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ABSTRACT

In recent years, due to the impact of the low-birth rate and horizontal
competition,the supplementary education industry must make some changes and
adjustments appropriately. Therefore, it becomes a challenging problem for cram schools
to meet the needs of students. The operators must improve the quality of service and
increase the satisfaction of students so that the cram school can properly modify the goals
based on what students need.

This study used Questionnaire Survey to investigate the students using the online
system A total of 390 questionnaires were conducted for one month starting on October
22, 2017, 28 of which are invalid questionnaires.The total valid questionnaire are 302.
Effective response rate reaches up to 77.4%.The result of questionnaires is based on
Analysis of Mean,Analysis of Standard Deviation, Analysis of Variance and Importance
—Performance Analysis to process the data ,and explore the evaluation of the quality of
service provided by the cram schools.

This study indicate that cram_schools put too- -much emphasis on the classroom
facilities. Instead, they are supposed to focus on providing students with some practical
methods and the content of teaching in order to improve the rate of satisfaction among
the students in the cram school.Suggestions for the supplementary education industry
adopting online teaching system in Taiwan are as follows: Enhance the service attitude of
the executives and they can help instructors deal with administrative affairs so that
instructors can dedicate to teaching.Provide instructors with some opportunities of
advanced study and increase instructors’ retention rate to raise the overall satisfaction of
individual supplementary education industry.

Keywords: Service Quality, Customer Satisfaction, Cram School, IPA
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SH B E I NGET fEtke bl F AR FRIAKEFEY Tl F A A
BEEZRPGE > TN F AT B

GrE AR KE R ke H fafl

A R R BRI A R BAFE T BB AR AR £ s (2

Fest > 2010k PRI 5 F %A S Ed Levitt (1972) 14 &) » & 3 IRAR 5 s ¥
BRI TR NG P a8 ph®is 0 29 v Parasuraman, Zeithaml, and

Berry (1985) 73 ! il AwfRIA LG E F BT L FRLEY o 0T #ﬁ* PRA% 5B 2.

TR LI » 7Y R A4
- ~RIBEFRF R

ERR T RTA R RSB ST AR R LT OR AR B L RGP
@F! BLREARFTL2ZMEFRZZ - - I—PRjZ‘r-r'?ﬁ‘J BPRFEE (7

LR EE PRI B TR ETIRBE LT SR R F A

F IR ARLACT - RPE e g BRI IR 05 (50 £ 5 > 2004) 0 PRAR F)

El»“

AR /r}\g%ﬁr}\;ﬁy}uaz %.'];t#—*rf’}’”ﬁ—u,ﬂ

F LR W i PRI
) R ;gc} — A5 % 3k e 12 #5 it (Crosby, 1979) -

LR AR Ao S
P RS EAGEAS T (RFERY SR X558 5% (RIS DY

Lethinen and Lethinen (1991)R|7% 5 PRA* & EAF £ &2 % H =

’I‘]p)

KR D RBETLN AL £

LEFAFENY Fo§ oMt 2
(% I > 2007) = pRik-& e 2 g LRI e f Tt e L B E TR 0 BiLT
RKEF DI F B il Az Fﬁiﬁw?mﬁw&q} 50 X U B B S TR B IR AR e
i k- 2011)4F PR S 4 B FERAE ST 3 5 3 P A
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s 2017 ESIREHE K RGP LR RR £ T

2 PRAR-R I ) N AR AR ) F PRIk o

FEUL L EFRRBETOTE  AF LR Y SR AL E s
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7 5@ N E R B F 4R K
e
! 1 Bi RS
I] i -
. » Y
=3 o L :
i
¥
7. 4 "35} HE A
AR T A A 1 &R % 49
o ' S D o L A e L
A7 : Ak O v N A T
2 i ~ o
I x r
i o— gt =
'
Y
- ,

B I AT
W F ey ito

B4 PRI & F SN
Note. From “A conceptual model of service quality and its implications for future

reserch” by Parasurman, A. Zeithaml V. A., & Berry L. L., 1985, Journal of Markrtimg,
49, p.41-50.

