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A Case Study of Using the PZB model to Evaluate Service
Quality and Customer Satisfaction in the Center for Teacher

Education of a Private University in Taichung

Abstract

The main purpose of this study is to evaluate student satisfaction and the quality
of service of the Center of Teacher Education at a private university in Taichung,
which provides services targeting students of teacher education.

Using in-depth interviews, literature review and observation to data collection,
and analysis, five dimensions of service quality were measured using the PZB service
quality model in order to explore all aspects of administration service quality, service
experience, and student expectations for the services at the Center of Teacher
Education.

1. Reliability

As to the service effectiveness, both sides turned positive outcomes. Interviewees
responded that more practical courses may reduce the gap between theory and
practice. There were also positive perspectives on both curriculum and instructions.

2. Tangibles

Learning ambience was positive while the classrooms were clean and tasks were
reasonable. The assistance from the Teacher education center met the needs, but some
interviewees responded that sometimes the administrators’ attitude was poor.
Although the classrooms were enough, but some classrooms were far away and the

professional classroom had fix chairs which restrict group discussions. The



administrators from the teacher education center believe that equipment was enough,
but student interviewees consider it too old and lack of place for blackboard
practicing.
3. Responsiveness

The effective of administration’s responses were satisfied, but student
interviewees responded the administrators need to improve their attitude and
communication.
4. Assurance

Although, interviewees responded that instruction may differ from syllabus, and
the administrators’ attitude need improve, both professors and administrators showed
that they were experienced. Teacher education center administrators considered
themselves to value students’ rights but some interviewees pointed out that the teacher
education center sometimes cannot answer students’ questions and expected to have a
clear responses that lead to the gap.
5. Empathy

The interviewees showed affirmative response to professors’ caring of their
absence. Student interviewees responded that the teacher education center sometime
cannot understand students’ thought, and pass the buck around causing gap for
satisfaction. Interviewees are satisfied with the exam preparing and assistant service
offered by teacher education center.

Finally, the results of the study can be used to serve as suggestions to improve

the service quality of the Center of Teacher Education.

Keywords: PZB model, Center for Teacher Education, Service Quality, Student

Satisfaction
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F#L Kk : Parasuraman, A., Zeithaml, V. A,, & Berry, L. L. (1988). SERVQUAL : A

Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality, Journal

of Retailing, 64(1), 12-40.
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FI8 BEBETOIRAFRY CRBESTLaSPNEY

AERLS L BIAS O FARMBRBDIRELE  BRFRAPET PR

FihEr Y cHRBET RS SAAMAT -

- N JRIFEE RS R

BILSALE N F E TR ORI RIS AR AR E AT o @ T RTE
BEFOEELT LR AMIITRSE T S B S d SAE RHIll (1977):
TeR ORI Gdp R GABHE LT 0 T - GRE LA E 2L M [ S okE e
FroeeHe - TEHRBIES (%) KBEFIRMG > L FE 4ok 2PRIEZ P o
EEFWﬁ&%Juﬁﬁgﬁﬁvi% B oA (1980) $>PRIFNES » T
AR E FP»zZ-)J-* L J5 04 s A f24-F' 4 o Riddle (1986) £ Nicolaides (1989) =
PRI 5 — A8 TIEAT 0 SRS R AR TR o ) BRI P ORAR

o BB R EPRFE S ZEE AN R0 2 QAR o FIRIEE T = & F

()220 ﬂl‘°tﬁi?%$?€ B ()RR LAY BB
3 $ o Kotler (1996) ¥ & JRi+ 2~ B e Bt ¥ b eh- BRMES & F{1F >

JRArH g2 ih 0 » @i A2 R Pty 4 o R (1997) 3R 5 PR AL 2
Lo RS A AR - A ARHRE o £ (1999) G RARRE - K
UHER U S R S B S LD ) R R s
FI o S (2004) A3 pRAEZ HE A S BT R %
U o 3R ERE R ATH 2 PRAXECRE M o Fitzsimmons £2 Fitzsimmons (2004) 3%
PRAEEH B - @ P P d o JRAFA LG B ¥ B2 AR B4R BRTE

LR s RRT R

“‘):

