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Juran 1986
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Activities Benefits Satisfactions

Kolter 1991
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Regan 1963 Sasse, Olsen, and Wyckoff 1987  Berry
1983 Kotle 1991
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Perishability

Heterogeneity Variahility
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Simultaneity Inseparability

Parasuraman, Zeithaml, and Berry 1985 1980
Juran 1986 Fitness for Use
Garvin 1984
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3. User-Based Definition

4, Manufacturing- Based Definition
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Parasuraman, Zeithaml, and Berry 1985
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Parasuraman, A., Zeithaml, V. A., & Berrys, L. L. (1985). A
conceptual model of service quality and its implications for
future research. Journal of Marketing, 49 (3), p.48.

1988  Parasuraman, Zethaml, and Berry
1985
22 SERVQUA L
SERVQUAL
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Assurance

Empathy

SERV QUAL

Parasuraman, Zeithaml, and Berry 1985

P.Z.B.



Consumer Expectation-Management Perception Gap
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Parasuraman, A., Zeithaml,V. A, Berry, L. L. (1985) A
conceptual model of service quality and its implications for
future research. Journal of Marketing, 49, p.42.

SERVQUAL
1991 Parasuraman, Zeithaml, and Berry
SERVQUAL SERVQUAL
Cronin and Taylor 1992 SERVPERF



SERV PERF SERV PERF Parasuraman,
Zeithaml, and Berry 1985

P.Z.B. 1988
1990 1996 36
P.Z.B.

SERVQUAL SERVQUAL SERVQUAL

SERVQUAL 22

Parasuraman, Zeithaml, and Berry 1985

Parasuraman, Zeithaml, and Berry 1985
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Recovery

Shapeless

Parasuraman, Zeithaml, and Berry 1985

80

21



Edvadsson 1998
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Deshler and Ewert 1995
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77 Oja& Smuyan 1989
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28

79

Oja& Smuyan 1989

Ojaand Smuyan



S~

2-3

McNiff, J. (1988). Action research:Principles and practice. (p.23) .

London MacMillan Education.

Bennett and Oliver 1999

\—/

2-4 Bennett and Oliver

Bennett, R., & Oliver, J. (1999). Action research. hitp
/Iwww .anbar.co.uk/products/virtual -uni/virtual -university.htm

84 79
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Cohen and Manion 1994
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2-5 Kemmisand McTaggart 1997

Kemmis, S. & McTaggart, R. (1997). The action research planner (3%ed.)
Victoria, Australia: Deakin Univevrsity Press.
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Parasuraman, Zeithaml, and Berry 1988
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Lewin

31
1.
One-way
ANOVA
2
3.
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/ ANOVA
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\—/
31
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SWOT

89.11~89.12
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Parasurman, Zeithaml, and Berry 1988

SERVQUAL

89 12 31 90
12 210 165 7
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Babbie
60%
86 302

158

90
22 200

64%

50%

70%
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Likert-Type Scale
51
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Correlation Analysis

Criterion Internal Consistency

CR

CR
3-2
311

5C

.30

25%

82

24
24

.05

25%

.01

85



CR
1 2.78** 440%*
2. 2.09** D15**
3. 4.79** .651**
4. 3.36** .618**
5. 3.40** .550**
6. 3.74** B57%*
7. 2.41** .598**
8. 3.94** .660**
9. 3.31** 627**
10. 5.02** T4T7F*
11. 6.48** .808**
12. 3.70** .693**
13. 4.28** 843**
14. 3.17** .645**
15. 2.05** D43+
16. 6.16** .760**
17. 4.93** B617**
18. 4.07** 594**
19. 3.88** S579%*
20. 4.20** .598**
21. 5.03** .709**
22. 6.75** 794%*
23. 5.50** .691**
24, 1.49* 311*
25. 3.88** 697**
26. 3.12** B675**
27. 3.81** 635**
28. 3.93** 624%*
29. 3.10** .589**
30. 3.65** 673**
31. 5.54** 761**
32. 2.74** 545+*

*P .05

**p .01

51



Principal Components Analysis

1
Varimax Method
Oblimin
0.1-0.3
0.35
Orthogonal Rotation Varimax
Method
89
0.35 32
1
20%
18.8%
14.02% 11.38%
7.74%

% 3-3



3-3

Factor Structure

1 10 .643
2 11 .680
3 14 732
4 16 .748
5 17 .746
6 18 .648
7 19 .582
8 20 .788
9 22 .600
10 23 .544
11 31 476
12 1 707
13 2 .626
14 6 .632
15 7 .854
16 8 .857
17 9 .603
18 25 .630
19 30 .694
20 12 .674
21 13 .557
22 21 754
23 28 741
24 29 547
25 15 .685
26 26 .718
27 27 .740
28 3 .639
29 4 .660
30 5 .622
6.008 5.657 4.206 3.416 2.324
% 20.0 18.8 14.02 11.38 7.74
% 20.0 38.8 52.9 64.2 72.0

