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ABSTRACT

The increasing awareness of consumer consumption and the market competition is more
intense with the vigorous development of the service industry, and the problem has always been
valued that how to improve the quality of service to satisfy the needs of consumers. This study
combines the three aspects of "service quality”, "SERVQUAL" and "customer satisfaction" and
using the service quality measurement model (PZB model) which proposed by Parasuraman,
Zeithaml and Berry with the Tangibles, Responsiveness, Assurance, Empathy, and Reliability
five aspects to estimate whether the gaps between expected service and perceived service told
by customers from visiting NATIONAL SCIENCE AND TECHNOLOGY MUSEUM have
significantly different. Moreover, this study also talk about the influence from consumers’
feature to expected service, perceived service and the whole satisfaction. The results of this
study found that among the 15 service attributes, in addition that indicators and food in the
museum are worse than which consumers expected, other attributes are above the expectations.
In terms of personal feature, depending on the consumers coming to the museum, factors such
as "gender" and "residence" are significantly different in expectations, perceived services, and
whole satisfaction. Through the data of questionnaire, NATIONAL SCIENCE AND
TECHNOLOGY MUSEUM can take the results of analysis as the verification standard in the

museum, and improve the quality of the services at the same time.

Keywords: Service Quality, PZB, SERVQUAL, Customer Satisfaction, NATIONAL
SCIENCE AND TECHNOLOGY MUSEUM
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FE M it JRAR R e 5 F
B’ PRz}rrFFrmﬁa“b;w § X FIIRIEF ~ TRE R
2 nEHR S FEVRE CRNPEEE c FREDH T
ﬁ*ﬁ’ﬂ7?ﬁmﬁ&?*$§p@ﬁﬁﬂ&:ﬁi%ﬁiﬁ%ﬁﬂﬁ°
REZ R RARBLIRIFZSEE 3 %73 F A DB PRIFEFT a3k - & BEF
REE B R ALR NF X o d ’“Ple}n—»’F’T RF - BHREE > F R G
JRA®G-F BRI T - BER > & PZB Y 0T ’}#m ERA
1 SERVQUAL £ # iT 4 §rg «n L& -

2.2.2 SERVQUAL % %

"EF RIS H AT £ p F 3 4c > Parasuraman et al. (1985, 1988) #& 4
—%mﬁ&?§%SHWQMLﬁ%Wﬁ&g¢i§ TR R e
SR EF2Z AR RO BT SPRBET G WP RIS )
w0 HgFg g @ :}é? #.1+ (Reliability) ~ 2% iz (Competence) ~ & &1
(Responsiveness) ~ #iT 1 (Access) ~ A 3t (Courtesy) -~ & il &
(Communication) ~ 3 # % (Credibility) ~ % 21+ (Security) -~ B fZ{%
(Understanding) £ 5 4; 4% (Tangibility) 10 & PR7% 5 F i e = A # o
Parasuraman et al. (1988) #-f k% &k ffrd JRir & Feht Biea i 5 7 7
M (Tangibles) ~ ¥ F %+ (Reliability) ~ ¥ &1+ (Responsiveness) ~ &4
(Assurance) 4 % Biifl+ (Empathy) £ 22 3R IE o 3 1 {8 TPRIFSF £
% > %% SERVQUAL # # -

bo@ AT e & 0 JRAREF (Service Quality, SQ)  Aip Af E #H IR
% 2 g A& f (Perceived Quality, PQ) £ 8 ¥ &8 (Expected Quality, EQ)

2L BAERE - FY o - RADFEERB AR D ETERE ST
hd i Fl R A At fEa & TREER TR T aos R 2 B Y BT anTE
2B IRIEEF (SQ=PQ-EQ) > ¥ SQ A #i I & T4 T IRFE
R RARETFY M EHIROE LS L D F 20 F SQ sl
fE o A TAEERGIRIFNE S S AR oT o HIIRIE ST
2w

