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Abstract

With the rapid development of smart tourism, understanding and classifying different tourism technologies and service characteristics
is crucial to improving tourists’ experience. Based on the Kano model, this paper explores the impact of smart tourism technologies
and service characteristics on tourists’ satisfaction by classifying different smart tourism service characteristics. Through questionnaire
surveys and data analysis, this paper classifies smart tourism technologies and service characteristics into necessities, expected
goods, attractive goods, and undifferentiated goods, and puts forward corresponding improvement suggestions. The results show
that innovative technologies such as augmented reality experience and interactive entertainment facilities have a significant effect on
improving tourists’ satisfaction, while basic payment and security functions are mainly necessities to meet tourists’ basic needs.

Keywords

smart tourism; Kano model; technology and service characteristics; classification research

£F Kano #EN B EIRHHA SRS BIES KF R
SIS

[EF K TED Kebe, #6E - H7K 100-744

w E

K8 &% Bk ik Lk, By R AR W FER RS RSFHAS TRAFEARBEZXEE, B TKanoBE A, @it
SRR AR IR SR KB R, I T BB AR S RS AR E Y e, @i PR RS R RAES AT,
IR BRFRAREREHFREALER, PR BAhSRRALEFR, FTREMEGREEN, AREREF, 3
PRI AR e BB IR R R GRS B TR AR AR R B A R RN, W ek I AT A B o e ) £ TR Sy b F S i R
ES 5|

& Bk, KanoBER; HARLME4HE; 2>EHR

4 RIERAE TR R . XM T, BRI
BRibEIR SR, RS TSR s TR, T T
A EAARIGRNEERE . K, REEZh AgEeEk
JEFEINSE] TR, HIDREN S EERE et ok T
FHOPkL . RRBBEAEERIEASNTRE M, &
5 \ EIIHRERIERINE, AL AIEE =R S A E
Ak I, A RaRBIRT R R S RERER, BRb
R AT RIS ACR S5, $T% X — )R, Kano 1
T Sy T RIERAR A PR ARG T — MR IO, it
IRBIRFIShAEAE F P e P Ve, ATDUES B il 22
GEHOTT e HEANBE H B L AR, MIfERTEH P
NN

1.2 HRE X

1 #EIA
1.1 HARES

W (S B RRIPES , BRI TSR R T AL A
B B ERUM RO SRS, W I = HE
HE L SRR S S BRI GRR R, IRRLEE
PEAT “EENRE R S ERR R OE TR EBRE
BHR, R (1oT) . KEUE. ATERE (A Rz
TS, ST R SR R R e e i
FOCEIHBOEST. S, 2. 224, B, BES—A
FIEREAIRSS, AR TTREZAHE . AT L IETE A

[EEEN] B (1993-) , &, PETREZEA, 1§

T, MBEFEIRZ AR,
[ERfEE] &Rk (1968-) , 5B, BEBNA, BL,
R, MEBERTHR.

4

ARHFGTHIE X T i Kano BT B fieif A4E MO R
[FILDREREI T 2RI, DA HAT i EE RS2 o 1X
TR AMXAERS |5 T 8BRS 0T



MUEREIF - EFRFARILIE - $£03% - £ 098] - 2024 £ 09 A

T B, 1830ET Kano AN E R LIREF K 5>
2, HET B R PR AR ThRERH R A PR B Ok
HEA Y, flan, SHTRSIEIIEERTGE= A AR rIEA R
Ret, TR RENI AT RE(E R AT i P P Rl 5 T
FERRIOER ., XEEBLRI DN FREAL ML EHR S5,
A IIE T & R R A4, RERS A S
WERAPRIROER, Hik, WRERASERERASENIN
AR ZE SR S AT HEBE TR IRIE. BEE A Tk H
WEFEE, BEREASAEFERRNIIREER, e
ZHEE HI AR S SRR BRI TR . AR
BT BIARS MAl & AR Ry A, (T
RS ARRBIRER TR SN, RO EAERIIRSS, Mifi
BAREAHEE. &E, BXORERD B
FRMTEENS%, MESZIRERIKEENIIHE,
WAT e A& RBCRAIbRE, BRER SRl RS ThREE 2
Rk, RECEHEE RGN EZAE, Bl AR, W
S B AT DU IR T R R P R R U A A R A SEBR T
K, FEMmEIEEINETRTESIIBOR, (a2 Rp 0 R
Ko
2 3Lk B
21 BERFNBSE5EZRE

