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Abstract

From the viewpoint of marketing, schools open sports facilities to the public is the same as the service industry. It
is a significant index and challenge in successful management if the service quality satisfies customers. In this articles, base
on a standardized service quality performance matrix which proposed by Hung et al., the satisfaction index(/x) and expectation
index (Iy) were used to build a service quality performance matrix with 16 quality zone. The managers can use service quality
performance matrix to improve service quality. The satisfaction index and expectation index of the service items must be located
in the service quality performance matrix By . Thus, the managers can measure the quality performance value r and draw up

a tactic to improve service quality.
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Lambert & Sharma, 1990).

7 Lambert and Sharma (1990)  Lambert and Stock
(1999) %8 TRKBT T A G 42 B LLEAGT £ 4 B vk
(Performance Evaluation Matrix) {E5 fhEE3EE F mIHHK
WE% (E 1) - W SREHEERT T RE &)
BREANGHET R E EHRENRR  WE b FoEw
Wit BT 2 BESEIE o HL e G il AL A o 2 S B T
AT HAL Performance) » HEHIHIR B & A ERLE o FE R
BUL > 3~ 5 IREERERRBIBEERZHIKE > T
SSMVERRTAG A o ZE LAY R 1,1) 2 [3,3) R B MM 2 HL
AE - HRERG L AEED 5 E[7,7)F s R E IR ER
FELRER AR (3,3) 22 [5,5] I il /s I T B A AR o B
PR IR THSER IR G > BRI B T « A
MEEHRFEE R REN R ERERCER  FER
REMERFREHEERENEREZ L (WEERRER
JE) > MR R i s B T S R T B AR Y B ARK
%

Hung (2008) % A#R4% Lambert and Stock (1999) 42
IR ST R B (Performance Evaluation Matrix) » LA
1ERT > Sl — B i s i B AR - i 2 B BA 0.
0, 1/3, 2/3, 1L.0)F 4 AREMREES BARE - TENE



EEERTE—

Journal of Physical Education & Recreation (Hong Kong) Vol.10 No.1

—

L EWEESEMEKE - MEGRENSRAER - TR
R EAE S A EF K o HEMIHEA0.0, 0.01E[1/
3, 1/3] ZREBMARRRBEANE LRAER  EENE
TIN[2/3, 2/3] E[1.0, 1.0] ZREREMREFIZRRNE
BREER > HEAEEEEATE(1/3, 1/315[2/3, 23| ZRER
Fil g B A A S g

10 i=1 i=2 i=3
’ Definitely Improve Im]irove Maintain
j =3 > I . ;3
- |
szl ¢
2/3 -+
) Improve Improve Maintain
o J=2 |
£ 05
I . et e——= — _ T = 9
£ Bl
E e o o I e
= 13— '
~ Improve Improve Maintain
j =1 | B s
|
0.0 173 0.5 2/3 1.0
Satisfaction

Bl—. Service Quality Performance Zone

(#%H Hung et al. 2003 s p. 87)

Hung (2003) ¢ A\BTEEAE 2 MR i B R Y O 1 6
B B3 B S (Quality Performance Zone) » &XFE AR E &
FOKIE o MPARFSE By (1 j =1, 2, 3)KERE O AHERE
WS > BunEEREREREE - Ba R EHEIINE
g%ﬁﬁi o By %i%ﬁ%ﬁggﬁgﬁﬁg °

%EE%&] By o Bssﬁgljﬁﬁz:ﬁiﬁ,g ? E@g%
MR TR IR R > SRR IR o K e e e
By~ By By FRE K H IR E RS AEE > It
BRAER T B KE o BB By ~ Bu I B RREEY
B EIRIRBRAWE. » MR LESE — B A IR
TEKYE o & i B SR 00 0035 SR B ) s O AR
o Mk 1PR -

Costomer ~ Quality Quality Acton  Within
satisfation z0ne performance obgctive
level zone zone
=3 By By, By,  Saisfied Meinin v/
2 B, ,B,,,B,;, Modm  Impoe

Izl B, ,B,,B;;  Disiified Impove

F— -+ Service Quality Performances and the Corresponding
Copany’ s action (#iH Hung et al. 2003, p.
87)