SERVQUAL & #t#% 12 18 » d 300 £ 0§ v k=g IR
Bodr it s TR ST LR ) hi Lo FI RN b p s
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A RAZ S AR PFT 7 ok > (2002) 24 AR R F AL D &R
FFEAS P A2 RIS BACHAEP ) FIRIEF R ER X GURIE 0 ¥
AT RARDPYE ST RS IRGET R LR, B2 EEDLR
55?5\72‘—‘1; A (2006) & 4> uAple A TR A TOIRIRET 0 2 P AR
2GR AR R A AT IR R S Bk o B 2
gz o PR fFd T ERER S TR F B AR
BT 2 BoshfiEd ot o

Donnelly et al. (2006) #% 1 » & B & % PR 1x & B PRI % I 3 Ty
FEAGHFOFAL > P EIRRF TR 2 A ROkGRmIte 4 3R
i T A 4 o Yousapronpaiboon & Johnson (2013) # ! » % ‘“i]"x CIESANNE S
2 FR AR T p AR 2 FlRaRps R TR 2 F it o 8
P L F R A B 5 A BT F o Chatzoglou etal. (2014) # £
* PRI DT Afple £ 4T 0 BEEHEFIRBARI A B L B
BEEBEE® A RHRIFZRDEZFRR L7 HFOLE o Flpt Pl E IR
# > SERVQUAL Az s &7 FfrR il ¥ ch1 & » § o * S 2 fa 7 £ 1u
PRI G FHRBET DR wR o TR 3RS R PR EET 2
BRIRRL LR FERE > WL R ARk 5 o SERVQUAL £ % ¢
RIS T BiEe o dod 2.1 977

g

~=h
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% 2.1 SERVQUAL # %

o &
AL REDTER b B RS R
BAEEEZRE
§ o
_ XYZ has up-to-date equipment
s physical facilities are visually appealing
(Tangibles) | XYZ’s physical faciliti isuall I
XYZ’s employees are well dressed and appear neat
Clean and comfortable environment of the XYZ
WA 7 S e 44 17 ’&%{%ﬁﬂﬁiﬁ?é A blde i g
Fm‘“{‘ (EL = ?v—\ PRF% » I ’; i P:\}R‘ bﬁ*ﬁlﬂ'\" fam °
AP When XYZ promises to do something by a certain time, it does
T SO.
(Reliability) | When you have problems, XYZ is sympathetic and reassuring.
XYZ is denpendable.
XYZ provides its services at the time it promises to do so.
XYZ keeps its records accurately.
FR?Z‘A El ‘ = nﬁfﬁl——)@-}aﬁj}m‘&)ﬁ? ) I}l]-lir' "fs rs }i,ﬂ)ﬁ?ﬁ
EPRFEE o
XYZ does not tell customers exactly when services will be
F
performed. (-)
(Responsiveness) | You do not receive prompt service from XYZ’s employees. (-)
Employees of XYZ are not always willing to help patients. (-)
Employees of XYZ are too busy to respond to patients request
promptly. (-)
PRFFA R endridi s R LA BB Easg 4 0 blde ¥
R EFEE FARYEREIRIBFL LS R EEE 2R
You can trust employees of XYZ.
(Assurance) You feel safe in your transactions with XYZ’s employees.
Employees of XYZ are polite.
Employees get adequate support from XYZ to do jobs well.
BRI RREBS B PRA  BA R AR
F2FAHBRRY FE R
B L XYZ does not give you individual attention. (-)
R Employees of XYZ do not give you personal attention. (-)
(Empathy) Employees of XYZ do not know what your needs are. (-)

XYZ does not have your best interests at heart. (-)
XYZ does not have operating hours convenient to all their
patient. (-)