= RBEF G
B PRAR &G Parasuraman et al. (1985)#k o1 0 PZB PRAR & T 050 8 5 B 7
FOLERHSHAFE BRI OP EENRFEAYREAEFRER LD F

SRR LA G BRARGS T ARG 0 A U5 R R S

MAME S SF TR F X 2GR 0 EEEE S B o
Parasuraman , Zeithaml, and Berry (1988)iz= =& 4~ £A7# 1 B 1 » F K3+

SERVQUAL % £ ] » »* £ 8458 - SR £33 & %L Biia il %7 B
oo AW 2] ‘_3\ ]VJ- N jE—'H'— N }'{%,H-_ s R Rd :tﬂ,ﬁ_ o Hin -t fﬁ"}fﬁ\i 97 g}g}a‘:s RE i
IBFFHG ERN R BAP L ARTRE L2 LR - BT AR RS

’?fr_i:%_%\» o gL T IE%#\];}EVI’&L"T .

19



1.7 A4t (tangibles) : 3 PRAFHFT R » ¢ ZHRBER WS ~ K F RFEIRBLARF ¥ -

2.7 Futd(reliability) : 4 FRAF NG e BRLE £ 0 G oA 4 2 T ATE) LIRS o

3.F Jit(responsiveness) : dp PRA: 4 B PRI R ~ PRIREPL 0 AU R SRR E fRACR AR o

4.1 1 (assurance) : dp PRAR 4 R AR B endvas s 04 o B PRI G OAR R 0 i
PBREE G Eeanag 4 o

5.5 112 (empathy) : 47 PRA: A f $HAE 2 4% B W] 0B RS £

%4
PRk T HE v ¥ /& SERVQUAL £ 2
1985 & 1988 & SERVQUAL £ B
1. 294 i FPRIBRE o
T g o STIRBREIGEIC
3. R BAGIRE|-HE -
4, 2P RKGEH{ B2 PRI E o
5, 2P HEREXRFELEIFERS o
6. AE L8 FIERFF o A BIILR oo TR B o
e i % e 1. 2P AT Hhie
8. v KFEgRNT S -
9. 2 7 i FESAAR B PRI o
10. P Sopp LPRIAPER o
- - ﬂ.ﬁl%@%ihf%mmﬁ°
12 B1 0 ez o
13. R17 gFllmm LR REE -
GREY
14, R1nBIIRBERE L F G oo o
< 2t pop 15, E2LEPED R FIHED
iz f T 16 R T Ak m LR
17. B 15w EAEE chBF 4E o
ARt
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1985 i 1988 i SERVQUAL % F
RS 18, F 1 ¢ RAFE - AR -
19. 27 HPRRAERF T U & R L o
BIAE R AR } REET LTS EE
X B LA 20. 2P &R EE ARG o
- 21 R1 g4 RAFEfIE -
Bt 22. F 10 JRATE b el f

Note. From “SERVQUAL.: A multiple-itemscale for measuring consumer perceptions of
service quality,”’by A. Parasuraman, V. A. Zeithaml, & L. L. Berry, Journal of retailing,
64(1), p. 12-40.

7= Parasuraman et al. (1988)#% | JRi% & 7 7€ H % &2 SERVQUAL & % 4r 4 7
1o 3P EFUEN PZB RS T > REA RIS TG 27 b PRI £ ¥
- R v i @ (Carman, 1990) o A8 F FE 52 FRI%: 5 F #-12 Parasuraman et al.
(1985)#7 M 2. = & > 4R3I R KRE WP A Y F1o7d PRIl F BRI AR
FAAT R

o3 2
éﬁ % /$ & )i
CBRERLRATA

fE % % & (Customer Satisfaction » CS)&.4p & #5875 LA E 3§ fm & TAE
A

"M—

=
iR 22 L3 o Cardozo (1965) 8 dp & & e AR LB LB BIEL > T M2 512 3] (7447
% o Westbrook and Oliver (1991)zn 5 AF £ 7% R AP 38 F R pLY Fim o
Anderson and Sullivan (1993):% 5 A % % & ZAp A L $30 & S JRAR B P & §
A7 Hp F R 2 47oKotler (2003)za 3 AEE R L AT MER B A At RIRFEE A Koh
Forrguivd p Lenlp Y {8 o ST A 2 - %é LR A gkl AR ER AR