85



Cronbach o
Nunnally 1978 Cronbach o
0.70 Cronbach a

0.70~0.98

0.35 89

Cronbach a

a

a 9513 24 9522

a 0.70~0.98

54



1 119.2826 220.1184 4155 9515

2 119.1739 220.5469 4917 9507

3. 118.8043 214.5609 6232 9497

4, 118.8043 217.8498 5944 9499

5. 118.4130 220.6923 5064 9505

6. 118.7174 215.1850 6364 9495

7. 120.0870 212.4812 5780 9505

8. 119.5217 208.7440 6598 9497

9. 119.1304 215.2715 5990 9499

10. 118.8913 216.7213 7374 19489

11. 118.8043 215.2720 7935 9485

12, 118.8478 216.1763 6523 9494

13. 118.8478 215.6430 8296 9483

14, 119.2826 217.0517 6102 9497

15. 118.7391 221.9749 5112 9505

16. 118.6957 216.0831 7247 19489

17. 118.4783 219.8106 5741 9501

18. 118.5435 219.1425 5457 9503

19. 118.6522 218.3208 5340 9504

20. 119.0435 216.9758 5582 9502

21. 118.6957 215.7720 6748 9492

22. 118.5870 214.5145 7636 9485

23, 118.7174 217.1406 6535 9494

24, 118.8696 225.6271 2674 9522

25. 119.0217 216.0662 6792 9492

26. 119.0435 215.2870 6307 9496

27. 118.8696 216.2493 5912 9499

28, 118.7826 215.6850 5854 9500

29. 118.8478 219.3319 5552 9502

30. 118.6739 218.1802 6716 9494

31 118.7174 216.9628 7371 19489

32. 118.6522 221.5652 5034 9506

Alpha=.9513 Cronbach o
3-6

Cronbach o
1. 10 11 14 16 17 18 19 20 23 31 10 9199
2. 126 7 8 9 25 30 8 9411
3. 12 13 21 28 29 5 8717
4, 15 26 27 3 .8810
5. 3 45 3 7742

30
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SPSS FOR Windows 8.01

Descriptive Statistics

t-Test

One-way ANOVA

Scheff 'e Test
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58.2%
41.8%
51
% %
92 58.2 58.2
66 41.8 100.0

158 100.0

7C



5-2

21 30 60.1% 31
40 18.4% 51 60 0.6%
52
% %

20 12 7.6 7.6
21 30 95 60.1 67.7
31 40 29 18.4 86.1
41 50 21 13.3 99.4
51 60 1 0.6 100.0

158 100.0
5-3

38.0%
35.4%
5-3
% %

9 5.7 5.7
3 1.9 7.6
23 14.6 22.2
56 35.4 57.6
60 38.0 95.6
7 4.4 100.0

158 100.0

71



5-4

30.4%
25.3% 95  146% 12.0%
54
%
22 13.9 13.9
20 12.7 26.6
3 19 28.5
48 30.4 58.9
13 8.2 67.1
40 25.3 92.4
2 13 93.7
10 6.3 100.0
158 100.0
5-5
2 3
24.7% 3 4 22.8%
55
%
2 30 19.0 19.0
2 3 39 24.7 43.7
3 4 36 22.8 66.5
4 5 33 20.9 87.3
5 6 7 44 91.8
6 7 5 3.2 94.9
7 8 4 2.5 97.5
8 9 2 13 98.7
10 2 13 100.0

158 100.0




5-6

58.9% 20.3%
2.5%
5-6
% %
93 58.9 58.9
15 9.5 68.4
6 3.8 72.2
32 20.3 92.4
8 51 97.5
4 25 100.0
158 100.0
>-7
3
50.0% 20.3% 2 10.8%
1 8.2% 25% 6 1.3% 7

