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Abstract : One of the important policies of Taiwan government on tourism industry is to develop

Ecotourism on the east coast, and the geographic advantages of the east Taiwan is that there are a
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variety of whales and dolphins existing at this coast area. Since 1997, many whale-watching tour
companies have been built-up, and numerous people have joined the whale-watching activity;
therefore, compound tour sets have even brought substantial business opportunity to the east coast area.
While the whale-watching activities have gradually developed, the business proprietors should
improve the event and the service quality of the tour in order to increase customers’ satisfaction. This
study takes the whale-watching activity as an example. We obtained data from questionnaires, and
then analyzed the service quality of activity. Next, we applied neural network to realize the
characteristics of tourists by performing cluster and discrimination on consumers. Three customer
groups are classified by expected service quality rating. The results validate that the classification
performance of neural network is better than discriminant analysis. Finally, this study provides
relevance suggestions to help whale-watching tour companies realize and manage their customer

relationship.
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