BRoETi

ASUR L ACBLRR T IR BB S s RS 1
RREESSERE W ERENEESERE R L ¥
PWRE (EHE ) @y e U mEmErXmsk » &%
IR 5 SFBRE 7 FRR  HEFUTHERREGHL &
B BRI (EHE) - AFRERMERER A
T B R R E R - IR X RN R »
DIRER R Y (CREGE > MERS 8K ¥X = 1%
EEARE > X = ofUFAWE - X = SRELE > X =4
EWE > X = 5 REFFWE  LLAEREE Y REER
B R > M VBOR BB - S R A B
BEEEIHIWT :

My =1
R

WEEHRE I

I

ERERE [, = My —1
R

Hep Ux BFI9WEE > Uy RTHERE > RA k%
BRMZE R = k1) -HEHIFEEF R = 4 - HIEH
MEERMOFE 1 & Ux =1 B> RERTIANEES A
FEAWE - MRS ELTAT  WHEEL =0 - &
Ux = 31 REFAENEZENHTHREERLE > DEEN
THREEREASZ AT > WERE L =1/2 <% Ux=5
> KRB TPHANEENRERRE  HREENREEL
TRASZEH HHEEL=1-

AWFFARYE Hung (2003) %5 AFTRAIEES L 49 IRES G0 E
BRGERAMS  WRAAUEROIWEERE () REH
JERAR (L) DIWEERIE I A X EEREL A Y
R 16 BARNIRE GERNCER - WEEEE [« HE
RERELNAR0H T ZH > HEU [0, 1/4, 1/2,
3/4, 1 ] F5MREMBEENRFEARE  AHE W
BERFEREEPENEKE  FENERERSRFEEAE
B ARG BERLERENRE 4+ BHEFK - HEWE
B (Ix, E [0, 0] F [1/4, 1/4] ZREERRKE
AAEAREAREAER & Ik, I) /4, 1/4] &
(172, 1/9] ZREBRAMZRAREEAER - & (Ix, I)
TE[1/2, 17212 [3/4, 3/4] ZREBEMANFEREEHLER -
F(lx , Iy TE[3/4, 3/4)2[1 , 1 | ZREBHMRAER
FEMBHEFEL -

NG 3 B o MRS R ARAOE ERY 16 A M E AR B
(Quality Performance Zone) @ &LRAR K HEFHROKIE » if
DIFFSE By (1§ =1, 2, 3, 4PRFERIE 16 MM EEMES -
TREROZ 1618 B i E RS B - IRBF R
TEEAZER > R GEERAERERANE - Flk




?

qlf::3

K

RERt5—H

Journal of Physical Education & Recreation (Hong Kong) Vol.10 No.1

R B UCER B B o IR BRI IEATEA By
FABEHZNEEROWE RSN ERE > FI Ba 74
BB BRIR > nTHREE T RUMREERA - HAMEL = 4
I MBS By (Bu ~ B~ Bus e Bu) R BN R E IR BIR
BERERERR - Bh [RREEER] -&i= 1K &
EE%BIJ’ (Bu * B> Bn&BM)EREEE%EB’(%ELEB’J%WE
R S TEREEER) R % - 40 EE
$i B4 (B ~ B> By & B R B & E IR EE N E SR
o BE TRERAEER] &)= 15 REESE B (Bu
By » Bal&Bu)%%%@@%fﬂ&?%?iﬁE‘JE%‘-T@EE{%K%?EE
A [AERER] -7 Ei=jBu> Bn Bs X
Bu)Z SVEIEH » R BRI IR A 4 B S TRAR
o MR TEEMEER] -

i=1 i=2 i= i=4
1
Bk | HrHR wit ety =4
%
i Pk i i/ i=
k3
i => SR K
R, %
;4 o Hefs wis/ | wEYE i=
=> w&kyR (=
|
YA
MedF spA§/ afrE | e §
AT F == =1
1/’ 3
2 oon
& E K

BB = - S B AR A

RO MR S EUKE | BER R IR KRB E
AR BERAZRT - SWEENWEREREREBE R
BEz®R > WREEEHETMEEREN TEZ— - Bt
EELRRANEE DRER R E | B AMERLN
RIHERENSETR > M EAERAE—E B K2 £ R
EEERA - REEEBNEAZ— - BREROBST &
BEFEMIRHS M CE R [ B RESR | R [EERER
#) R/l = J (Bll * By Bsa&&«r)%@%i ’ 7_‘5/?\1? =
- <0 WERMEHESNINEEERERE
3 r>0 o HRLRIRE & E AR R AR - AR
PRI SRR 3 R R E T RRR
Wl R Hr = 28 -3 REFn i MEE R ZIR AR
REEREERE > BIA [EERE] NREZER - &
r= -1 FFRREAE N ZRE R RES R RN
TESI Ly [0 ] IR - % r = 0 RERR (BB IR E
HRMBERG HERL » B ERE K IR (4
Fel AORRBSELIE o MHRAY > & v = 1 RN E BRI
ZEWBERRREE » RERRTFES IR (4] K

