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The Measurement Service Quality for Resort Center
—An Example of President Health World Country Club

Lee, Meng-Tsung Pan, Ciao-Yu Chen, Ya-Zih Cheng, Jhe-Jia
National Kaohsiung Marine University

Abstract

An PZB model is applied in this study for the measurement of service quality for
President Health World Country Club in Kenting, which contains five measure
aspects such as tangibility, reliability, responsiveness, assurance and empathy. The result
of PZB model represents that total service quality and satisfaction are at the range of
acceptable and satisfied. The most unsatisfied aspects are tangibility and empathy, and
the most unsatisfied items are “speed of dishes” and “concern for customers in resort
center”. The most satisfied aspect is assurance, and the most satisfied item is “service
attitude”. Besides, positive correlation also appears between items of satisfaction,
revisiting willingness and loyalty, which indicates that revisiting willingness and
loyalty apparently rise with satisfaction. Therefore, some suggestions are provided
such as improvement of service sequence, re-training of service people and active

empathy toward customer, to construct a better environment for customers.

Keywords: service quality, resort center, PZB model
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