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A Study on the Construction Service Quality for Nonprofit Organization

--Case of the Y outh Volunteers Centers

Summary

Recently Nonprofit Organization have increased with the rapid economic growth and social
change, so their management and operation have attracted scholars and experts attentions,
especially in customers satisfaction and Service Quality. Moreover, the twenty-first century has
become a service-driven society, it can be said that the age of stressing the value of service is
coming. Businesses should provide services based on customers needs, otherwise they would be
replaced by their competitors. Therefore, it is now an important issue that whether Nonprofit

Organization should be customer-oriented as the profit-seeking organizations are.

In this study, we adopted a Construction Service Quality model proposed by Parasiraman,
Zeithaml and Berry (PZB), and further discussed the Construction Service Quality for nonprofit
organization. Also, we found out the attributes of youth volunteers centers through study of
literature , survey, and data andysis, and then designed a questionnair for Youth Volunteers
Centers of National Youth Commission based on the said attributes in order to do the research.
Then we conducted a survey on participants by distributing them the *“Questionnaire on
Importance of Service Quality to Youth Volunteers Centers of National Youth Commissiori’ and
used SPSS to analyze and compare the result. From the recovered questionnairs, we got four
significant dimensions regarding to the percelved service quality after we ran a factor analysis.
These four dimensions are reliability, tangibility, competency and encouragement. Form the
anaysis, it was known that the rank of the four dimensions is arranged in the following order

reliability, competency, tangibility and encouragemern.

National Youth Commission set up Youth Volunteers Centers that bears two responsibilities.
They are how to educate and train young people’ s skills and cultivate their service spirits through
various activities. Meanwhile, the purpose of the Youth Volunteers Centers is to let the youth
volunteer become a bridge between service provider and users. Consequently, Youth Volunteers

Centers does not only play the role of service provider but also the role of the trainer and medium.
4



At last, we propose that Y outh Volunteers Centers should launch massive propaganda campaign to
send messages effectively, coordinate with different organizations, integrate all kinds of services,
direct its goas and contents toward more professional and comprehensive, plan training classes

and create learning opportunities for volunteer workers.

Keywords: Nonprofit Organization, Service Quality, Construction Service Quadlity, Youth
Volunteers Centers
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4-2 1
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T 4-2 2
4-2 2

" 136 |43015| 6362 | . |4
207 | 4.4300| .6103

09 136 [44101] 6153 | | g
207 | 4.3720| .6323

06 136 |44044| 6251 |
207 | 4.4155| .6004

12 136 |4.2500] .7278 | o 4,
207 | 4.4010| .6599
136 | 45074 | 5837

ol 207 |46425] 5285 | © ¢ °

o1 136 |43529| 6336 | , |,
207 | 43671 .6759

08 136 | 44338| 7765 | |,
207 | 4.4058| 7170

o7 136 |44412| 6297 | |,
207 | 4.4831| 5732

. 136 |4.2500| 6412 | . | .
207 | 4.3285| .6373
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136(4. 1. 74

04 207 | 4.3623| .7099 8

03 136 | 4.0588 | .6413 |4
207 | 4.0821 | .7360

05 136 | 4.3162 | .6633 3
207 | 4.3285| .6449

15 136 | 4.1471| .7653 8
207 | 4.1836| .6720

14 136 | 4.1691 | .7051 ) 5
207 | 4.2222| .7233

10 136 | 4.3162 | .7066 o
207 | 4.2415| .6533

02 136 | 41103 | .6518 ) 6
207 | 4.1353| .6162

17 136 | 4.2941 | .7005 4
207 | 4.3816 | .6567

18 136 | 4.2868 | .6767 9
207 | 4.3816 | .6857 '

20 136 | 4.4412| .6178 9
207 | 4.4638| .6133

16 136 | 4.1765| .6311 0
207 | 4.2367 | .6514

19 136 | 4.1765| .7085 5
207 | 4.2029| .7019

25 136 | 4.5074 | .6085 6
207 | 4.5749| .6558

4 136 | 3.8162 | .9522 9
207 | 3.8696 | .9070

23 136 | 4.0882 | .8117 5
207 | 4.1401 | .6860

2 136 | 4.3824 | .6331 7
207 | 4.4444| 6197
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4-2 3

