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Abstract

The main purpose of this research was applying “Zone of
Tolerance” theory with “DINESERV” scales to evaluate service quality
in Starbucks. By using the “Zone of Tolerance”, we could enrich the
customers’ expectations and perceptions to multiple evaluations from
traditional single discrete measure, and found the customer satisfied and
dissatisfied or even low satisfied factors then ranked the service quality
improving list. Finally, search the solutions, and offer organization
precise directions of service quality improvement and management.
After using scientific methods to analyze the “Zone”, we make progress
to identify and separate the service quality evaluation to “High level
satisfactions” and “Low level satisfactions” in the “Zone”. Finally, we
suggest Starbucks should improve its cleaning and increase the amount
about restroom, make the menu friendlier, maintain comfortable dining
area, modify the service process and intensify the training of employee
about professional service characteristics and skills with service

quality.
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75 2000 FT-F 2001) T 3H S 20 5 I PR 1 & B TR
@57\ — 7% | (expectancy disconfirmation ) %’Fﬁﬁ@ SERVQUAL 1% kL
! ?ﬁ[ 17> L BB T PR sﬁfﬁg, TIs i R F:'I B8 2 IRy (A ECH
i R T W H R RO VIHLRL A SRR R B e R
?i_? i Hi (Johnston,1995) - Miller ¥ Oliver 53 I 1977 == 1981

SRR L R R AR E N CIE UL SRS N N Rk iR
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G el S R AR Y iy Y R S 2 RN S BT S

%l CI5) # PP SRR 15 (PZB,1993) « M35 il BRLK) B
R v i 005 1 1= (perceived service level ) =g % L8 15 555 <
# (expected service level ) -’JDJ\JEI [’F‘[ Pk pu sk 0 o Y RL SERVQUAL

GLLTT Y BURE R (PZB,1985 1 Heung,2000) 0 5™ £ % 5095 75 i

e
w

'R ARL &Fuﬁlﬁf_@ ( FHE5E 5 2000) 0 = y[lfﬁﬁﬁﬁﬁ_\fﬁé%g?

iR B I S RLAE I OB (I 2-2)
SERVQUAL —» EH
W e A o A 7
S A W
2. el ) B
4. PkEHE W ER
5. [flH -~ —p Y R 35
ugﬂ 2-2 %ﬁﬂfﬁ[} g_ {%{F_rm

e J¢ ¥fi © Parasuraman, Berry & Zeithaml, 1990
ﬁc‘?meFPﬂWU3ZOT

B = R P gE R S PF# TpU |t > PZB H° 1991 F ==
1993 &F Ay T ?j Z W, ( Zone of Tolerance) %Tu > fi*i ZOT
(Dion 7> 1998) ¢ ZOT = FURLF &I % B p0 #I W > Bh o3 #1317 &
tH T[Jpj%/ ool ¥ (desired service level ) == 1T & (X F F B opy Ejﬁ SR YE
(adequate service level ) » I'] & /i F# Ry I R o T ”FLI B, (ZOT)
(i 2-3)
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iz} VR
G Ak
( Desired service)
I I
B W pv IR T [ R I *F‘T PSS T | I
( Expected service) : ( Zone of Tolerance) :
I I
BT BT
( Adequate service)

%'23 EF[EJ“Z—?FL/JEﬁF Ilﬁfa“lﬁ%ﬁl
eX R F¥f : Parasuraman, Berry & Zeithaml,1993

PR B & O RS RL S @) 2R 5 A EEAY (PZBL,1991) 0 ATl
FRE & o s ] O B RS i ZOT > M AL RR A D % piAdEI Y - PZB
B1993 U Fil o BRI S ZOT [ Ry [l IR S A vE T
ZOT F SypuPdsk T8 I h ZEART VTR -

- T ﬁ/ HE[pU AR5 ¥ (Desired service level) :
I D T TR @W’¢Y%m@%@W%m’%ﬂﬁi&%
REUFIR ™ A2 L0 5 L Tl 5 H 0 255 A o O R R

TR T W E R R 2 RIS E

1R Eﬁfﬁﬁ]ﬁj FIAY I < ~" ( Enduring service intensifiers ) :

o PR 25 gl A L ’ft7\[ ﬁ@?éﬁ CEEN ﬁ]ﬁi@?ﬁ 2
G~ R flE Lo it & (AR 5 ST o PR T I Y A R S RS P A
R TR R ) G O

&
I%ﬁ

o
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~ R e A ﬁTT‘ ( Personal needs) :

ﬁ*%ﬁé%ﬁ@ﬁﬁ%%‘@%’ﬂwﬁﬁgzﬁ#’%w1%%
%w\ﬁﬁ@ﬁ~%ﬁ@%’§ﬂamﬁ@ S Y )T R

CRE N E e LﬁT INRE - R TSRk Ry

i o

3 9% W R (Explicit service promises) :