;‘« A ¢ E]mﬂ,\l__ﬁ N %ﬁj?aﬁgo
YA PRIEPN LB &K IR A 0 HRE% (2003) B FIPRIAA H H (7 L oehid
s F Ry R o agrmRE R o T A T ¥ AN IRIAN /mmp PE
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Fend o A ERE RS gﬁ%§mf°mﬂfkﬁﬁﬂ&%mﬁﬁﬁ*’§ £
e LT E o

HE% (2003) « $IRIFF 5 enT EF/NT B
(1) PRAFT * Rif g E A 7 & o
(2) PRA%V F et £ A 33047 -

(3) PRIxV R i# & w,ﬁ]‘}% o
(4) PRAFT 53 £ A 3] o
(5) PRAET 11k K& A ehk 3 o

Kotler (1991) R#-PRi%chir i 4w 4L
@ & 251+ (intangibility ) :

JRIFZE B A T A el A & BREE TR AL 2T BEE B AT
A ~F 3 Ps BEAFIIRIFT o B L & ZIRRIIRIF (S i % » & &2 2
U PRS- e 4R o
@7 ¥ & 1|1+ (inseparability ) :

JRARERE 2 g i RE e PR 7 600 JRAFE F G A S AR

FAEE KRR RBNA AL T F AV AR AR g 4 e f AT

mly
B
IRy

CRHER S AEF T A AEMFE R R AR F 3 AR

E-)
e
=
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® % %1+ (variability ) :
JRIZPET 5 % - IE#BFEE“'%‘%?L— FEPRARFF - RPN F 0 F o § F
¥

B AT EPRBBAf A e a A2 M RO R HRIETF P RO

W

@ % #ri+ (perishability ) :

JRAF B AT E ik ol § A A AR AR R T E B R mUE G
T FL RTINS EEIRES R FRAATE

SR A 0 B K DR AR B ST B[R] PRI AR
A EANA T o A A BERIFZ (SR E TV R X IIRIFTRE LR L R A
PRAZE TR E R R OE Bhom JRIFE A 4 AR R E IR/ ES cn3 B2 >
T F R ASORY C JRIHER - B R E M F RO ST LS
€ BRI L o T EAF PRI, BB E B AT oY o B dFR o TP
RAFEF U ARELF 2O B - PR B Es 2 Efe X0 E2
g > IV NEF M

%?(mmw)?@ﬁ%ﬁ{ﬁ%%ﬁ%ﬁﬁ%ﬁ@’iﬂﬁﬂiﬁﬁﬁg
(American National Standards Institute, ANSI) £ % R &5 ¢ 5 ¢ (American
Society for Quality Control, ASQC) #-5- 8 % & 5 @ - B A F & JR7F > % L7 T»'fqz
TR EEFE o & F F I fF Deming (1982) i r‘-}%‘r,ﬁk{— VBRI GRS
TEOWIENERG * PE &K@ Juran i S H A - A8 * 1 (Fitness)» & * &
m"é%}ﬁ‘u{ TERY F AR ASPFEEBRE o ST R FAER K
Fﬁ%i%{ﬁ’gﬁﬁ@’%?ﬁﬁgzﬁi(iﬁiﬁ’w%)°

Garvin (1984) &1 B & & T & 5 ¢
(- ) % 4% 7 % (Transcendent definition ) :

SHE-AEL iR L FREEEEHR ALK -
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(=) A& #% (Product based definition ) :
FRAFENEET - TEAF LT -
) i § F A& A2 (User-based definition) :
SRR LR R LS E
(w ) %l A # 2 (Manufacturing-based definition ) :
FERY B RITLFE ST R -

) & A #+ (Value-based definition )

d P EFEFTRNETHTR T NERE G AL ERNEH O F
ROKEET - RKEEFF RBEF -2 TE3 0 DRI BF
Jew LA R e § & A S R ALT Lk - B RS T R e
FIF oA T R BER ST L oA S PRI SR TET Y
B4 PHYEFTRTY SR TRLATHE -