15




¥}t Parasuraman et al. (1985, 1988) 1/ g PR 7287 8 ¥ PRI e X JE
K g PRAE S F 0 2 Carman(1990)# 41 = B Fat» & 5L 1 2 o H R~
frE 32tz FF H %S G P A 93 G 0 Carman (1990)
WEOABAER Y AFLIEO AL AL FER TRIRIESF 3N
“% SERVQUAL 2 #4879 #H#FA T BN H 22 BREIL I =2>d 3
P ORIFF TR ILIRIA ST 0 TR E £ m@?‘”’ HHBREERTF
PEARETH IR AR RBLET R G A LR BT S
¥ ik SERVQUAL 2 2 B P (i o % FRAEH B IRIFEA E 7 3
TR o BfFE 22 T 0 Carman (1990) i 0 & T F M HEw 2
r%ﬂwaﬁiSH“QUM;%?ﬁaﬁ%?’5%%~>*§MM’*L“’
Parasuraman et al. (1991) BB 2R E o MR e o TR MR A il
AAERRA P FAFAEE G DR 2 o Carman (1990) 25 0 i * 8
% 6 R ¢$RWXML§%ﬁ$ﬂ,%%zkﬁgﬁg%%ﬁnﬁw
B EIEP IR G TR o
Carman (1990) # 1> f1* £ & che REIPMIL S A HEA LA BA R
BEGIRGE > REL» R J bt » REP ~ BRZEEH R
AR FILPZB B RR EETIER I LA AR 2 T R LE
*OATPRARE vk e H vz - B F R T eHR AR © Getty & Getty (2003) 1
SERVQUAL i A#H AR £IRBEFFR EXF > 50 5 Bigas - §
(tangibility) ~ # F4+ (reliability) ~ ¥ J& 1+ (responsiveness) -~ % #f |+
(confidence) £ /&3l {2 (communication) » 7§ %|** PZB #rd i ehigs o
Saleh (2005) ¥+ = Flend3 22787 7 B F RIS - “érf ez b e
BROTEF (PRET ~FRERT - GLET R 18 1xBT) 9

BoRY R AR AN PR LR R URBST L R
Qlf]ﬁf?l‘%ﬂ%g&'?lflﬁ?TW?Kﬁ'@‘,@"%};,5@%{5&%?@%&?%@
PPRAE S B ehd B -2 F]F o Chen(2011) #£ 2 » A IR E F L IRBZEF

&
WA R R RIAR S R 2L W enA R M E 2OFE AR
JRAFZFEER A S HP P 2 WEFHPFHL 2 BF RFHL > A BEE
RTTRED G R ESORIS0 L L R
Brragfpth > TIPS RF &

£
HL %ﬁ'mwﬁ‘15&2‘%‘mﬁ%ﬁi53@%%%,@%%
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ﬁmﬁ%?#%&—i.i- Fp - Bi%ﬁéi%mﬁ%?ﬁEWi
& e JE1985 E 3 4 F A ETAR { s 0 B ¢ Carman (1990) vm 28 -
i# @ SERVQUAL 3 &30 Ao & 5 chF| % > B3 A NI HER > o - Ko
ey 228 [ 4 ddpth > 5 00 hifa I e
% 22 35 R it o SERVQUAL £ 4 238 F E7 577 7 % kB #IR
TR F T o FIP AP T SR B3R kB4 2.1 ¢ 22 5 ER
» Yy AR B
23 BERILR

WO FEY TR - RAER m#ﬂ%ﬂ IR AT AR E AR
# % 2_PZB -3 & £ SERVQUAL £ # 447 4 i e 3807 b ¥4
PRI TRRETE o BEE ﬁaaﬁxl“*#bmﬂé i
THRB A I MG s BRFLAEE I
PR MIRBETR A MY RA A EEL2
-% o Crompton & Mackay (1988) 4 i » JRIF&F 22104 & R 1%
1

|

=
K
L

\

3
=

o

SengiR
5 2
X
& @k v

i
¥
Tm

v
e

G2 BrEF 3 L MEE - Ry 723 AFFLRA MUK (1989) 7y
N RAFEBBET D EY o FHF IR SLRLAFEL o8
RRZEH A emit THE 2 Ty gmy A 07 ikl f
IR i A i N

Crompton & Mackay (1988) # 3| » B & & 5 - % kB o v &
(Multidimensional Concept) » % 3 % S8 58 H ¢ 5 & S fea i d ¢ 12
ﬁﬁﬂ’*%%@°%ﬁwﬁiﬁﬁm?%§,zﬁ’?%ﬁﬁbmgg
7B ﬁu d ;‘:I‘”—“ﬁ”"%] mosL R EFE 44—3;565%?}_ I keh- fA Ry