SF LRI SRR R SRR LR TR R R S
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T+ # CAN
Oliver 1980 PR ERLARLNFFOE RN EBRL FhL
_a o
Churchill & 1082 WAEARMEBRLRA- ARy v * A ol % o A4
Surprenant [ A R R T Lré_i o
WAMETBRLARLEE €Y gt ant o ARE
Woodruff 1983 H#A LR MAERAZL THZ ar‘rfi. B*w,g}%im
i o
Fornell 1992 i) FHA &N RIFL T B SR TR -
T AELARLE RS ARTER A I XTER
e 1994  FoRper &< Al f Eend fFenjads o £ B 4 1978 & gk 37
BFE S LR A St R P R E Y - =
% AELE 1995  REF @S AIE 000 F R0 A PSRBT D
rergd oo
. AR EBRERDF R LA S RIFALTE s
Zeithaml & p
Bitner 2000 EHZEBHYauER o ¢ % I TA SN RIS
SRR B L 2 BABER TG .
P 2005 REE %§&ﬁ@‘ ﬁ%&%ﬁmﬂj ﬁykhmﬁ
EEAN S FIBRTGETAL I e R | pap X o
. . REEZ BB IS L E T A SN JRIAPF R R H 25 andly
L 2009 o ) ) B s
2P ERER LI PMHRH A2 anTiRF R o
- AR AR }erﬁ}vzéiﬁ'«‘i% Hefe Rk o H
§ g 2014 Kp3REEHA S RIF i{?é ;%:) S i S
&

SRR F Y PR

i\:' ey ok e 4 &
Y F DY o REER IR -

CREER/ AR OEE

(- VEZA/REARDEE

R

PHAELSLRDPHALY > RE SRy =R C RARI A ST

(R > 1990) :
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1.7 ¥ ;% & = & (Simple Satisfaction Scale)
B Pa2@ma T2 EL ) 0 TRPEBL T2, ERA2F- B
Bootipfc BPEZF TROVBA A TR BRI, TEAL T2EL -
2.8 v & & (Mixed Scale)
BT RL TRBL, LI TARZEL T2V 2R, 24523
BRR- AP B FRL2 BRI A FREF D o
3.4y ¥ = R (Expectatuon Scale)
TR REAFEA SR T AV ERA S Y A e A R
S ek A SN RERIE T o RIAEL R AR B 0 F 2R Ko
4.5 & * A& (Attitude Scale)
TRECREAFEREIHNASDERER AL -

5.1k ¢ & (Affect Scale)

g /ﬂ 45? WA ST R m A e

(CERRARZFEHRG

e

SR Ap B 1070 & fdx s MATE SR A

Y

EFEY AERIE

—\

i
FLAERRAES > s MRAAIDER L REFS BT ER 7 O ERL RS
Boow kA e AL L YEATRPY S X% TSP Y B LR 0 R
BRAEL TR FETRL BR A FLEEFRERELER S iR
1.5 - 5 p (Single-Item)

Czepiel and Rosenberg (1974)r2 " #248 & 5% & 42 & | (Overall Satisfaction) % &
SAEE AR RGP T 474 B 3 (2000) - ¢ I:(2003) - 4% #F (2008) F
FRBAREE - BEHS S PSR G FP VT UERE - FREMOBLA 0 &

TREZSLERERRZEHAS 20 La®R F & -
2. % £ 7 p (Multiple-ltems)

