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Abstract

Due to change of industrial structure and booming
developments of service industry, hotel industry
becomes one of main economic power. In addition to
main conditions for success, emphasis on service quali-
ty becomes a key factor to success of business (KSF)
obviously. The key indicator for evaluating service
quality depends on customers' satisfaction. How to
make customers satisfied by effective promotion in ser-
vice quality is a significant way to increase the ability
of business competition in industry. However, receiving
and giving of service quality coming from guests and
servers still exists differences between customers'
expectation and managers' perception. How to evaluate
the differences between customers' expectation and
managers' perception and identify a right way precisely
revise the evaluation of service quality and promote the

service quality are crucial points in this research. This

research uses Parasuraman, Zeithaml and Berry's
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SERVQUAL, a tool of customers' satisfaction, investiga-
tion as an index to evaluate service quality, and measure
the differences between actual perception of managers
and customers, and expectant perception of managers and
customers for improvement of service quality. Further
more, by gathering the related literature review and
international grading evaluation standard, then develop-
ing an appropriate evaluation model of service quality
within hotel industry for the hoteliers' reference that
can improve the service quality is the purpose of this
research. This research adopted the questionnaire as
research tool. Questions asked for managers and stay-
ing guests' perception at the hotels in Hsinchu city. A
survey was made of PZB evaluation of service quality

and the questionnaire were divided into five parts. The

result of the survey showed that the evaluation of the
service quality for luxury hotels between managers and
guests is statistically significant different. The differ-
ences of the service quality between managers and
guests' evaluations come from their different explana-
tion and control for customers' satisfaction. The result
of this research pointed out that the model of evaluation
of the service quality provides hoteliers to effectively
estimate the service quality of delivered service and
find out key points and directions for improving the
service quality. By doing this, hoteliers can promote the
service quality and increase their competitive ability for
successful in business.

Keywords: Service Quality, Service Consciousness,

Service Quality Evaluation Model
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