PR FEXIAEEE - p RFF (e
o TR G F oan - JRIFSTARE B 30

VP EFEEE AERE SR A banffaphn s 2§ B U BEAE
FBE R T RBERTERLRLE TG

Swan (1977) 325 "BEE R LA LA SF T O F & A 6 g anat fih
Bgr 15 Fox2 B £ B ™4 o Churchilletal. (1982) 325 > AR A
it * " g% o Kotler (1991) i » AFZ B LR 7 # s
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&ﬂ&mﬁﬁ’iﬁ”ﬁﬁ i e A A Sl Y S F A

ek B KEL T BT 2 B LR hdlice d WIRB&SEF 2 55d A
%iﬁﬂﬁﬁﬁ%ﬁmﬁ:ﬂﬁ AFE 0 AFTIRIFB R B FE 0 F]P Oliver
(1993) i " MEBRAARBEFF I - BEREF R BRLA? 7K
R irs A dh- T (435 (7 5 o Cronin & Taylor (1992) #>+ TR %
BRAE ) TRAIRAEEE R RN PR BT R R G L
1 PRARSH AR E R R A Flco

2. L RAEHM, AR EFREL - " Tp e AT B Erck
PR B R E2 L] F ORI E DR RE

Choi & Chu (2000) # 77 » d **Z * (L R4c £ & » {HILRFHE -
JRARS 2 5 AP A BRI FARARERLEY MR ET
e ERE DL RFY o ERA AP0 o Lu(2003) £ AEEBLAEZ
PR3 Mh 14 (service attribute) &35 LR (aAp Rl > FIM R K P & 37 VF PR
B ek e 4 g %zm\ ' (freightrates) ~ i #2584 (pricing flexibility in
meeting competitors’rates, price and discount structure) ~ B 2 (providing
sailing schedules in newspapers or magazines) % -

Murphy et al. (2000) 45} » L B o hA SR &2 B 4
el Y > R BB E ST ahp i w233l 5 g
ok 2 o FHREINGPIFEALEE I RST 0 MNEEgHwEE
WRe DiRR o T AAREG M > LTI BE MBI DT R
e ij&;{& PZB 7|42 & | eng2 514 - Baker & Crompton (2000) #= 3
FEFES Y L FIRGETHAE L BFIRBET O g o
7 % & # ° Boulding et al (1993) # 7t > ff & $PRI* & F i € B
BHELREE 0 AT mW§£&§mg¢a%$ﬁ$k
Cronin & Taylor (1992) 45 1 » PRAZSF ~ B L R E 257 5 4 7
Heol o MR RELES (2004) dp )0 LS F BETR B IR 3
ZBRLEGEHENP IR ORLREF  ESLRY RS
PEBLESE e 8 ARELFL TR LD ik 2 S28IRGE
?%%?’#%#ééi%%ﬂ%°ﬂ&’¢%ézﬁﬁﬁﬁﬁé

M0k wRRiEd ARESR R TP AN Y 0 P ERERT
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Shu et al. (2002) 4% 11 » 4% % R4 E F B BB L B (X8 > Pz
T 6 BB ITHFA NP AR A r s oM TP F A ARKE
Fv e B (2003) 2 & JRAFS B W 5 AR HIRIED Z LIERGTE
S B ER (2004) 3G o PRIF&EE T AR EH & F rd een RIS
BRI o SRATE (2005) 3a% o PRIESF AT E A2 RIRIY F

Lo iBd AR PR R gk > W PRIAY Y ORE S FEFEET] 0 PlEE
BX P oM (2014) # 7 T“'“%Em' o e B E RS R PR