Ostrom and lacobucci (1995):% 5 AE £ % & B ehiE 2 AR 2 4t & £ 91k A &

23



o\

B s 2T PP IR E R 2 R AR R TR R R B At 0 P
FABIIRLE IR 2 P kiR KB 7RG o Zeithaml and Bitner (2000)#% 1 2 5 &
o e ZHR AR CRBET CHHEHEe RFEHELTBRLAR RE F(2013)
RIS Z M AR © JRIFE R ~ IRIESF ~ B £k % 28w Bifs KFR - 7
CHRHSFEEAHASLB AR UL AR -
@ Singh (1991)/ik ¢ wE L w ST A R ARZB FRBELAL- F £
Wd > UL RS ERD RFRBRELARR 7 AFERERLRARRFE ¢ FIA
¥EFTHEHE AR A G AR o
I8 £R-FamAH
£ & (228§ > 4 45 (Imprtance Performance Analysis #§ £ IPA)# % £_d Martill
and James (1977) 73 1 evdh 8L > et BEA B R AF R oA 2 A E A FeD
PRS2 g i § o RE R A AR RIRIEE G G Bl & o
Martilla and James (1977) e/ 3l 7 § $3 2 & & o @ #7398 BpRIRPF > M3 JRIT 5
FRi2Ef8 P82 BAgE» - aBa? > BRI EEL P < Lidh
REAERM > bt L5t B or= 2 5w B3
17 H A S RN EFEZ » TFBESR X o

23 R E RBP4 S TER & T, -3 g e wy Ly

P ARSIRIBLERARA G 5 RETASA R PR ARR -
IMERAR LGN BABRLIEN TN LERBSTE AT 5l B

HE PR A R ERY o
400 %0 BER R T IOHL A IR R B L B R

% IPA BRI 2R R R NTHE LY e BTG BB E S IS
NSV oz 8T & g TR & D RRP 4o (L)% - %0 00 % UR 7 AF 2 IR
I OE R R EIR AR TAPHRE o TSR RS T E Y T N R SR

FTI E},@;TQJ A EEH ’géth VA SN - I /iﬁﬁé_ Eﬁrﬁ%%*b > )‘f% r#?%”/ﬁ,
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# | (Keep Up Good Work) ; (2)% = %' : s % LB T A £ ¥R S HhER A B e
ALALR IS B 4D P SHEI S SRS B R EARE R 8 F R NTRAT
ST Y A AT REFTT P AR E 8 RE R GRS

» & T4esgecd ) (Possible Overkill) 5 (3)% = % ' & gt % "W 7 AF £ HIRIE & FF
GE R RS AR S B - VA GRS TE D ARG £ R R

FAE T IR R S g2 08 B TR R A (Low Priority) 5 (4)2 %12

ETIR

WA HIRAS SR R PR A S LR AR S R L E
RAPRIEFRD 0 2P frLvE T e A LD P AR IR R
Famp o Fet i TR R (Possible Overkill) » & & 1427 4 »2id 2 45 4 *U4c®] 5

AT o

A
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;'.Ig}
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5 A
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i
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TR

i

W

T Tkt

‘-\n—

-g:%
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AFTEEFENEE 2w 3201798 4p 3 90 11 pBERIEEFE S &
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A7 @ % Cronbach’so 3 R A7tk iFE > 2 R P F 8 KEH Y SR
SR CAER YA AR & 16 hiz A o Cronbach (1951)# ) o i it
PRATE 2 N ehgk B, P WAL E AEEF @ ¥ P2 R o 2 A %8424 Nunnally (1978)
L BL > 3 5 Cronbach’™s a #ic~ >/ 0.7 ﬁ Bl 3 R i#% > Cronbach’s o 8%
2% 03-0.7 2 B Rl &% 7 > Cronbach’s o ]+ 0.3 H Blr 5 R i > @
Henson (2001)7% 5 & A& el A7 3 B e Rl » B2 % 5 B > B g H P ha i
FRIR % 2 P % (Predictor Tests)e Rl € R #E& 2 #7 7 » & %#ce 05 1 06 = &
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Frd FHEAH

AEZPAGEHBALESEFTEA T F-FL BRI R &5 F
BRI AP F ST FRAHRBET L e ERAE N2 LR
Vo rr @S RRAHRBET LI BLARADL ALY 5T 5 ER
B - s 47 (IPA 254 o

-8 BRAM
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7
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I PSS
TR <03 S
03 & = 05 joae ¥ R
04wk = 07 e

05k = 09 ¥
07k = 09 e
TR >09 LA

TR KR #Rake(2009) o FEATF K fUEE KRB A E LB LB flE 2
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