0.6%



o7

%

%

1 10 6.3 6.3
1 13 8.2 14.6
2 17 10.8 25.3
3 79 50.0 75.3
4 32 20.3 95.6
5 4 2.5 98.1
6 2 13 994
7 1 0.6 100.0
158 100.0
5-8
6 00 64.6% 18 01
21 00 49.4% 9 00 12 00 21.5%
15 01 18 00 3.8%
5-8
% %
9 00 12 00 34 215 215
12 01 15 00 16 10.1 31.6
15 01 18 00 6 3.8 35.4
18 01 21 00 78 49.4 84.8
21 01 24 00 24 15.2 100.0
158 100.0

74



5-9

2
15 2 31.6% 2
2.5 29.7% 2.5 4.4%
59

% %
1 14 8.9 8.9
1 15 40 253 34.2
15 2 50 316 65.8
2 25 47 29.7 95.6
25 7 4.4 100.0

158 100.0
5-10
32.9% 1 30.4% 2
3 1.9%
510

% %
52 32.9 32.9
1 48 30.4 63.3
2 42 26.6 89.9
2 3 3 1.9 91.8
4 13 8.2 100.0

158 100.0
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17.
18.
22.
19.

29.
21.
23.
16.

30.
15.

27.

11.

13.
28.
24.
26.
10.
25.
12.
20.

N ©

1

N © -

>

4.22
4.25
4.21
4.15
411
4.06
4.06
4.04
4.03
4.01
4.00
3.98
3.94
3.92
3.92
391
3.86
3.85
3.85
3.84
3.84
3.71
3.71
3.65
3.55
3.53
341
3.39
3.19
2.61

.65
.63
.70
.70
A7
.63
73
71
.67
81
.61
.56
.85
.86
12

.60
.67
.69
.79
.64
79
.62
81
84
.66
.76
84
1.10
1.03




5-12

512 t
t P

n=92 n=66
M 43.6 435 0.14 0.88
SD 6.3 4.9
M 28.8 27.2 2.15* 0.03
SD 5.7 3.8
M 19.4 19.3 0.39 0.69
SD 2.9 2.2
M 114 115 0.35 0.72
SD 2.1 1.1
M 12.0 12.4 1.30 0.19
SD 1.7 2.0

*P .05

7€



5-1 3

P 05
30
41 1-2
513
30 31 40 41 F P
Gl G2 G3
n=107 n=95 n=29
M 4420 42.51 42.13 181 .16
SD 558 6.05 6.18
M 2558 28.24 26.13 2.16 A1
SD 521 4.69 452
M 1998 18.48 17.77 8.94* 00 Gl G3
SO 221 3.30 3.10
M 1185 11.03 10.63 6.01* 00 G1 G3
SO 158 1.93 1.05
M 1442 11.89 11.40 3.21* 04
SD 181 2.04 1.79
*P .05
o-14

P .05



514
F P
Gl G2 G3
=35 n=56 n=67
M 43.80 47.00 40.67 2340 00 G2 G3
SD 7.41 3.23 4.90
M 29.48 28.01 27.64 1.57 21
SD 6.39 5.57 3.62
M 22.00 20.37 18.26 11.79* 00 G2 G3
SD 3.13 1.59 2.81
M 11.54 12.05 11.08 470 01 G2 G3
SD 2.83 1.03 1.43
M 11.71 12.83 11.89 559 00 G2 Gl
SD 2.13 1.82 1.64
*P .05
5-15
P .05

8C



515
Gl G2 G3 G4
=35 n=20 =3 n=
M 4331 40.75 36.00 46.47
SD 6.61 451 .00 474
M 27.48 26.00 24.00 28.62
SD 5.32 3.50 .00 6.03
M 19.25 18.90 17.00 20.18
SD 2.45 2.22 .00 2.09
M 11.45 11.30 7.00 12.16
SD 2.10 1.21 .00 1.65
M 11.74 11.80 11.00 12.72
SD 1.80 1.96 .00 1.81
*P .05
515
F P
G5 G6 G7
n= n=2 n=10
M 44.10 35.50 38.50 6.95 .00 G4 G6
SD 5.06 .70 450
M 29.42 26.00 29.60 1.76 .10
SD 3.78 141 5.89
M 20.50 13.00 14.70 13.6* .00 G5 G6
SD 1.93 141 3.19
M 11.45 10.00 11.20 545 .00 G4 G3
SD 1.29 2.82 1.68
M 12.80 9.50 10.40 485 .00 G5 G6
SD 1.65 2.12 1.26

