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Abstract

The Youth Volunteer Center of the National Youth Commission is the integrated institution
providing assistance to nonprofit organizations. It is also the base for developing volunteer service
strategies. Since it stands as the epitome and flagship of volunteer service groups, services offered
not only manifests the efficiency of the third sector, but serves as the index of performance of
non-profit organization. Degree of customer satisfaction acts as the optimal goa achievement
indicator of the youth volunteer center, therefore this paper intends to derive the customer

satisfaction and its critical success factors (CSF) of the youth volunteer center.

The paper uses the SERVQUAL assessment chart, a service quality conceptual model
proposed by PZB, as the theoretical basis and research framework of this paper. We conducted an
empirical questionnaire survey on the Youth Volunteer Center of the National Youth Commission
and hopefully to make the conclusions asfallow:

(A) Customer Satisfaction Factors of the Youth Volunteer Center
Empirical analysis results proved that the services provided by the center contained the five
service qualities (reliable, stimulating, capable, concrete, and responsive); including the
customer satisfaction ®rvice factors covered in the 25 questions. The empirical results
indicated that the services offered in Youth Volunteer Center were capable of providing
customer satisfaction.

(B) Effectsof Demographic Changes on Service Satisfaction
Empirical analysis results discovered that female university students accounted for majority of
the Youth Volunteer Center customers, and most of them were nonsectarian and single. The

participants were mostly first-time participants who have heard of the center through referrals
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from friends and families. However, recommendation inclination was more significant among
male, Taoist customers. Actual service perception is also more significant in university

students.
The findings indicated that the customer base possessing the foregoing background data

form the backbone customer source of the Youth Volunteer Center. They determined the
customer satisfaction rating of the Youth Volunteer Center. The findings also reflected that
the trend of volunteer work inclination among youths in the present campus, as well as the

importance of the youth volunteer center’ s contribution into the education of its customer base.

Customer Satisfaction Critical Success Factors (CSF) of the Youth Volunteer Center

The empirical analysis finds three core critical success factors (CSF) —reliable, stimulating,
and capable. The 12 questions that obtained these three core CSFs showed that the Y outh
Volunteer Center staff are the soul factor that make the customers satisfied with the center’ s
services. Their dedication concern, professionalism, and proper devotion combined with the
center-designed programs and scheduled activities and classes won the customers trust,
stimulated them, and optimized social service volunteerism. It is a clear indication that the
Youth Volunteer Center had fully redlized the modern marketing spirit of “customer
orientation” in its personnd training.

The derivation of the Youth Volunteer Center customer satisfaction CSF signified a strong

correlation between the agendas and goal achievement capacity of the center; hence the center

should make sure that it would be able to maintain its accomplishments and successfully execute its

key agenda strategies. The Youth Volunteer Center of the National Y outh Commission covers 18

counties and cities and centers all cater to the youth market. This means that the center plays a

vital role in youth education and acts as a bridge between the campus and society. The empirical

findings of this paper proves the service satisfaction CSF of the center, as manifested by its

customers. Data obtained could serve as a key reference for future youth customer market strategy

planning studies.

Key words: Non-profit Organizations, Customer Satisfaction, Critical Success Factors,

The Youth Volunteer Centers
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9 16 3.86 0.65
10| 03 3.85 0.70
11| 12 3.83 0.73
12| 09 3.80 0.72
12| 18 3.80 0.81
13| 05 3.76 0.70
13| 10 3.76 0.67
14| 02 3.75 0.80
14| 23 3.75 0.73
15| 04 3.71 0.79
15| 14 3.71 0.76
16| 24 3.70 0.83
17| 15 3.68 0.73
18| 13 3.67 0.75
19| 19 3.63 0.73
( =3.96)
(
. 92)
3.92 (
. 80)
( =2.39)



1 29 3.96 0.82
2 28 3.92 0.96
3 30 3.80 0.90
4 26 3.74 0.90
5 27 2.39 0.80
/
7
/
1 5 3.96| 0.82
2 .50 5 3.94| 0.51
3 5 3.92| 0.96
4 .00 5 3.86| 0.59
5 .75 5 3.86| 0.60
6 5 3.80| 0.90
7 .33 5 3.77| 0.57
8 5 3.74| 0.90
9 .29 5 3.73| 0.54
10 5 2.39| 0.80
N ) =331




