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A Confirmation for Service Quality Model and
Customer Satisfaction on Youth Volunteers’ Centers

Liu, Ming-Te

Department of Business Administration Chung Kuo Institute of Technology

Y IR

This research on the frames and factors of the service quality of young volunteers’
centers is done to establish a “Service Quality Model” by means of factor analysis.
Furthermore, the goodness of fit between the outcome of the questionnaire search regarding
customer satisfaction and the Service Quality Model is tested by structural equation modeling.
The relationship between the frames of the Service Quality Model and customer satisfaction
is also examined to confirm the internal relevancy of the Model. The results of this research
reveal that the above-mentioned test on goodness of fit is satisfactory and that the frames and
factors of the Service Quality Model is highly relevant to customer satisfaction. The five
frames of the Service Quality Model are responsiveness, encouragement, reliability,
competence and invisibility, all of which have obvious and positive impact on customer
satisfaction. That is, the volunteers are satisfied with the service quality of Young Volunteers’

Centers.

Keywords: Service Quality Model, Customer Satisfaction, Customer Satisfaction

Evaluation, Volunteers’ Centers.