4-2 3 T

15-25 310 | 44129 | .5889

11 26-35 2 | 41200 | 8813 |. O C
36-45 8 3870 | 640
15-25 310 | 4.4097 | .6205

09 26-35 25 42800 |.67/82|. 0C
36-45 8 40000 | 5345
15-25 310 | 4.4258 | .5906

06 26-35 25 | 42400 |.8307|. 0 ¢
36-45 8 4.3750 | .5175
15-25 310 | 4.3742 | .6600

13 26-35 25 | 41600 |.9434|. 04
36-45 8 3.6250 | .5175
15-25 310 | 4.6032 | .5403

01 26-35 25 45200 |.7141|. @1
36-45 8 4.2500 | .4629
15-25 310 | 4.3774 | .6457

21 26-35 25 | 42400 | .7789 | . 7 .
36-45 8 4.1250 | .8345
15-25 310 | 4.4323 | .7287

08 26-35 25 | 42400 | .8794 | . 4 |
36-45 8 4.3750 | .7440
15-25 310 | 4.4742 | 5837

07 26-35 25 | 44400 | .7118 | . 2 |
36-45 8 4.2500 | .7071
15-25 310 | 4.3194 | .6319

12 26-35 25 | 41200 | .7257|. O ¢
36-45 8 4.0000 | .5345
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15-25 310 | 4.3000 | .7176

04 26-35 25 | 41600 | .8505| . 4!
36-45 8 4.0000 | .7559
15-25 310 | 4.0742 | .6951

03 26-35 25 | 40800 |.8124| . 2.
36-45 8 4.0000 | .5345
15-25 310 | 4.3387 | .6422

05 26-35 25 | 42800 |.67/82| . 7.
36-45 8 3.8750 | .8345
15-25 310 | 4.1871 | .6948

15 26-35 25 | 39600 |.8888| . 5|
36-45 8 4.1250 | .6409
15-25 310 | 4.2226 | .7188

14 26-35 25 | 4.0800 | .7024 1
36-45 8 3.7500 | .4629
15-25 310 | 4.2839 | .6512

10 26-35 25 | 41600 | .9434|. O ¢
36-45 8 4.1250 | .6409
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02 26-35 25 | 40000 |.7071| . 2.
36-45 8 3.8750 | .3536
15-25 310 | 4.3484 | .6788

17 26-35 25 | 43200 | .6904 | 4 9
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15-25 310 | 4.3516 | .6747

18 26-35 25 | 43600 |.8103|. 01
36-45 8 4.0000 | .5345
15-25 310 | 4.4774 | .5949

20 26-35 25 | 42000 |.8165| . 5
36-45 8 4.3750 | .5175
15-25 310 | 4.2290 | .6302

16 26-35 25 | 40400 | .8406| . O~
36-45 8 4.1250 | .3536
15-25 310 | 4.2032 | .7064

19 26-35 25 | 40000 | .6455| . O
36-45 8 4.3750 | .7440

o5 15-25 310 | 45742 | .6068
26-35 25 | 42800 |.8907|. @4
36-45 8 4.3750 | .7440
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15-25 310 | 3.8677 | .9375
24 26-35 25 3.6000 | .7638 0'f8
36-45 8 3.8750 | .8345
15-25 310 | 4.1258 | .7506
23 26-35 25 4.1200 | .6658 0z|0
36-45 8 3.8750 | .3536
15-25 310 | 4.4419 | .6139
22 26-35 25 4.1600 | .6880 6!l 6
36-45 8 4.3750 | .7440
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T 4-24
4-24
4 4.0000 | .8165
90 | 4.3778 | .6461
1 22 | 42727 | 7025 | .508
222 | 44054 | .5998
5 4.0000 | .7071
4 3.7500 | .5000
09 90 | 43778 | .6633
22 | 42727 | 7025 | .325
222 | 4.4189 | .6018
5 4.4000 | 5477
4 45000 | .5774
90 | 4.4444 | 5631
06 22 | 45000 | .6726 | .713
222 | 43919 | .6198
5 4.2000 | .8367
4 3.2500 | .5000
13 90 | 4.2444 | 7391
22 | 42273 | .7516 | .215
222 | 44144 | .6517
5 4.2000 | .4472
4 45000 | .5774
o1 90 | 45222 | 5452
22 | 44545 | 6710 | .025
222 | 46351 | .5358
5 4.4000 | .8944
4 3.5000 | .5774
90 | 4.4333 | .6369
21 22 | 44545 | 5958 | .000
222 | 4.3468 | .6737
5 4.0000 | .0000
4 4.2500 | .9574
08 90 | 4.4444 | .7049
22 | 42273 | 1.0660 | .092
222 | 44279 | .7130
5 4.4000 | .8944