(Reliability)

L.J. Cronbaach a 0 1 Cronbach

55 33 Cronbaah
Cronbaah 0.8776

1, 317
376 45 331
25.13% Cronbaah 0.9214
Cr o n bsaoc h De
Vel l 1 s(1991) Cronbaah 0. 80

Gay(1992)

4. 8Cronbaah

0.65 (0.8760)(0.8415)
(0.8233)(0.7784)(0.6653)
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Cronbaah

15 0.8760
14
13
12
16
10
19
23 0.8415
22
21
25
24
06 0.8233
09
07
08
11
01
18 0. 7784
17
20
02
05 0.6653
04
03




(Validity)

( ,2002)
PZB 1985
SERVQUAL ( CSF)
cCl T
( ANOVA)
( ) t
( ANOVA)
4.94.16



0.05
()
15 45
15 25 26 35 36 45 ( ANOVA)
4. 10
Tamhane
()
4 .11
Tamhane
/
()
4 .12
T a mmhea
()
4 .13

Tamhane

100
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.16

.15



Levene

t )

. 898. 028 .838 329 . 4(Q
. 809245 .1212 .41

939 328 .912 329 . 34
. 904269.459 . 34
3111.2583-.020 329 . 9§
-.019260.575 . 9§

. 144 . 7051. 0p54 329 . 29
1.040265.1936 . 29

.00Q0 .987 .158 329 . 81
. 19597271.1621 . 81

9109. 148 . 328 329 .14

. 3149252.1049 . 79

. 265 .6Q7-7.Q7 329 . 48
-.693259.0714 . 48

. 9990. 261.909 329 g
-1.863254.1662 . 04

. 284 .594-.19°9 329 . 84
-.196262.1808 . 84

. 6130004 *2.623 329 00
-2.5R4241.1694 01

( <05.)0
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.10

F
2 1. 4121 .24
328
3300
2 3.1/]18 4 g
328
330
2 2.9/95 . 09§
328
3300
2 090 .91
328
3300
2 8Q7 .44
328
3300
2 633 . 53
328
3300
2 3712 . 69
328
3300
2 4. 0|67 1 8
328
3300
2 138 . 817
328
3300
2 035 . 94
328
3300

(<0)05
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.11

04

32

33

53

32

33

18

. 34

32

33

65

32

33

32

33

67

32

33

95

32

33

74

32

33

15

32

33

99

32

33

(<0.

05)
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.12

. 5§

32

33

8 6

32

33

25

32

33

32

33

51

. 38

32 6

33

. 54

32

33

32

33

6 6

32

33

. 66

32

33

32

33

( <005)
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.13

52

32

33

32

33

69

32

33

19

32

33

98

32 4

33

32

33

32

32

33

. 5§

32

33

6 4

031

32

33

27

0 2 4

32

33

. 05)
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.14

. 64

. 58

32

33

32

33

28

32

33

. 5(

32

33

8 6

32

33

94

32

33

. 0§

.94

32

33

.4

32

33

. 66

32

33

. 94

.41

32

33

( <005)
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.15

F
5 . 483 .78
325
3300
5 . 809 . 54
325
3300
5 . 7Q6 . 61
325
3300
5 1. 0133 .39
325
3300
5 5712 A
32 9
3300
5 . 615 . 68
325
30
5 2.1126 . 04
25
30
5 1. 4100 . 23
325
30
5 597 .7 G
325
30
5 272 . 97
325
3300

( <005)
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.16

1 . 098 . 75
2019
30
1 161 .28
3209
30
1 . 399 . 54
3209
30
1 . 2137 .24
3209
30
1 . 4718 .49
39
30
1 . 493 . 48
329
30
1 . 010 . 97
329
30
1 . 531 .44
329
30
1 1116 . 07
329
30
1 . 004 . 995
209
30

w | w

( <05.)0
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CSF
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CSF




(CSF)

)
39. 6% 60. 4%
15 25 (90. 3 %) (64. 4%)
(26. 6 %) (88.5%)
(52. 9 %) (97. 3%)
(34.7%) (56. 8 %)
)
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12 ( 4.20)

25
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