PRI R L4 TIRARSF 0 Gronroos (1984) & AR E 2 PRARE

ZEFREXIRAEIT AP RE DR RS AR T & B R R

‘E\\ “\

LM RS §FADIBEED E G 2 o452 F (2014) 33
BPRAR e R S G DR RIS T B B R R
¢ o

Zimmerman (1985) » #% {1 JRA% & B 3% T 0T 38 & 8L 01 & * |2 (Fitness
foruse) ~ 2 & 4§ ® 1% it 4 (For ability to replicate) ~ 3 % P&+ (Timeliness) -~ 4 &
“oig o % 7% &_(End order satisfaction) ~5 ## & % 7 2_ #.#% (Adherence to
prestabilized specification)

Parasuraman et al.(1985 )#& {1 & # PR3 1% % 5 - 78 1(1)4&17 2 (Access )
(2)# 1 M ( Communication )~(3)%; iz 1+ ( Competence )~( 4 )#¥ ja4+( Courtesy )

(5) % * M (Credibility )~(6) ¥ F.1* (Reliability )~(7) ¥ &1+ (Responsiveness )
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(8) % 21+ (Security) ~(9) F /4% Tangibles ~ (10) B7 f#4f Z (Understanding
the customer ) Parasuraman et al. (1988) #-f & e-L 38 PRI J&‘fﬁa\ IR
eEn AL F 12 (Reliability )~ 3 3544(Tangibles )~ & J&1+( Responsiveness ) ~
%Z# 4 (Assurance) £ AR+ (Empathy) »

ZFFRET S HIRIFEE

ERFFRERT Y CERET ARKEF DS § REIRBEST A585 3
KB HE R T 2 FFERTOE AP ER T SR AAE R AL
Flg o TMEBLRDZ A FIRZF S PRIFME £ ¥75 % (A -1998)
O E R T LR BT T e B R AR ) B Y Bl
mEAFCA R R RSO R e R EE TR i B T A EA % 4

TR R AR Y S Y T AR LRI R R R S

k=N

i

BERFEZ Y ORTEFTELCARERTIEFF2L - o0 EFAT N
B3R L 3% R ot fPicfia- BEZDEY TS g0 B
FAENERTAEN A R FER T AR AR AT RE £ 2K Y
BrEFREVIRE A AR KRARGRE 2 T 0 LR T %’xii‘f{ﬁﬂ?mé‘?ﬁ% LAIFTS A 2
G LR EKE R RREA P S S A YR R R EE

5 el Gk LS B R XA R P R o8 Y T 0

LE PSR I AR5 e i (FIF > 2003)- 3437 KE ST
WIS ek ¢ ke SF » T RBEDME > 52 PR ARFEFNUZ
SRR S AFARDL IO Rk R F O PAFRDET TV S
HIBPAEFF oA FR-TEROFTRT P AR AT B ORT

R RREARRS S RKFOEL P SR LR ¥ Y o B Ak
R BT LS RS ek s o

?}&,FB ‘J’y\?{g \-"F"?"r‘l »=F mL%;‘FKZ ‘,P_#BPE s l,('T;I!—;tA—Iv A% fﬁg}%ﬁ%?/{
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TR A kR (1997) g g B it AR g i EE R R Rl B
Fensizs 3 2240k ’ﬂ?;rs{;*gd BB ki {4 - { # 7 Bonstingl
(1992) 4p N F T HREFEMEM BRI ¥ 2 @ P APL LRFIE D
RoMES EREFEREFOF L EH A RGBRTRE DA RE
BEERAF LAeRE A TFF > TR0 o 2 AL T R A 2 R R o
R L LR Y L
Sallis (1993) » ® P&k &F ¢ 7 nFERAF R B> ¢ FHERNTG hFE 52
KEFPLE - BRELARET 2 2AHF A1 FA TRz A H
BATERBBIFLIAS SR IPITIRE LT AR LY
TeERE TG BTN G RETRLT LN A MO RR LT 4
H3F % %1% o @ Brooks (1994) RIRIIHKE & FE K »ait i E 5 M % o

A (1997) 325 KE S FhTxdg KT i fg 3 e & 4 poTH
Fosnaap o 8 (1998) kT ST LB BT - LAFEEDRTH
o B e g KE L G ARERBE A RERT O ERTH
Im)j}{ﬁﬂ‘%ﬁ‘um R BREBE AFF NG EFTHRBEKT rr?*