(KRB U L 0 R A R EA G

GRS R I VA AR (ER T A A SN PR T A

pit i~ ﬁﬁ 5"%75‘% P PR IR R ) TG O T ST I el A A
’%EJ?S‘\FH o

4~ 7 5"%7_5% ( Implicit service promises ) :

EE QAR R4 SRk N ) jj: Y ;[r/&HI%%:J%T?‘fF'LJE{L%;EEEﬂ%J ,
BT RS W TE R IR AR e
SR PR SRR TSGR B R
) SR [ 2 e S R 2D

[ 15 ( Word of mouth) :
CECAIESE L LR (E U S h ] Rt S ITRE ks
SRR LN VST A R SRR R Rk
U AR PR (T BB B ) R 9
i [ 459 g ) R 2 -
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R R ) 1 B AR VI YA R (Past experience)
R RGO R S P Rl [IF’?QE?WEH}‘@VEJ{I% T o BEE
& 2y RS )  E E BR  EK EP ) WO o o s
3 7 B

= TE (ST O | (Adequate service level)

@ﬁ&ﬁwm’%ﬂﬁiﬁﬁ%@W4%ﬂ¢%%*#’@%%
B TR R O PO R PO S SR £ oy A Ty GO A
iR e ) EE AL o R TR SR O I A
U= Rl PNk E)

1~ 5 555 78 11 PR I P91 %0 7 ( Transitory service intensifiers ) :

e HRLf S 11 L TR R 0
T Y D I [ TEA R R O AR ST R P ) Y B
HOEHAR TRV o T L] R e (S T P s e 8 e

p H }“@FMEU ’iﬁ 75 ( Perceived service alternatives ) :
(3040 R A T BB O LR 2 U
[ = G Y R IR Sk A B BT R 7
e F) i S S TR I T E VRO B B (S
{9 G 755 < 1% o

TR HJ;H?E FITRS £ |§’ HI ( Self-Perceived service role) :

B BRI S H R e T AE RO S T A5 D A

15



A B BRI P FIRUVE &Pyt~ L~ [f] 2
RV & & A - T e P pEIE WE I A S A 5% A LR ) O
o ET e QTR T SR R A R SR A P IR s s A e

4 ~ ﬁ’ﬂ:[ﬁiﬁ[ﬂi ( Situational factors) :

B B 2 R R e T I ) S e S R el o Y
A5 > FEYN - 59 YRR Jli BRI Al 7 o RIPER R e o R LR S
[ B oy s

5~ WPV AR 55 (Predicted service ) :

i LSRR o R SR E A I AT L R R g s s s U
TR S RN TR RS P AR TR R
GERI = % SRS o TR 08 Sl R PSR A o BT R R
BN AP R

=T F'7 2 W, ( Zone Of Tolerance) :

KRB (ZOT) AP T3 W AP0 e | = R S
Rl %5 s 35 [ Ml T T et A o = W 5 s X T A ) o Bk de o e
R T O AE FT  PORH 2 B SRR [y F @ [
ZOT =) Vs i - Pyafidi s #70) -sg s ZOT Pl g pdsk i o
PZB WEI 2 RISYAY ZOT PN sk o % 07 B & SR 55 0 A 1 Rl
TIRRAG - BRI B ) [0 - 1B A R 1
A B H R RGP RS T Sy RO S B 2 0 ZOT e
PR (3 H W R R S O I AR A SN ) I
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o #t T i H (PZB,1991 : PZB,1993) -

TR R V] G = RLER A Sy B LR R B
%ﬂﬁﬁﬁﬁﬁ’ﬁﬁW§ﬁ%%’HB&%@wﬁmm@mﬂ%g
B (R ET= > 1996 ; Yuksel & Rimmington ,1998 ) [N [~ PZB = Wirtz
S5 A 1993 F 1] 2001 & B BH WL F i
AR A =S A A I o e 'ﬁ f BT ZOT Hrig [F [ st
(S o= W LY ’?F’/ﬂ??ﬁif?ﬁfﬁ%fﬁ A R N R R
R T R R T R B R B
WS R[4 R TR RS ST 10 F o I ZOT [Tk
YRR F R S [T B A R R
ZOT %'Fru #UFT%‘J TSP A R RS (R (Liljgander 0 19935
Parasuraman = > 1997 : Dion = > 1998 ) W =B E "] ZOT & %17 %
T fi | Y Ay 255 14 A A S AR S PF[E t =B FI i F!( Johnston,1995; Coleman
%75 1997 ; Heung = > 2000 ; E}if’ﬂ[m » 2000 ; Allard ¥ > 2003 ; Cook

