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TEMES A E T, FE N ORI A LR 55 B A stk RS R
SEREIE CHSCIE L RETTK, 2016 ) , (AT IRSFFEHEEM TR . MRS RAETERL
GBI A ST T BUM R AR IR e R 55 i nfE— (25 4K, iR 2N iRk IiE
MR 55 By ME— T K FAR . A B AN IRIEA LR 502 LU I T BUS BT 1o &
L0 E /A W SR LY 13/ o O L N ER A B R e e O R i ) /A k.2
A SIS (ZEZEMS, 2012) 5 A 5 48 IR 2 2 e 55 2 B UM R
HAtrt 22U HER, LA RIS LR L, ALVERIH, BA
WS 8 Pk () 7 i R 55 B (2238, iR 2, 2010) o BEFESRINE
FRA P ST L2 0y, B TR E RIS, M) SRR ERA A
FEWAE RIS IR , AR M2 255, WU | R AR X A (24294
HIpk, XN, 2010) .

TERRIF S TR 55 () N ZS B AR R A T, RO AT 1 T IZ e .
IRWEAERS . AMFER . A s AR (EFERE, 2012) , ARG
WOt . At R (2R, 2012) , Amikss . THEHE S5 (XI7EH,
2012) , DhAORiEERCTG . Fi . RIEFR IR, At TR (L4,
2012) %5, AR AGRIEA IR 55 0970mE . X5 T an el Bk i A 4L IR 55 1A R
B MR A AT 5T, R A G BIRST . ki ALtk 55 . ik
Ui A R B e 55 25 5 T 2 2 B T80 F & R iR (8 SCiR . o,
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R CaR4ETE, 2008) | ARG BESUSIEIMAR (ZEXE. Fx,
2010) . Ji e e 55 BT e A S ER R (E 4k, 2009) o iR H Rk 55 Ui
FW VIR R (M hhs . ey | FREERY, 2011) | WG SIIRIEL
LRSS FLEPEY (25, H IR, 2011) | FREFA LIRS KRS (4R
SIS, 2011) FFJ7IH . FRAFE G TR R ASE . AR IR
RS TR I 2 M 55 Jo e 0 i 25 G A BE AN EL i A2 1] Y 520 ( Howat, Murray &
Crilley, 1999; Thompson & Schofield, 2007 ) .
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2. AFRARA BARR A9
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(BB 52 I I TH AR B A B G a3 (skaroR. Z2PRAER, 2013) o 20 fiE
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KPFUCGRIAEL SR BUN AE JIRPAT 7, B N R S IR S5 BB o AT,
ISHEARSS B AR THA B AT BOS BB 1 AR s, B IR SSAE N TAEE 5.
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FEOR (X B K . A8, 20065 5KEEZ, 2006) o B AR 55 HLE ok H—
PR T A RAL . R R AL F) 25 Mk 55 A R B O A T4 Dr Eie Al A
Az E PR (BUREE « V o BIREE. DUA%E « B « BIREE, 2010) ; ik
9 g[S 32 N N N o & b e 1 DN i R (SN B SN T (S Y N N B
X AE AL A LR 55 Bf 17 EME ( Christensen & Greid, 2006) , [RIEfAS KA1 H
ARG AR T B, EINWAA 2R Y, S B B RE R A R RO ] i
S RUBUNEEAS , BOZLV AR RIRSS T, I3 R0, Bl BUN S5k
IPMEDLE, HEATSRCE BRI, R RREUM I EME, SRAGBUN ST (ThoRfe,
2004 ) o FHULATOL, AT, B0 THME AT AT ) & B IR 555 10 41 41
TR ZE R 5y, WA IR S R BON M E T B . R, Bf
1B 55 SC AR AR €00 14 iR 55 [ T AR v i 2 S RN i il 55 B - ( Grodmroos, 2007 ) o
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Fig. 1 The research model
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TR R AN (BT 2 — L, TR OGR4 T K o [ A Ah 8 Tl SET o R B
Jr 5 ) 2 IR 55 B A P ) S8, REAS 5 S Al 32 v IR 55 B fe (4 Kirca,
Jayachandran & Bearden, 2005) . ZASCIAMEE T\ [FAEA B TARIE A LIRSS
iR B3R T, DA il ) RE AR AR A T B B TR R 1 % T SR AR —1)
TAERY A RUMTE AR, Tl e 2 n A &, TR BT R AR A T
SRANTT R A e bimg , bR A MR 55, MR A M 55 i . DA R
H SR AR PR AT 2001, iR T B LR T T B A o ir e B A, Ik
PO FGE R, I E BT RERIE, Jf Ry | s b ab B % 1500
TRBEWR A AT, BESHE S e 2 BN A R e A He e 55 it . A% B3 %
XM A G R m i BT i IR S5 AR, DA AT . B T
H LRGSR S, R WA T B8 BEART ] — J7 TN RR AR 4 B DA
WA BYEENII R, iRl A A SR BT, 55— 5 Th i & R A A 5%
BHAEZ AT, LS E AL R H A OB R, BRI T S BRER T T 7EZH R
WAL e T m)” PSS, SR TR SR S B 2 28,
ZI7 TR 5, BEAR AR N SUB A I R SR AU B IR 55, $ il o 2k
R55ohe . HET I, ASCHRH DL R
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H,: B e A e 55 Bt A 1 ] 1520
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WA S AR G TR RloE SO IR TBOE BT TR % oy, 5891 T
ek, AHAE B ME R —Fp " . 28 Gruner 1 Homburg (2000 )
DA S Ordanini #1 Parasuraman ( 2011 ) [ RIFARIEII TG S TBTT, XHiER
S I A 5 M, Ay R MR PR TR TR
Bt SN LA BT TR A SRR BU TR R B AT, BRI
RER" T AR R B DL TR B RTRR R R 2" IR Le Sy
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BIHT T I E )t e SOR TR TBUE BRER T TN B B8 B SUIE AL -
K Hurley H1 Hult ( 1998 ) By, X T & 1] A 045 4 58050, 05 Ik
HE S TR BB R R E BEORIATRIET B EUR
etz R A LIRS 7 @R el TAE AR AR AL .