EERFIRSIRE CEERT WS, Rl
BRI E BB (SR (ICT ), WiBEM (10T ) . KEHE.
NTETEE (AD) . mitBERBEERNSE, e,
WAL BRREILIbRIT A S RS BRI AR T hkibs
IRHEC S TR | (Z BRI LR O B REAR S, b
BFERR L BRI AR A . R R A8
SRR . BEAE RN . AEIERI A B S RARR,
REAS SCIT AR R AT AR, HEL T X R AR I T HT AN
FH, M0 A AR ME RO IR S FRS R B B . B
Eebkirinl EL TR, BEhREIN AR A A
Zo P, FTArEARSS (LBS) MIERESE A58 T DAY
EARRMN P SHARAGE S EIBLEL (VR) FIHgEsRIL
5 (AR) FEARWDA W K TI0ER A, L8
RS AR R A IMERE T R s M A5 TCB 4
SCRHBRCABIEE, 3R T IETR AL . X EE AR R
FARCERT TR MR, it Tkl el & Al
RS, RN R — SR s B E AR IR S
OBk A B,
2.2 Kano 27 Fi P&k i R A Bz A

Kano A FHFFEFZEIAEAE 20 tH2d 80 FFARERH, &w)H
THE =R PR T, R B R 2R S A
BEEAGEL NG, 1ZEALEY P R A D RER R
MRRBERN LR, IRBIHE AP TR REZES], HA™

o

R, IAESEEerP A B ERIE RSN OE TR

AR AR SS AR AL T A, EIlR R A TR A A R
(Must-be ) | 127 ( One-dimensional ) | /)7 ( Attractive )
F 2 557 (Indifferent ) F12 A% (Reverse ) , A5 B4l AN
AR SR A RBIMBEL RO Fa A Tk, WREE TSR ] DL
PR RN A HIAR & F i . fERiiAL, Kano AU FIR
RO R R mgR . G, & 51 Kano
AL HT TSRS . IS A FIIRSS . Bk App PIeES 7
Ak, AT — e feiFek (AnFsngasial. #ES
FINEE ) AR 7k (MO TR B HLEER IR A5
(B 5N, (ERERIFIE = 1, Kano BAIREGS AR
BB TNRE I RINA AT ERE (An SRR ETIRE ) |
WBECTHRENIBERS 5 KSR RIS (10 AR IRIG IR RER
BR) . MiTsE AT RGeS RIEDREAL Y,
2.3 BEMRIFINEER AP E R TIK

ERTE R Mo, RO SEIAIAR 55 G 1T Y
FIFERE, (B R PRERIREA SR . ETRE
BRI E R RGN BORZE K | AR SSARRIR FHZE1T5
. RER R RIS R i R i 25 1y
TR, (B0 A P KO 5T R 2 G AR AT
Eifile (B DEI R B e 0T ki kil
AR RE A A IS . i, BB SR
TEIIREM B EERZ L, X e IREn sk th A g
FINE A%, XFE e FIE AR DIRES TR P RHAR
W5 | R L, Blhn, AR, B ST
ST THRENY TS R TR TRaE AR, T R R IDRE)
TRk IFEE A G sk, by, AP E SR, WiT
QiSRS e Al KPS R S vl SN =P
REMFRKEME . XM RN, FIH Kano MEUNS 2wkt
DIReFERkit iy dstmaty, B EENRNME. B A
FUBEEEAITSR B AR, nf DA bRl A G0k
IR B TR S, DUEREF R %
PR TSR ETRA A PR, MR ERES A% s
FER e I B B
24 BERFRAENBEARKELZRER

b TH PRI, R ARG EROR SR Th
RESE AR THI AR & 22 Bk, Flan, fERbFR i B AR,
AATRERE AR 2 e ABa A S — DR S Y IR, I
SN, BT EERE RS N2 MRS NIR SRS Y
[ TE, afastl & a2 EHE E B AnhResent, 2
RGN — IS ACKBEE N TEREN 5G BRI
—RE, EEIRTASEHE EINEREL . MER TR
K. Blan, mBEALes BRSO ENTTAEEE, R
SCEUEE RS R M CHERERR 555 ) 5G 4 Y SR (B,
AIDLECHL AR VR %5 5 o o I CaE R e, sk, W&
XEFERORIOR B RiF R0 B 0B BB AN
ey, MR O BIERERARIRE B 2e s U,