*P .05

81



5-16

P .05
3
6
1-5
5-16
3 3 6 F P
6
Gl G2 G3
n=35 n=56 n=67
M 45.04 42.25 43.92 441 01 Gl G2
SD 5.59 547 7.08
M 29.71 27.17 26.05 6.22* 00 Gl G3
SD 5.20 456 5.33
M 20.27 18.68 18.92 697* 00 Gl G2
SD 251 243 3.83
M 11.88 11.22 11.46 256 .08
SD 1.66 1.85 1.66
M 12.59 11.80 12.30 333 03 Gl G2
SD 1.76 1.87 2.13

*P .05



o-17

.05
1-6
5-17
F P
Gl G2 G3
n=35 n=56 n=67
M 43.29 46.26 43.40 1.77 173
SD 5.53 6.16 6.06
M 28.27 27.93 28.08 .04 .95
SD 4,78 6.67 5.16
M 19.67 20.60 18.52 4.85* 00 Gl G3
SD 2.18 2.44 3.37 G2 G3
M 11.54 12.06 11.34 97 375
SD 1.45 2.40 2.08
M 12.13 13.00 12.04 1.59 .206
SD 1.79 1.60 2.06

*P .05



5-18

P
2
2-1
5-18
/ 2 3 4 5 F P
Gl G2 G3
n=40 n=111 n=7
M 41.77 44,15 45.42 2.91 57
SD 6.09 5.48 7.09
M 27.97 28.09 30.71 91 40
SD 3.90 5.34 6.65
M 18.80 19.59 19.71 1.32 .26
SD 3.47 241 1.60
M 10.70 11.80 12.00 6.31* .00 G3 G1
SD 1.68 1.73 1.63
M 14.52 12.05 12.42 .98 37
SD 2.05 1.82 1.71
*P .05
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5-19

P

.05

12 01~15 00

15 01~18

21 01~-24 00

18 01-21

00

00

519
9 00 12 01 15 01 18 01 21 01
12 00 15 00 18 00 21 00 24 00
Gl G2 G3 G4 G5 F P
n=34 n=16 n=6 n=78 n=24
M 4300 4856 40.00 4280 4466 456« .00 G2 G3
SD 5.87 2.65 .00 6.38 3.66
M 2870 2481 30.00 2847 2829 217 .07
SD 2.62 554 2.19 6.07 3.47
M 19.05 2056 19.00 19.03 2037 2.09 .08
SD 4.18 1.15 3.28 2.36 49
M 1123 1156 1200 1147 12.00 g7 .54
SO 1.72 1.03 1.09 2.12 .88
M 1223 1218 1200 1175 1358 477 00 G5 G4
sSD 1.97 1.72 3.28 1.63 1.61

*P .05



5-20

P .05
1.5 25
25
15
2.5
2-3
5-20

/ 15 15 25 25 F P

Gl G2 G3

n=54 n=97 n=7
M 43.79 44.02 36.42 6.02 00 G2 G3
SD 5.50 5.80 2.69
M 27.98 28.56 24.42 2.27 .10
SD 3.76 5.75 .78
M 19.50 19.53 16.71 3.73* 02 G2 G3
SD 3.00 2.50 1.48
M 11.33 11.71 10.57 1.87 15
SD 1.40 1.95 151
M 12.87 11.86 11.42 5900 .00 G1 G3
SD 2.06 1.71 .95

*P

8¢

.05



5

-21

P .05
2
2 ( 2-4
521
2 F P
Gl G2 G3
n=52 n=90 n=16
M 42.80 43.97 44.12 74 A7
SD 7.22 457 6.74
M 28.19 28.88 24.18 6.21* 00 G2 G3
SD 6.51 3.73 4.76
M 19.69 19.38 18.50 1 .30
SD 2.74 2.83 141
M 11.78 11.72 9.62 1160 .00 G2 G3
SD 1.81 1.45 2.21
M 12.32 12.31 11.06 329* .04 Gl1 G3
SD 1.83 1.96 1.06
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7-1

111. 413. 6 8. 539. 38
t 116=-2. 18 . 05

127



t P df

113. 8. 53-2.13. 0357719
111. . 38

*P .05
7-2
1.
2
3 4,
5.
2
3 4,
5.
( )
28 27

23 20

128



4 9
19
3
t
7-3 30
2 11 12 13 14
7-4
3.13 347 0.70 062 T
t 119 — -4.02 P .05
3.55 3.83
0.65 069 T t 119
=-331 P .05
3.05 3.04 1.00 093 T