IRBSE IR o (BERRAEZ RIS [EEAR] HREZ
> DIRREERA o 8 v = 2303 BEoR A E R
TR B R AR - s i BRI T 51 2 [
TR WRBEE > DR EEERA s ing -

Bl

BRI Bl 2 DA > DAL Bhas B ER e i A
By FACEE 0] > DA 7 2R T ARE B SO 68 R R
KRB ERINE BB > S8 200 B - HPAR
P& 173 » RIEHTR BRI R IRA TR B Y ARt at 1
RS TE UxB Uy > TIEEIRE IR T EME
TEIREL 512 - ROBEMBERNMEZH R (ERE
TR L, > SHERET RN ME R By KM EANIE
T o (o B RIB A TR B W L (AR IR
Iy EREEENGTEEE (NE4) o b E R LS
B & IR BB R > BB S B M
SJUREE v (IR 1) RAEME r (B E s AL e A
WEIET - RRBREEET S - HNEEEETFAER
0.51 » RFFAHEAEEKEEDZE PLMEE A LE
A BOER L E « BRI THER0.68  RITEMMAE
B RER R R B » R EEB SO s
BN o 7[R MR L RS AR A SR ol o 4
T

=1 = =3 =4
1024 7 ’
34 . A S
ERNEN - B =
[EY 1819
i s 15
. 20,
L V7 - .
B ]n =
1/4
j=
0 1/4 172 3/4 1
BERE

B, A M 3



w5 2235+ 5 — Journal of Physical Education & Recreation (Hong Kong) Vol.10 No.1

— HBESERE RIS - EE SR R i - IR EEARBEEE
£ 7 18 RS SOE HARAR IRIRI BV A Bos B3R > R

EAERE r = -1 > BIA (s MEIE - ik % & H L I B,~,~ r
5 B 3
= WABREBEHEHET S - SO E R A T 5
TRIRTSEIR - SUSHE A B A By B B B30 - Wi LR | W2 | OO | By | o
ERBEERERE r = -2 BIA [EERE] HE 2. EEFEE 045 | o | B, -1
IE e %% H %ﬁﬁ[%\&ﬂﬁ%%lﬁ 3 ﬁ%&#?ﬁ%gj\ By, IE 3, SREHERERER 057 068 B33 0
HmEERERERE r = -1 > BHE [HE] HE
e ABHERD
4 TYENBREEERE| 06l | o1 | B, 0
= Gl BEEREHEER S > ESHITER AR R 5. TS 078 | 088 | By 0
B E?ﬁgjﬁﬁ gﬁf@g J E?;E%;Egg%ﬁg 6. ZpHENEA 00 | o5 | By | 2
r= -2 EANGE | 1B \ ° E¥=!
i § - o SR . . B
BRBE  SGEEEA By B B R R E 7. BEPRGERE | 09 | O 1 Fh | ]
B = 1 RIS [HE] EE 8. FHEBMREL 055 071 B33 0
9. WBEE 033 | 0B | By 2
M. BRSO T S HUkR %H&i‘%%il HEx 3
TRIETEA By B3 WEEHBERESRE r = 2> JE e e B
R L R R e o B w
SRS By BN RSN ERE r = 1 L gt | 0% | 0B | By | 2
Gk [8E] WEE - 12. 885 FIER A 046 | 042 | By 0
13 EEEREE 03% | 08 | B, 1
i EFEMREEETNS > VEEREREIKEER W B 2%
TR EIE - HEMASERREA By B > %fi)ﬁfﬁ e
14, e 02 | o | B 0
ERTRE - = -1 WA (308 ] M - —— .
15. BVl 063 | 0571 | By, 0
A RSB RET S > WOwBIE I K 16 fk B 045 | o2 | By | 2
BASIBIEA By S0 WREWIBEN R r = 1T RE 00 | 0 | By | o
TSI F (s MEE - AENGHERWERE EEERE
RS R R IE . HABMIE BT By
18 3 M{E R A 1E 6 | o2 | B 0
ERERERE r = -1 SR (8] WER - 5 wsmerren | o | oo | B | o
HhE NIRRT B IE > AR EEA By B ' — ' - =
BEMERERE r = 1 > BABBERTIE 4 niEgrEE | 08 | o | By | 4
] HEH - AKE (ERDERE| 042 | 08 | By, 1
NRZHERHETR 06 | 016 | By, 1
+. ,H@%g):;: A B;; . ‘B44 %%Eﬁgﬁ%‘ﬂﬁﬂﬁi%%lﬁ r I
= 0> HNEEREGEME > B 4] %% - S —— 08 | 0% | B, "
24 FkHIKIR 04 | ost | B,, 2
BENBEERSE | 037 | 0w | By, 1
26 ZNBEEERRE 02 | oo | By 1
2. ENBIELES 083 | 061 | By, 1
283kt kE 02 | 0% | By 0