4-24

4 4.0000 | .8165
07 90 | 4.3889 | .6125
22 | 45909 | .5903 | .898
222 | 44910 | .5844
5 4.6000 | .5477
4 3.7500 | .9574
90 | 4.2667 | .6837
12 22 | 42727 | 6311 | .429
222 | 43378 | .6079
5 3.6000 | .5477
4 4.0000 | .8165
04 90 | 41111 | .7995
22 | 43182 | .8387 | .490
222 | 4.3559 | .6757
5 4.2000 | .8367
4 3.7500 | .5000
90 | 3.9889 | .7716
03 22 | 41364 | 7743 | .498
222 | 41036 | .6612
5 4.2000 | .8367
4 3.5000 | 1.0000
90 | 41778 | .7279
05 22 | 43636 | 5811 | .355
222 | 4.3874 | .6042
5 4.6000 | .5477
4 4.2500 | .5000
15 90 | 4.1000 | .7651
22 | 4.0909 | .8112 | .040
222 | 4.2072 | .6875
5 4.0000 | .0000
4 3.5000 | .5774
90 | 41111 | .7412
14 22 | 42273 | .7516 | .930
222 | 42432 | .7019
5 4.4000 | 5477
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4 | 42500 | 5000
o 90 | 42111 | 7266
22 | 40009 | 8112 | 247
222 | 43018 | 6409
5 | 4.8000 | 4472
4 | 4.0000 | 8165
0 90 | 41333 | 6569
22 | 41364 | 6396 | .779
222 | 41216 | 6155
5 | 4.2000 | 8367
4 | 42500 | 5000
90 | 41556 | 7777
17 22 | 45455 | 5958 | .137
222 | 44144 | 6234
5 | 4.0000 | 7071
4 | 3.7500 | 5000
5 90 | 43333 | 7344
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222 | 43514 | 6679
5 | 42000 | 8367
4| 42500 | 5000
" 90 | 45111 | .6403
22 | 44505 | 7385 | 453
222 | 44324 | 5959
5 | 4.6000 | 5477
4| 4.0000 | .0000
90 | 4.1556 | 6519
16 22 | 42273 | 7516 | .049
222 | 42477 | 6359
5 | 3.8000 | 4472
4 | 4.0000 | 8165
i 90 | 41333 | 7673
22 | 43636 | 5811 | .546
222 | 42027 | 6856
5 | 4.2000 | 8367
4 | 42500 | 9574
90 | 46111 | 5939
ee 22 | 45000 | 7400 | .502
222 | 45360 | 6424
5 | 4.4000 | 5477




4-24

4 | 3.5000 | 1.0000
/ 90 | 3.8778 | 1.0687
24 22 | 3.8182 | .9069 | .016
222 | 3.8423 | .8705
5 | 4.0000 | .7071
4 | 35000 | 5774
- / 90 | 4.1444 | .7870
22 | 42727 | 5505 | .630
222 | 4.1081 | .7350
5 | 4.0000 | .7071
4 | 4.0000 | .8165
/ 90 | 4.4111 | .6341
22 22 | 45455 | .6710 | .000
222 | 4.4279 | 6178
5 | 4.0000 | .0000
a=0. 05 P-Vdue «
P-Vdwe 0. 05
4-2 4
2 a a = 05
2
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