PEFRT IO AE A gl ORI T B LR T N BB A HRRE AR 1] =2 1)
5 A BN HRREAS T 1 Z (6058 )5, XA i R A E B T e .
HAILIE, A A M E R —F T A 7 . 2 Conduit Fil Mavondo
(2001 ) K Walker. Brewer #ll Boyne &5 (2011) Y3, XTEER THMHE 0
ARG 8 NI, A HE KR Z A SRR AR R S
[TZ R AR R R 2 ik A TAE AN SURIZR R i 9t A& i
FHOCIRNE” 20T TERAR B 2 — 4k TAE N A A& A sl M R v
HETR” B ZRIEE BEEE" Sl Z M LT “ikilf
ATECE AR S HAWA DGR T T 28 IR U AR R iRl 7 B B
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it ViR 2 e Al 55 IO 1 X R YA 7 B B 1) S PR R AR U N Al S5 b
VRIS (2R, 2013) o ASBFFER AR SHALIIFIOSH % (2016 )
FER PRI AR S5 B i %, AAGRIEAILF BMRSF Tiit . ik 2 O i
%Eg\mﬁﬁﬁx@%%ﬁi\ﬁﬁ@E%§W%E%\ﬁ%ﬁﬂ%%%%
[ e LA S AL B R R 55 i Ak 6 AN4ERE 25 /8

2. I

A GE R O IEA T B ST TR AR GO RIS . iR T B BT
VEMRIE A LR 55 1Y 24, A AR B S 53R A LIRS B r
Pt R, X T BUM PR HER I A SL R 55 RS B A RO AT Y T . AR
PR R4 19 AR DL B A 13 4SBT & B4t 32 MR TIBCE #E T T it
170 BIFGE AT A ) 26 11 27 320 ik A T IB0AE BRI T N 00, i A B R R
[R5 53 A 2R R A FE IR 55 AH DGR T THA B, WA A FEIH S 52 M) 45 J 4% [nl R
A MG E . FEMEIS U, SR R TBOEERT] fR IR T
YERYEAAL,  “TRIEATENRSS” F5IRAEXT G2 Biras i DX Bl 3 [l P By it 2 e IR 55
PRI ) B2 5 S S8 B AR QA 2 1] o AU IR AL IR & I [l 389 44 1]
G, WEHMWREA 3714, MERICHRESREAFE] 309 A RNE, BEh
BRIR 79.4% BLIBEXT S, Bk d 51.4%; A FEE T T 21~50 &, H
H121~30 % . 31~40 % LA K 41~50 2 1953005 27.7% . 38.3% 1 25.7%; ZHH
PR R LI A 28.9%, ABH N 58.5%; TAEAFERR 5 LI FAE 23.0%, 6~10
M 17.3%, 11~15 45095 18.7%, 16 4F LA F 0 7 41.0%; H Ut A 2 000~
2999 JTHY & 25.0%, 3 000~3 999 JLIY (5 32.5%, 4 000~4 999 JTIH i 16.4%,
5000 Jt M LA Y7 19.2%.

