqiao University ,Quanzhou,Fujian,362021)

Abstract Based on the web review text, this paper, from two aspects of locality and operation and
management model, makes a comprehensively comparative analysis on service quality of 30 high-star ho-
tels in Quanzhou and Xiamen. The result shows that some problems still exist, such as poor service
quality, distinct differences between regions in service quality and lower-level collectivization of hotel in-
dustry. Therefore, this paper puts forward several relevant suggestions on how to enhance the service
quality in hotels from the following aspects: focusing on key quality point,improving accommodation,
reducing regional differences, promoting the customers’ satisfaction, learning from advanced manage-
ment model and proceeding collectivization management.

Key words high-star hotels; content analysis; service quality; analysis system; comparative re-
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