F02003) 0 8 ZOT =1 5F H I 8 1M fs[ﬁmﬂ?w (% 2-2)-

o 2-2 T AR R R R

=¥ (F ) BB YRR "] ﬁ
Parasuraman,A., Understanding Sloan Management, HAH ZOT@'%!‘ ’j’ s F/ 5
Berry,L.L.& Customer Expec- Review, Spring 39-48. BHCHTL 55 B2, W AT
Zeitham],V.A., (1991) tations of Service. MEEAE 7’J§F/ FSTE o
Parasuraman,A., The Nature and Journal of the Acade g ZOT —,\EVFA‘ 7
Berry,L.L.& Determinants of my of Marketing [ﬁ]ﬁﬂiﬂﬁlff%ﬁ ' H‘Hai ‘f‘ﬁ
Zeithaml,V.A., Customer Expec- Science, Vol.21,

(1993) tations of Service. No.1,Winter, pp.1-12.
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Berry, L.L., Customer-The Concept Review, Spring, FEE:NEM I,El H1ZOT
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Xiao Yi, Bair Linda, Paradigm:Using Libraries, May, ZOT A T s e q&#ﬂ
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aiss, J. (1998)
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%ﬁyhg

Heung, C.S., Airport-restaurant Cornell Hotel and SIEBIEASH = 78 T [
Wong M.Y.& Service Quality in Restaurant Adminis- EFUHNE - | DINE—
Qu Hailin. Hong Kong. -tration Quarterly, SERV fil & ZOT #‘%
(2000) June, pp.86-96. _ﬁ’iF/mlﬂl Tﬁ}%&f«]‘ °
B SETE [ HHE o 2 ] PN AR i 7| DINESERV = ZOT
(2000@ BB AL ﬁ*ﬁf‘“ﬁﬂ nr,lmfri;:' gﬁfﬁn P B

=Rl i e - ﬂm?¢£3%§@w§
Wirtz Jochen, The impact of expected  International Journal P HHUERR B EHT ZOT
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Cook, C., Zone of Tolerance Libraries and the Academy, Z LibQUAL + ™o
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(2003) A LibQUAL + ™ Study.
g=ik A A fﬁ’ﬂ~ (ke ﬁﬁ*]*ﬂfﬁgﬁﬁ?ﬁ FEC LR B I £
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Liljgande = Strandvik #% 1993 pu ﬁl H[I?J Fho ffi ] ZOT =kt Al
T 0 i S T SR gpti@gmﬁu@ T L B
F oSG F G R A ZOT @ BVER G T [
T @%EEH%WE B ALY e £ ﬁffif“ [ REE S e #ﬁrdmﬁﬂH
R B R B S BT T R TR R
(PZB,1994 ; fiyI-{7 > 2001 ) » | & & W [T R D pO R 55 -« ¥ (SF0 (%
[T e R R PR SRS R > s
FRR o TR e R FORY Y g4 0 fEOATRO B PR
BT G B R KW R T U S R YE > S R R S T VR
A dE T W E R AR VI T ZOT (e R
SN RIS BRI TP g 2R }Iﬁ’ EE ST A
A Ay RS g0 U AR EROR B Py R o AT AT RS S
B R D P s Y R R (R 0 PR T A A R A T
B HEST A SN E. AN S SR SRS NI U - ST T
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eXf] f¥f : Parasuraman, Berry, 1997

ER e R IR o R AR TR RS S SIS I S I R
6—8 V] - I} Ak f = ZOT EIE TSR o F AU
Baopy ﬁggjr » H T 13E1Eﬂ gFHJ (T Fﬁ! E[su R AR LR

r.;fA [#E»szl Ei@ﬁ 3 ) [ ;,L:IS“_F [I:[I_EJ 7[%[}[ ) IEI Z0T F[ I:[ ]EU: PE'“E
G f{éfﬁ EXCIEERR VRV o3 - Fu SRE T B %m A ¥E S PSR
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R
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o~ BFTVEGEE (Descriptive statistics)

Aot e 96 R ORI LB TR R B ORI S 1 R 0 A
T RIS T (7 A S BT TR PR RS Y (R B - 1992) ¢
T PERR] S SR s R T TR m%?— BN B A TR o) P T
K = ?g&ﬂ%}‘ 1 ZOT %ISM/#% o
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“IIR 5 I M R T B R AR

3&

2« ANOVA 7@ El g5 #7722 tukey % E1 2 g L

AR FHETR B N R R A RS %JH' [l it e 78R 1 o
R AR R PR R B SRS BFE R T AR R ( Variance) § -
FLPNBY T PN R o Ay AR B N W SR R VAR R Tk L AR B B
Proo F PR }H 1] H P ST A BT AT (One Way ANOVA ) = tukey
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TR P | D | i PR HHE
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%47 FEREES VA ST R ER

= %‘ﬁfﬁl*&? P A tfl (PR | B

BB 78 (df) | (&%)
L g Y g 4.94 4.70 4915 319 0.000%*
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3. %@Eﬂ [lgfﬂ‘w 20 5.03 481 -3.923 319 0.000*
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= 678 (df) | (E5)

L %5 - pi e 4.70 4.94 -4.915 319 0.000*
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