BEAER S BT R e DISHPRIEPERMS LR o 2t 0 o R
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DEB - BFEMcREG AT R
PRANERNFRERIBEINELR
Parasuraman etal. (1988) #t 2 PRAx A B A B34 ¢ > W A RJRI-&F B AR
BE AL THIFYIRBEIRBE 20t > T a2 kg o
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=% =3
ARALEEELY :"i?)g’r# FEHD 3 AT EHEE 32
PR HER 33 RERE 34 A it o AT AR S R0
7 Iﬁﬁﬁl’ /?J"’t’ (s /FJ"TJ i» R X g ’]{F% ﬁ ) '}—l‘ ’ 3@”1* SPSS STATISTICS
248 7R AT MREA Y P Do

31 P31 %
AT AR R A E 1 A IR A R B RIS

Fe S

EL
B
a7
¥ i 8

V!'.L

FrR BR XD TIRIFSET > P FEFRFF T AR ER L AR 2
é»;’ ‘—? ééiﬁfrgﬁpﬁj}wgﬁiﬁ F m%:_ﬂ éﬁp/%,&)—imﬂpml}i L;&]&E}
RAGE o BEA A  TH YRt BB, A ARl
BEXTNDEEFEWNHRETLIETEE > oB 3.1 77 o
B RS mA A L A it EAESHE
H AL e
£8Ey || AEM || REH# H3 E:im
amae [ TEME T i
' ’ HEM Bl BEAiE
Ak S | Gz*'lP5 | AETEES
H e T34 H4 |
(FHEERSHEE)

B3 15 %4

R SR

1. BZHLRBETDIBRALFER LI HTLE -

2. BRH2:ARGEFEHDBIIRBF HEFLE

3. BHRHIAXFRFFHE IR HFLE -

4. B HA:ARSREME F I FAZHRBETARLAET HEFAM -

32 E2MmAIZFATFE

AR PRI E > F AL BB PREHERR PR RS
EoRERAHREEN F OB o B ReT At K F D
PP @POFHRLEFLS > RELLETEAR LSBT AT
=

X2k :+38 P %% Parasuramanetal. (1988) 4% J1 3@ 24 5 A#A k(7 X1
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PR 57 BRIRBE T > AT UA PREEFTRLE > AW 5
YEE O~ Apw AN %%oﬁl%ﬁzﬁiﬁﬁgﬁé%ﬁg’ﬁéﬁﬁﬁ%
PR . gaéré,P%ﬂv#%lO%;¥:%9ér%1%Wﬁ%%
E 588 0 WP AT
e
AR AR > AT H&ﬂ“ﬂ‘ e B JTARR CBRE T
B ORAEGH Rty FP ch- BEEFFTR DR £ 10 B IEES
w3t e

2. A1 AEPRIE T A
AR Y F % Parasuraman et al. (1988) 4% 1) chfR7: & F L4 o3t 4t W e
SERVQUAL & 4 » 103 Ajdt ~ v b~ F gt~ gl ~ MR T < 4f
BT AR BRI ey o 1 GIRINE R R INA 0 A % Likert
BLREEEAZEFAIFO LRSI IR LA AR 24
T 3 A NTRR A4S TR RR 5SS IS RO LA
FHISTEERTE > ARSI 5 F » TR F o HRAE @

P

X

3. % R
SR T SPRCE.F S RO o SRR AR A < R Ll SRR R Y R
B BAFEL LD AT RS RS N EF AT P P

FABLECERAER - GPRE S NRLA IR IEELE - PR
%”F%’%é$ﬁ$é%W%wﬁ$a&@égﬁg,uaﬁggf

R 5L
REF v RS2 8FREE L HEFLIvdg LIPS

¥ 218

33 B ¥&3
AP E S LT BHEG, ¥ - e s I EFWIRGET L1 §F
AREIREALT - RE T L E e 5N RGP B $F3
PRI A R R EIRB DR ~ BRI S Z e 21 IR
F A dp AR R AT, b B PR A RBrR R RARE R
G s AEN IR EH s BRI E R O ehaeEfoa Ll B i EcE
EAe e 4 5 B fd - IR S AP PRIFORRY > FF IR A f
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34 &3 %

