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Abstract

This study attempts to establish a process and develop a model to estimate of customer
satisfaction for nonprofit organizations based on the same characters. The same characters can
be defined by using the same factors of evaluation. These factors of evaluation can be
adjusted by the estimating requirement in this model. Then, This modd utilizes the
expectation of customers to acquire the weights of factors of evaluation according to pair-wise
comparisons method. Afterward, the degrees of customer satisfaction for nonprofit
organizations within each factor of evaluation will be obtained from the perception of
customers. Then, the model aggregate the weights of factors of evaluation and the levels of
customer satisfaction for nonprofit organizations within each factors of evaluation to obtain
the integrated degrees of customer satisfaction of nonprofit organizations. By means of this
process of model, nonprofit organizations can confirm service quality and items to see if they
reach the customer satisfaction. Accordingly, these nonprofit organizations will help
themselves to appraise their competitiveness, draft operation strategies and raise service
qualities.
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