MUEREIF - EFRFARILIE - $£03% - £ 098] - 2024 £ 09 A

SMRAE

1830 A Kano 1A B By AR S5 4R A 74028 TF
Ko ML VETTIPEA, WSRO ANE IR S 4EE R SUmEL
I8, HHRE Kano MR AT EIRIE T oM. BATR
PRI 77 E B R K58 < 5 A ROFF 3T R A= 00 H 44
S 8%, . L. R, SRR gEE Y, 4
AR N EE 2 BRI R TR PR
3.1 [E&igit

IR RIE A, B VAR E R
GEVT, A IR T A AR, AHE S, B8 L SR
2B FARANR R, RS = M E SRR, 4k 18 TR
MEIRHE . EINEIEESR A D E TN HIEE AN
B, MifiiEid Kano BA TR 7255
3.2 HiE &

P S EAERE IR & PR S Rl
LT 220 (IAPEREAS, [EICHREA 200 193, fERIEL
AEGERIR SRR R 7 - (R R FBafs, HA TR -
S 5IIG R, A TSHERRIRTEE SRR, R
FIEESDEREN T, BB wE —k 100 JTHY
KBTI oS PR T REFERE . HB. %
AR5, DURIEEIR PRI GERE, 1XFE
TSR AT A e e I AT M2 PR, (A A R v
g, BLREIRILEE 1. SRR SPSSAU #7481
OFT, CEIREESNT. EAEFRERERLE . SEIE . bR
ITEDUN Kano RISy

=1 EmifE R 5t

A P it
<18 9%
18~24 26%
25~34 31.5%
£yl
35~44 20.5%
45~54 8%
> 55 5%
5 49%
[ |
el = 1o,
BRI 19.5%
. L 30.5%
HEKF Rt 2
WFg A R DL b 8%
—FZI 21%
LR 28.5%
\"‘:L"_QJX:
PR —HEER 39.5%
B 11%
4 BED
FA PIAR R B TR TR B, (8 SPSSAU %X

HET TE R BT AR RIR R ARG, A THREIRC e =
JFERRAR, o> 0.7 PAA—EIEEERE; P < 0.05 #IA
HiEfeE s, IR A E T A, Ea T
EF-53Hr e BRI R 2.

R2EENM
A gk
Cronbach’s o 0.844
Bartlett’s Test Statistic 349.23
P-value 0.000

ZEIRLEIH o (E 5 0.844, K THRUE(E; P {EHN 0.000,
INTRREE, XIFHAMREE RIFNEE, HEEEHRT
53T

FERACHEFA TR T Likerts.0 £33, it Ao
B 1~5 AR, o plFRAFE AR RIAR. Haz,
NAL AEFINEEAER, HEHE 3.

e ECHR Y]
JEFARIAR | AR

E
TERE RS S
SHUTHE” BIDRE,
(aGOpNEE=Rs
BEGRBE AR 5L
B ST I ZhRE,
(aGSPNE =

FEGE ) Kano fBIFh— R A AL M, 1. O, Q AFPXS
BRZESR ) (BEETFA W5, BRI IR S R atE
K HIARSS, BIVIEA N, RN S R AN
XIRRSS, LRSI R AL, ZETiXEERF ot 45
S, FRAER IR AR TR 24 T Q XA A, XFERT AR ST

a7 | AR | FEFEALR

cEELEHVEM, WA AR AR R L, BRI B LR
4, MEINHSFE 5,
R ATFMERD LSRR
A EIEE
EE /IR PRI
1 2 3 4 5
1 A A A A (@]
2 M I 1 1 M
Eﬁﬂ 3 M 1 1 1 M
A
4 M I 1 1 M
5 R R R R —
A: BEHEME: O WML M: LEIEM: 1 B2 REK

FATHR 8 Kano 19 B R FHAIA X I T8 S IEN, 75
SPSSAU Hil& S A1 D &, JH: HEA MRIE Madzik 25 A BIHF
FLER, SR B L R XS IR T, DU S
Kano THEAGHERG: "9, BUALERILE 6.