FHEE 051 063




Journal of Physical Education & Recreation (Hong Kong) Vol.10 No.1

ll’-l%ﬁ

Pe

LTSI & > S EEESUER AR » st ek
% KB ERAEIRENNE - ArHhEE R E K
BRI EPE o ASURE Hung %5 B AL RIS
BENCEERMS > ERAREERE () REHERE
(Iy) - BEUWBEIEE [ AXMBEEREREL HYH -
SRR 6 I MRRs i AR I - R EME S AN ER
ST B R B A AF 5 s B S TR - BB R
R A 2 L 8 A I AL PR B R B AR
i o BV A] A A RS AR SR o (> M4 RS
ELR B SR o ASSCLA B S B4 F T 2 B A B R R )
BARCEE R » Kl b B AR AL A R B A IR i B
SR > BB RS A Y B SRR BRI, AR TS
DR B S AR > WA R E RSt il 77
A FORRHS B > % AR th SE AR A 2B e o s

S 30

i

1993) o HKEBRKFEEEHELER - HEHE
Bt 6 58 48

ERU

(
HET

BIBE (1997) - EREHZMMANEMELER G
BEZEF 1+ "G F—8 48

FEPE (1997) o BRI )RRt B bl i RE B R PR AR o
BIRBEEN & F—H 49H -

BIMA (1997) o [ 7R 5B T2 B i bk 1th 4 ) % e B
WEOGE - HREEZER > F+-5E> 58> 11
/E: o

BEE (2001) - FEXEBEHOEMMIL - £ EH
FoAITISE 15 -

LB (1997) o ZAE SRR B P RE B E 5K - B
EREZEH FE_+~E> 5> 1820H-

BIZEFE (1996) -BUIABKREREEFTHEBERR
WA  AMERE - (AAEE) > =108
87-94 H o

Cronin, J., Joseph, Jr., & Taylor, 5. A., (1992). Measuring
Service Quality: A Reexamination and Extension Journal
of Marketing, 56, 55-68.

Kotler, P. (1991). Marketing Management: Analysis, Planning,
Implementation and Control.(7th ed.). New Jersey:
Prentice-Hall.

Kyj, L. S., & Kyj, M. J., (1994). Customer Service: Differentiation
in International Markets. International Journal of Physical
Distribution & Logistics Management, 24(4), 41.

Lambert, D. M., & Sharma, A., (1990). A Customer-Based
Competitive Analysis for Logistics Decisions. International
Journal of Physical Distribution and Logistics Management,
20 (1), 23.

Lambert, D. M., & Stock, J. R., (1999). Strategic Logistics
Management. IRWIN.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985).
A Conceptual Model of Service Quality and Its Implications
for Future Research.. Journal of Marketing, 49, 41-
50.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L., (1991).
Understanding customer expectation of service. Sloan

Management Review, 39-48.

Y. H. Hung, Huang, M.L., & Chen, K. S. (2003).Service
quality evaluation by service quality performance matrix.
Total Quality Management,14 (1),79-89.

A

"

I HE - AEE SRR EREEE

Hiftk © Office of Physical Education

35, Lane 215, Section 1, Chung-Shan Road,
Taiping City, Taichung County, 411 Taiwan, R.O.C
E-mail * hongjh@chinyi.ncit.edu.tw