t 119 = 0.78. P .05

129



M SD

M SD
S. 1 434 61 2 423 .70
17. 2 423 61 1 426 59
18. 3 410 69 4 413 .73
16. 4 407 61 6 404 .62
30. 5 405 61 9 397 .61
22. 6 403 66 3 414 .72
19. 7 403 69 5 4.08 .76
29. 8 403 57 7 403 54
23. 9 3% .80 8 401 .67
6. 10 394 .79 12 381 .73
21. 11 423 .70 10 394 .77
15. 12 392 51 11 392 .52
27. 13 390 87 14 377 .77
11 14 390 65 20 3.68 .62
28. 15 387 65 17 372 .60
4. 16 387 67/ 16 376 .61
3. 17 386 83 15 376 .78
26. 18 386 .78 21 367 .74
13. 19 384 57 18 370 .57
12. 20 383 .69 23 355 .65
24, 21 377 .71 13 380 .63
10. 2 372 58 19 369 .53
25. 23 364 719 22 362 .76
2. 24 358 .60 25 333 .58
20. 25 354 79 24 350 .80
9. 26 348 .78 27 331 .66
14. ) 27 347 /0 28 313 .62
1 28 345 /5 26 333 .74
8. ) 29 304 93 29 3.05 100
7. 30 236 .88 30 242 .86

*p

130
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7-3 T

t P
1 1. 2122
2 -3 . 3 500
3 -1. 0031
4 1. 00927
5 1. 4115
6 1. 4913
7 0. 5955
8 0. 0793
9 1. 7108
10 0. 3473
11 -2.5501*
12 -3.3100°*
13 2.0104*
14 ( ) -4.0200*
15 0.12090
16 0.4267
17 0.51 60
18 0.3671
19 0.5458
20 0.4465
21 0.0Q.00
22 1.2820
23 0.09092
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TSENG, LI-CHUAN (2001). A case study based on action research
for_improving the service quality of the sport and health club.
Unpublished master thesis. National Taiwan College of Physical
Education, Taichung.

Abstract

The purpose of this study was to apply the basic structure of
the Action Research-“planning, action, observation and
self-examination” to solve problems and to find the essential factors
that would affect the service quality of the Sport & Health Club.
Several plans were developed and implemented. Finally, the
researcher evaluated, examined and corrected the feedback and got
the correcting points for future improvement. The goal was to acquire
the better opinions, that could give good management suggestions to
the people in charge of the enterprises. The changes would promote
the member’ s satisfaction and increase competitive advantage in
their field.

The subjects were 158 members of the club. A Satisfactory
Grades Questionnaires on Service Quality of the Club was developed
as the instrument. Descriptive statistics, T test, one-way ANOVA and
Scheff' e method were used to analysis the collected data. The results
were as follows:

1. At the step of data collection, we summarized and got the
research below:

(1)There were significant differences in Demographics on the

satisfactory grades of service quality.

(2)There were significant differences in participation behavior on

the satisfactory grades of service quality.

2. At the step of “action planning”, we not only studied concerned the
pushing and relationship of improvement but also analyzed every
factor of source and the views of managers. “ Soft and hard ware
appliance” ,“ the performance of workers” and“ reaction” were
listed and took as the priority of improvement. The focus of the
action improvement proposal included the promotion of the club’ s
information service (internet service and health information),
promotion activities (e.g.: member cards and promotion products)



and quickly yet exactly inform members about the contents of
service.

3. At the step of* action implementation” The researcher made an
effort to improve the design of homepage revision. By differing
varieties and technique of information service, the rate of
members’ on-line increased. The satisfactory grade also
increased on“ information service” . On the item of “ service
guality on the promotion activities” , the satisfaction of members
for the service gquality on the promoting activities increased. for
the other point of “ quickly yet exactly inform members about
the contents of service” . An on-job-training program for
employees was implemented.

4. At the step of “ evaluation and correction” --3 months after action.
From the results of improvement performance, we knew that on
both points of “ the service quality of club’ s promotion activities”
and“ quickly yet exactly inform members about the contents of
service” , we have gotten the expected outcome. On the point of
“ service quality on the club’s relative information ” , we could
not get the expected outcome. In the research, from the step of
analyzing present condition to that of outcome evaluation, we
accumulated a lot of precious experience of action improvement
performance. According to the findings of the research, we
proposed some suggestions for future improvement: to establish
the organization culture of consumers’ orientation, to collect the
material for the demand of members and market information, and
evaluate the service quality periodically, to develop service
character and advantage” ,“ to participate in the project with all
our heart and try to get the support of our chief officers. to
continue to improve the activities and systematically to set up the
service quality goal, design, execution and correction, and to
standardize the service process for keeping the uniformity of
service quality” .

Key words: action research, sport and health club, service
guality, SERVQUAL
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