S (JEE ) =(A+0) / (A+O+MH+I)
D (REE) =(0+M) / (A+O+M+])



TUERGH - EEREARRIE - £03% - £ 094 - 2024 £ 09 A
% 5 MEMHE ST
Y Bzt AT SR FRfEZE Gy EER
Navil S SRLIRE S (5 422 0.84 0
SHir Navi2 SHifilS B AL 4.08 0.91 0
Navi3 S S T E 3.82 0.98 M
Guil EER T A AT 4.26 0.81 0
S Gui2 SREE5E 4.19 0.85 0
Gui3 SR RG] 3.91 0.92 I
Payl T4 S5 437 0.73 M
iz Pay2 AR 4.33 0.78 M
Pay3 TR 4.16 0.86 M
Secl AT INNN] 4.03 0.89 0
i} Sec2 LR 4.01 0.92 1
Sec3 s VCIE 4.13 0.83 M
Serl &Rz Az st 3.88 0.94 1
ER Ser2 HRRIAI R 3.84 0.97 I
Ser3 BRI TR 3.89 0.95 I
Entl AR KRG R 4.49 0.71 A
RIR Ent2 AR R 4.42 0.74 A
Ent3 RV TR R 4.58 0.66 A
Fz 6 S-DHEBEATER Gl BARBUS s mELE 1,
febr D S fEbr D S
Navil 1.06 3.85 Secl 1.03 3.86 scatter Plot of Dand 3
Navi2 0.98 4.00 Sec2 0.85 4.30
Navi3 1.03 3.92 Sec3 1.05 3.81
Guil 0.90 4.20 Serl 0.99 3.97
Gui2 1.08 3.94 Ser2 1.05 3.89 .
Gui3 0.95 4.02 Ser3 1.03 3.88 f
Payl 1.01 3.93 Entl 1.07 3.81 5
Pay2 1.20 3.70 Ent2 125 3.60
Pay3 1.01 3.95 Ent3 1.04 3.90

HRYE S A1 D WFRTEN], FATATHL, %4 S, D,
JETHEEYE (0) 5 Y4 S, DR, BT EME(A);
LS, DN, BT RESEE (1) ; %Sk, D&,
BT HEEE (M) o AL, ROMEHENEEDIEL
SETER S RFRRIR |, PAPRATEREE, Bk
PR . 1S CEX B RRE, BT BRI
Kano FYSCEE1EBUS B 53 F HUERTT H S G W R E 2 A AR R
MHHREER AR, ROAIRIETE S AR EARR K S T D (B
NIFE, RIEFEESE N EOTESBRE, RIS
H TR EEAE S, DA RS 50, A1)
BRI AAPR | KB ITE 0.8~1.4 Z 0], JAAIAAPRAEL
SYAATE 3.5~4.4 28], TRUEFRA TR (1.1, 3.45) AAFRA
ORI FA VI A o (HX iR R Rz B T —
BRI EE S, S SEUBHEMRAE, #lan
A SRR AT ) S A R 7 T AR R heE EhE SR
MRep, UL FA TATRESZE AN S F D Hte TR RS

Dissatisfaction

1 &IRSHER

5 &ig
FRIBLL AT E S8 1145 5N Kano 1571 Satisfaction
A Dissatisfaction 5., FJLUSHIDLTEEIS.
5.1 SIS VT4 R LT
ST E T LA ThRE, st SHIThEE
eI A5, #9255 One-dimensional (O) . ﬁl]ﬂi%
IXEETRERIAGH R AR IR TEFTTE}I“ FAFHAE
BETNEE AN BETS I S M TROEEAR TR K, Ef@ﬁﬁ*}qﬁm
B B RARLS . SRR DD RE A R TR
AU P BRI AR RS . R, &
AR B EIRIEAR SIS, XS DDRER HA A TR 5E ALY
ST, DUHIRIE S G SR T p i H



MUEREIF - EFRFARILIE - $£03% - £ 098] - 2024 £ 09 A

5.2 R FI R B 4 E R B Rt R &
(AL P R Ph RN TE IR @S2 17, BT HESE

HIHZER Must-be (M) 2. XFRTH FXELIhRERIEK

e, ENTEIAREARIRSS, AR, ERXEET)

RERH RIS BN FROEE, (BRel

FHRT R PTU, NWATseSE0™ =AM Kk, 2ER

WARGERIT R, PATRX SRR EhRERY r] SEPEAT 2

P, DUEEGRIBER ik IXELhREAAERI T RS

TRM AR EEIRIFF SN EZERTE .