3. BB EBESHT

AWFFEAE G853 Bk 4k SPSS 22.0 Al AMOS 20.0 i 5088 #E 4540 4. 21
B W BRI E I AR IR 3 ik 55 B e R 1Y) B R L bR AR A
( Cronbach’s o) 43 %]} 0.901, 0.878. 0.929 1 0.959, ¥k F 0.7, i HH M &
mREAREMNEE

E%%@M LSRN G B e (2016 ) BFFERT R B, ikl IR 55 &

TR, AFERIEAIME S . RefikE, AMscH, ERER., 1T
ﬁu&*%ﬁ§%6A*Ml¥ Wt ZFr A oAt (CFA) Al LUK
?Eﬁﬁom%1¢wﬂ&ﬂ%m,ﬁﬁmgﬁﬁﬁﬁﬂgk,%Mgﬁﬁﬁ

— BT, A — B RS B R R A R B R KO . TR
ﬁ%%ﬁgﬁzA%f REAERE T A 28, e T Sy st
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FA PHF B AR SE T 2B 9 P (B N R 2 JE AR 55 i B R 950

H T ) e oS R A T B BRI ] B3 TS, DRl ] BEAE A L [R) 5 v D 22
I3 3 [ o LS R B 44 DAl /D B3 T it A9 0 ik — AR P il A, A
WFFE it K Al Harman SN ZRAG I A TSR RARUEIEN 7708, e
HWFECH 1, RBSUEFER (W3R 1 M2) MLk, PRI LA R R
B2 (WFE1HIM3) o PRI AR 3L R D ik 22, 200 M
CRHES T ETAU

R1 CFADWER
Tab. 1 The results of CFA

AEA X dfr xdf RMSEA NFI TLI CFI
M1 643.659 266 2.420 0.068 0.911 0.938 0.945
M2 589.471 220 2.679 0.074 0.899 0.924 0.934
M3 805.754 223 3.613 0.092 0.862 0.882 0.896

E: M1 ABNERS R B N BRIEREFELY; M2 AR EELY, KUHFH. BEF
7. IR AABARFNEIR SR ZEH AANABET; M3 ARETEY, KQH 6. HEFH.
BT BB A RIS R ESH A AR T

AAIFE R T ARG 0 F R A (WK 2) o 4 DMIETE T 1) CFA 43
Fras R s, B SR NRA RO B (R 1 M2) . SWENHAEH
JE (CR) HRTF 0.7, F—RUEHERLAREGE. &2 Bl aag;
WoR, FRMEILII T2 (SFL) 7E 0.713 & 0.872 b, 7F p<0.05 7K i
F; PSR EMEE (AVE) #KT 0.5, FWHFAWSEA RIFHNREHE.
R I R A X AL, AT AE P A8 22 ] g v R RS A R A B s A
FLARHI ) X 255 B B (3, BHXARES) . k3 R, M
AR BRI AR Y LA R BT RES . 256 L0 kg fi
e B D RN By o N 11 ) N K < 3y L1 B = S =10 1 2
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x2 MERBLR

Tab. 2 The results of measurement model

RS 5 AE AR AL §i 47 SFL Z i CR AVE
CXDX1 0.834 —
A5 & CXDX2 0.872 18.879
CXDX3 0.834 17.190 0.903 8 0.7015
CXDX4 0.809 16.848
YKDX1 0.713
YKDX2 0.779 13.198
BE 6 YKDX3 0.776 13.055 0.883 4 0.603 1
YKDX4 0.847 14.234
YKDX5 0.762 12.678
KBMXTI 0.728 —
KBMXT2 0.794 15.815
KBMXT3 0.736 12.806
5300 A gﬁﬁ: g;zz ﬁﬁ; 0.928 5 0.6196
KBMXT6 0.833 14.173
KBMXT?7 0.831 14.219
KBMXT8 0.804 13.809
GGXX 0.820 —
AQBZ 0.770 15.450
. = GGJT 0.721 14.105
LR NE | BMEM 0.807 L6476 0.898 7 0.597 2
XZEW 0.723 14.020
XCJY 0.790 15.776
E: AP, “CXDX1” K& “dEFEHHFRAFOEHAFE” , “CXDX2” KA “A
SRl RAE BH KBTI, “CXDX3” K A )3 & R k8 B 250085 AR5 F7, “CXDX4”

