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Applying IPA Model in Evaluating Service Quality of College
CHIANG Cheng—che' CHOU Mei-Ili?

# (Business Management, Far East University, Tainan74448, China; Department of Leisure and

Sports Management, Tainan74448, China)

P AN N S

Abstract:The purpose of this study is to understand students” satisfaction and important service quality indicators

;h\ in colleges by concept of service quality. The validity questionnaires were administered to 465 samples. The data were
iR analyzed by using Descriptive Statistics and Importance—Performance Analysis.

if\ Research results show that the most satisfactory item preferred are "A library must be student—friendly, stacked
N with books most relevant to the subject being pursued by the students, and with utmost accessibility", and "The library
;: should have sufficient infrastructure facilities". The service indicators perceived as the least satisfaction are "To be giv—
2 en freedom to choose the elective subjects without any compulsion from any quarters", "The remedial measures have to
i& be initiated with such promptness as to instill confidence in the complainants", and "The quality of food and water sup-
6 plied by the caterers should be good and hygienic". In addition, "To be given freedom to choose the elective subjects
- without any compulsion from any quarters" is perceived as the most important service indicator. The service indicator "
; In dress and in demeanor, the faculty should appear professor-like" is perceived as the least important by students.
% Managerial implications of the research findings are discussed.

+ Key words: quality service; importance analysis; performance analysis
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