Hoy - Bayne-Jardine £ Wood (2000) 45 i & ¥ & [ A3% & # 7 il fz » #&
BAEE SR RENT S AL T B AL AR i AT 2 R kg R 4 B
FRERAET NG RAT AR KT ST LERIA A EARE NP
BALG R B FhB o LR ST RS G KT OFRT UL REAoF
denfpFiple > FEEA BN o RES KT pEEF Y o

Bk (2000) T EFAERAET KT 20 RLEL L0 5

F ke IR L ek S LR E DG NG ARG A Pl U KR

P

FTHRT 4 KT AR TR E R R

FE R BN RT S ORARE T UF R RAF L M BT LR

TR BRI O o ) F A SR TR A R R AR e o
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i‘c%@’ﬁ%?ﬁ%ﬁmgf%’f}%?%%ﬁi B g2 ARG R ORAT N o
hERRARINA  F A TR, A 3l REd ¢ 2 BB T A
7R RET T L FAr 5 $ 9 & 2 c0{7 e (administration) - F RV 2§ L g 2
Faldaroa TIRIE ) A FHTH > I+ (2005) L EieF f HEH il

%

R A & R E
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T (2004) PR FRaGPiy AREF2 ARERE2ZTEY o
FIFRFE - EH AL FRT e B
() BEFAERIGF PRT -

(Z) BE R R Fd i
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(Z) H:eF 2 FY Fhn@iE -
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R A RE R BBl ¢ - 5 L R s B 7 Uk TR S ol
R LW I RIE S N S Al f%fziﬁ'i’r;T}gg L RER L gigx?gﬁ% ' B He e
FROT S TOLFLR B AR AR LR T Y S RN F TR AR E 20
LR SRS RN EE AR S S RN R EER g S
HARRER AR E B Y A P SRE IR R B F R by B
EEo0rd WP O FRY COOFFURMBR IR A R Y SRR
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22



+ d David Ogilvy #73& ! e 54935 % 3 (Brand Image )> 7 @ A]i 71 3% 5 25 2 iR
AERLS BERT IR FHLE AW RG TRRIMLL F0E S0 A
A GES LR A ﬂfﬁ&ww—%ﬁ+ﬁ%vw%%¢%7@%%?;

A Sm - B RKEE S R OOTE /IS SNk e SR

Ze

e BE RS B EE E AT N e L
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LR & o ATV REAT) R T - BEE R )%
?ﬁ$\éﬁﬁf$%A\ﬂ% ST RT LR Lo T e
AFNEEVR AR E-F AT AL FHETE R

WA RN ERRAEE T A FR O L E R SRR |
BE o EFx B oo W3 59 £ XN (M4 > 2002) - #frdgh- ¢
Fhy PfFFRT P ) hiF Ao B AN SR L RS §457 F Fen
FERBER L FOERA R 2 T IR E G s B R BFREIRNE S
{F-Biad ¥4 hRFErPFRBA R o gpFR i VA RIER
FEGRE » — TR RBIRE AR L VAT R Y TR T v
b o aggv,s - B % o

Park ~ Jaworski 22 Macinnis (1986) % % &% 25 ?\i}{g e A4 4B e
¥ 2 & (set of perception) » i % ;FE‘ £l DY M A, % R X o Aaker (1991) 4o
M9 RE G R M Bk & (asetofassociation) ¥ F = Bl
> & % 4% 5 1A &K (product attitude )~ i ¥ m’f # (consumer benefit ) ~
MR g en A R AFF (brand personality ) > » F 17 3R 5 ”“3"1&* c L G REE T
B R ARG Y AT A S R R B B BT &
B ERER T ABRELEE S AR RN G R X g Y R A

aguéoKwa(w%>ﬁﬂ&ﬁ%%é@%%&%ﬁ%ﬁaﬁ’EF%&E

"P"}

P W o 4489 (2010) G & R E R R F e o TR AR G
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520135 ¥ 2% 02014 ) 1 T 3 F AR T DI &F % 5 4 Parasuraman,
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Cardozo (1965) ¥ & % #% 41k £ 7% X & (Customer Satisfaction) P4 %
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Ro& %6 end & o Hempel (1977) IR E S LA AL HA S0 2 &
FIEFmefe > FRIEENTFY B2 T9% L T33P0 REER -
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