5.3 F R4 ERIHEXTRE M
EHRAEEE I , An R AR AR R S I 1 A R

M, FEREE Indifferent (1) o XEMRE 0 Tk

PHRERIRAISEMEY |, RUEHRIILS, W2

RIEE .. Rt, AT 25y idss H - N E

PRHITHREYER: , W DR REE AR AL BEF A . #RIf, X

HAEWE R DB EIRITE, e h R AR T2k

ERYERE, K2R ARG Sl R R T RE

5.4 IR REFE W EIFT SRS 5
WL SE (AR) RS, B AhER RIS KA

Attractive (A ) 2EIIBE, IXEELIREN F PR EE THRIMOOME,

PR HIHGE T BRI RGNS | )0 XSS IDREAL BRI

SIEZHRF, RN PSR A BRE ARG, SN ]

AT . EARIXEETHREAE ] PR FEI, (HE IR

RRGRME LR AT ARG A SR 3R [RIE, B e

RGN WS | AR S BA QI A B S R A R AR 2D

g, DMETTH SIRGSEHIAL
LR BRI, EEURE ARSI RRIE T X H R AR

TS AR IR A DI RERY A &y Bide 183 %) One-dimensional /1

Attractive FBITHEERI LML, FIDLBZEIRTHH il s, Jf

fEsEgrh gt W, RZBHER Must-be SSBIZHRERY RTHE

e, R REEADRERIBR R BN R SEUH P AR, =2,

PRSI R A B TER R AT RVER, Ol

HER PR, SRR 2% R IR

S 3k

[11 Ye B H, Ye H, Law R. Systematic review of smart tourism
research[J]. Sustainability, 2020,12(8):3401.

(2]  okiE = BRI L R SR I A B AN & S TR IR A 0] Bl
T,2012,27(5):66-73.

[3] Gajdosik T, Orelova A. Smart technologies for smart tourism
development[C]//Artificial Intelligence and Bioinspired
Computational Methods: Proceedings of the 9th Computer
Science On-line Conference 2020, Vol. 2 9. Springer International
Publishing, 2020:333-343.

[4] Gretzel U, Sigala M, Xiang Z, et al. Smart tourism: foundations

and developments[J]. Electronic markets, 2015,25:179-188.

[5] LiY, Hu C, Huang C, et al. The concept of smart tourism in the
context of tourism information services[J]. Tourism management,
2017,58:293-300.

[6] Mikuli¢ J, Prebezac D. A critical review of techniques for
classifying quality attributes in the Kano model[J]. Managing
Service Quality: An International Journal, 2011,21(1):46-66.

[71 Xu Q, Jiao R J, Yang X, et al. An analytical Kano model for
customer need analysis[J]. Design studies, 2009,30(1):87-110.

[8] Sharif Ullah A M M, Tamaki J. Analysis of Kano-model-based
customer needs for product development[J]. Systems Engineering,
2011,14(2):154-172.

[91 Hu H, Li C. Smart tourism products and services design based
on user experience under the background of big data[J]. Soft
Computing, 2023,27(17):12711-12724.

[10] Buhalis D, Amaranggana A. Smart tourism destinations enhancing
tourism experience through personalisation of services[C]//
Information and Communication Technologies in Tourism
2015: Proceedings of the International Conference in Lugano,
Switzerland, February 3-6, 2015. Springer International Publishing,
2015:377-389.

[11] Li Y, Hu C, Huang C, et al. The concept of smart tourism in the
context of tourism information services[J]. Tourism management,
2017,58:293-300.

[12] Akdu U. Smart tourism: issues, challenges and opportunities[J].
The Emerald handbook of ICT in tourism and hospitality,
2020:291-308.

[13] Wang X, Zhen F, Tang J, et al. Applications, experiences, and
challenges of smart tourism development in China[J]. Journal of
Urban Technology, 2022,29(4):101-126.

[14] BEZE S8 MELFIRIT 2 EEIRIT BOR & RALIB SR I].
FE 52013,

[15] Hamid R A, Albahri A S, Alwan J K, et al. How smart is e-tourism?
A systematic review of smart tourism recommendation system
applying data management[J]. Computer Science Review, 2021,
39:100337.

[16] Kock F, Berbekova A, Assaf A G. Understanding and managing
the threat of common method bias: Detection, prevention and
control[J]. Tourism Management, 2021,86:104330.

[17] Kline P. An easy guide to factor analysis|[M]. Routledge, 2014.

[18] Madzik P. Increasing accuracy of the Kano model-a case study[J].
Total Quality Management & Business Excellence, 2018,29(3-
4):387-409.