T 4 h 5253 %4048 SPSS STATISTICS 24 Statistics 24 % A 4523
LENCE ST
145 i et

BEG R LA TRE R P Y R 2 R R T
2 Y
N S

PR VR EEEHIRASTE R AT RL LT AR L L s S P
2.0 B A AT
RAREOT RN RIERE- RESEL -
RIE-0- AR

® PR STV BRI ARIRIR ST L4 T (GAP) RiEciEe Y - F
BIRAARR 2 AR R o

4. ANOVA %~ 47 :
PRGN R R AT AP RIAHNY YIRS
FRIGAETET A8

5.T #& =
Wig 20 p RIWI G AR MY LRI PP F P
HPZRAFT RRALT I RFLEY > UEEIRIF P Y
2RI AT G L

6. Scheffe /=
L i (G E ARt b | F e NN N T T o Sl S LR
AE A R HEI TN ERT L REEAF T R A
T EgaTE VoA A e s o 72 A R F S o A Scheffe ¥ 8
W E TG RV RERER DA R FERFOFERE R RS
g BB e T4 (power ) FIpt 4k ok enik i%iij&;{ﬁ;g% TEERF(p
B * )

7. Tukey HSD
EFPE v 2z - o VI EMEFIES S > T4 vick T 2005 K
BTRERIRFHRETF MR J‘L“@F‘?’?’ T - B R RIES
FE 005 e 0 5 WAL BFAL ST TukeyHSD 2 ¢ A 5 3 H

%%@%ﬁfLl’%44m§%ﬁ€$i§*ﬁiﬁo
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8.LSD
LSD 2 | BEFA B a2 » £ 5 V32— » %05 BT
P i do % F B R S A e h T B0 R B e e h T ol (T i
Rt % - 3l s g ah o

9.1k 1
¥+ Scheffe ~ Tukey HSD ~ LSD = ¥ ¥ {4 & T_> d >t Scheffe A & T iF 42
HWEARE CERDFLIEIEF TP AET R I iR
* TukeyHSD # LSD & f6 2 & (78 ¥ 4 & envt o - LSD & T2 £ =
P A ) £ R F R RGBS i T B A d fAR T
P BEFLAR LRI T2 L4 LSD kW o
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AREFAFHLNRAATH  BFATHLED B SRS T IRIR
Bt - AT A R TR M A B R AR R B AIRIE L
Bz A RHERMELESLE
41 A F a7
Fd BB A R R T e fPJ?T I AT R RO A
?ﬂﬁé{@%@%ﬁ\ﬁw\ﬁw~ %xﬁ?%& BEE 67 4
VAR Ak 41 PE
1. {m S
TR A ST 88%E - B keho F 12% A k4
BB o FP S BRI 0 T O e by RS 4 - AURE .
2. 15|
A m A 0 2100 AR BP o TR RE 31% 0 & R RS
69% » otk BcIR AT ) BN A Pk gt Rl gt R T P

Lo
=

3. 24
ﬁﬁxﬁ&ﬁ&&;1&%utﬁ%m’ﬂ§%%u%%5%ﬁ%&@
S8 b 45%; B L 19~25 ke 18% ;5 25~35 & h 17%% = B 0 65 &
LR E'ﬂlﬁ: 1% % E&F ¢ 7 A Bitae

4, ¥7 A
AEPEAF(B)RTAERADIRE S > L 69%; HEEF P (B4
13%: #3s1(N)a%=8 ¢ 12%-

5. Bm¥
AXBEY BEA L EF 0 27%; B AIRAAE S 20% 5 AR
RBENF=F 0§ 13%  BERENR L Frms g g7 L2

DUET A ENERGAEN € FF g KA ko

BEAKGAEY o B E KBS D NE MG TRk
Bom A FeA KA o F 66%; H B AMEE o L 10%: £
7\{‘1 %K«' o \:t 8% o
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] 31

= E 69
13~16 6

16~19 4

19~25 18

£ # 25~35 17
35~45 45

45~55 7

55~65 3

" | 4

3 2

KT AR 30 (B 13
~F(%) 69

Fyar() 12

g4 27
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] 13

A 6
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=R A
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