KA “F B TAEARI Q#0948 357 “YKDX1” KA “SFFEAHEHHSA”, “YKDX2”
RA CEADT W EF R R ERT R LREA , YKDX3" RA& 8 TR 5%
wh R AR, REBFENA L, “YKDX4” KA “ToTAkERZ 6% T BEFERITAKE
HER", “YKDX5" K A& “ARAEDG HFERERARS A IHEAR . “KBMXTI” KA “%&
IV B F ARHEREF @HE L, “KBMXT2” KA “&31TZME ) A1 #HL5HE
HER" , “KBMXT3” KA “2ibLFTH TAEA R4 505 7 %7 K eg4a X @87 , “KBMXT4”
KA CEBIHRNAEF AR R IFEAR LN FEVE 2N AL THETETHK” , “KBMXT5”
KA BB ZRBF EESE", “KBMXT6” K& “&RIMZALFEFTHR", “KBMXT7”

KA RFBTREHEINTE EfeAg LR 2 FHREE WG AERIFE LR , “KBMXT8” KA “
FAEEERIT S A feAg £ TR R EFOAE, ¥ HERE . “GGXX” KA “FRiFNELE
ERFME” , “AQBZ” KA “#BZAKERFME" , “GGIT” KA “FRFENEERS

BRE”, “BMHM” K& “HERRERRSFAE" , “XZEW’ KA “RHFFEABERSFS A2
“XCIY” K&k “RBEHHKFTRSAE"
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®3 HEXSMHEHINERE

Tab. 3 Correlation analysis and discrimination validity test

RS ¥ i AREE 1 2 3 4
1 5.654 1.0241 — 29.431%** 7.004%* 20.180%**
2 5.775 0.9536 0.730%* — 16.570%%* 42 436%**
3 5.647 0.9968 0.722%%* 0.787%%* — 12.342%%
4 5.661 0.7764 0.748%* 0.779%* 0.765%* —

E: 1=4HEE, 2= HESE, 3= ITHA, =B ARRSAS; AR THAAMN
Al et £ A%, A ZEARRAHANRF L fo BB N 09 E F R D F AR =
A7 p<0.01, *** F& p<0.001

4. B

AW 7% R 45 F SRR 56 44 & (B A oG R, LA IR EE FE A Bk B ok
(x’=589.471, df=220, x*/df=2.679<3, RMSEA=0.074<0.08, NFI=0.899~0.9,
TLI=0.924 H. CFI=0.934>0.9 ) . WK 2 i/~ W& S -5E5TTHME (f=0.682 )
FUR U 2 e IR 45 B it (=0.407 ) RIEAM X IC R, B S 10 5 81T Hh
(f=0.226 ) FiRHFAILIRS it (f=0.295) RIEFEIR, HEHTTHMEXT
i e S He e 55 o 7 A U 52 (=0.268 ) , R H,. H,. H; 133|510,
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Fig. 2 Results of structural model
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Tab. 4 Direct, indirect, and total effects of the hypothesized model
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Promotion of Tourism-Related Public Service Quality: The Driving Effect

of Tourist Orientation and Innovation Orientation
GUAN Xinhua' / XIE Lishan™ */ LI Jianyi'

(1. School of Geography & Tourism, Guangdong University of Finance &
Economics, Guangzhou 510320, China; 2. School of Business, Sun Yat-sen
University, Guangzhou 510275, China; 3. Research Center for Service Business
Administration, Sun Yat-sen University, Guangzhou 510275, China; 4. Guangdong
Provincial Department of Culture and Tourism, Guangzhou 510080, China )
Abstract: Tourism-related public service plays an important role in the process
of developing tourism into a modern service industry that satisfies consumers and
serves as a strategic pillar of the national economy. From the perspective of tourism
administration, this paper builds a model of tourist orientation, innovation orientation,
cross-departmental coordination, and tourism-related public service quality based on the
new theory of public service and holistic government. The methodology involved giving
questionnaires to 309 officials of tourism administrations located in 32 major tourist-
generating markets of Guangdong province. The results of structural equation modeling
(SEM) indicate that tourist orientation, innovation orientation, and cross-departmental
coordination can improve the quality of tourism-related public service. Moreover, cross-
departmental coordination can also enhance the effect of tourist orientation on tourism-
related public service quality. This paper fills in the theoretical gap in the antecedent
research of tourism-related public service quality. It also expands the work on market
orientation and enriches scholarly understanding of the administrative competencies
of a service-oriented government. In practice, tourism administrations at various levels
should strive to create an atmosphere conducive to providing quality services for tourists
(tourist orientation), pay attention to innovation (innovation orientation), and strengthen
coordination and resource sharing among relevant departments within the government,
as well as with service departments of other public sectors (cross-departmental coordi-
nation). Future research could explore the broad connotations of tourism-related public
service, and investigate other factors within tourism administrations that may affect the
quality of tourism-related public service.
Keywords: tourism-related public service quality; tourist orientation; innovation

orientation; cross-departmental coordination
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