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Abstract

In recent years, new media technology has advanced rapidly. As the core carrier of the second class-
room in universities, all-media student clubs undertake the functions of campus publicity and cul-
tural education. However, their service quality evaluation still suffers from problems such as insuf-
ficient quantification and unclear positioning. Focusing on the operational practice of all-media
clubs at Beibu Gulf University, this study draws on the SERVQUAL service quality theory to construct
a multi-level evaluation index system, and applies the fuzzy comprehensive evaluation method to
systematically assess the service quality of these clubs. On this basis, it accurately identifies weak
links in their operation and establishes a closed-loop improvement mechanism of “problem diag-
nosis club optimization re-evaluation continuous upgrading.” This mechanism helps the all-media
clubs of Beibu Gulf.
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BEE S A E AR HERE, AL B E N RS IR I R, R R A LR A R TR
F BT R EE EEZER . RPN A RS R, AR B, SHES A K
JR A HEE .

W25 B PEANA[ 1] (Fuzzy Comprehensive Evaluation, FCE) & —FiJt T RO B #H 18, e PR i%
W E BN RS P TE, FrnlE T B A Z R ZER LA EE LR R) R 45t
PR . HAT, BOIZEESIPIE O Z M T2 AR e T2 e 58& N 7, MiEESE2)
Al AHP SERIZEE TN, MW KIEA KL 2RO R 25 DM RIEW), BEHEH. TEEX
BEER, BI=TRCE Y 79.71%, Jyim fE B & O R AR o R S5 (3]0 FH VA PP IR AT B th AL, BoR
B S GG, PTEETE SIAORTE R, BOE i VAR & P A Rt . EM S 5 AR VA5 J7 1,
HPELE (415 NFBGE SO ZEE A, T 2B RGN, BISSACE =00, SeThRlastt. Bk
FEE[SIA IR - BORIEAY,  PPANITT AR @R H K R ORFR AR, W i A =REds o
W 7254 5 5838, I CEHLT B “CHIRLT B . X EE SRR H A T SR BOR SE HEIE VR
fili, MSES 0. A, kbt PriESE4EEHE Tt R et

I, ARREAEAR RV . e BIEAT W S RS R T T, R PR AS[ 7]
fa, R ABE AR KEE G, A RREEY. WeMERRE, (HAEEHEANE. 1G5
JREAES . BRI R, XN AR AL ST R, 1 By A [ T I k0 85 B TBRZ . H AR
B SRR RSN L, ISR . m kit — B, AR . TAkIR Sk . B ARGEEA
&, CEONHI 2L Bl E R R R R N 2R . FEAL IR SS PR VPN R R f i 5 BRI T TR, EB[9]1EA
PRGSO R, HET CIPP BB T 5. N 2. BCRVU4EVEN R R, Nt RS rEAG et nr (&
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RF5 A, SR E DI STRE . mFHAE[ 1| EISRA G B, WEAEE . W5 B A m ) 54, 1
&7 2 A BN E R AL ISR R R, SRILE SRR, A RS E BRI T e S sk
2% ., LiTingting [12)%F T a0 iA R A RVE S PTEENE, NRIREFMEMIFMIRME 7 REX, B
BARE NS N RfabRGm G frRktl . BB N AT TN R RS 7 ER AL, JRIRI T
G771

gi b, AR ORISR AN E AME, WIEH TR RS P AR &, [F
IOAUE T 2R G VPN VB e A B S A S F . SR, BT RS AR A AR 55 o & AT 5 B o T IR L AR G
b, T E BT AT DLEORS R b A7 AL B AE R 1) R, 7 (S 5 H B ELE P ) SO R A A . R 4%
EVME RS E N S5 B S — M7, RAZIT N G K e At A Tt e B — €
HIBE A -

2. EHiFER
2.1. BHIBER %

RPETH S IRVPOY I R AT R 21 52805, AR S0k 2 IR 53 1T (Analytic Hierarchy Process, AHP),
GINEG GRS E BT, HAZ O AR R S ) R o B s N 7 RERJRIRE M. E
G2 G BB DR BE = VA T BB 22, TR 5] AR = I AT LA B Y (FAHP) . 1B AE55E (2]
FERETE G NS Z IR HTIE, SRR T 256 VPO B DL E LB PE R . 7 FAHP HRHA 0~1
P P B AGAT R AN i b 3 1 LU RO AN e 1, BRI & e 1 FTr

Table 1. Meanings of the 0~1 scale
F 1. 0~1 fIRERERE X

0~1 FrJE 3L
0 $obRu, 523 T u,
0.1 FEAR u, IS T u,
02 TEbR u, AN T u,
03 Tabs w, RS T u,
04 R, TR T u,
0.5 $ER u, 5 u (755
0.6 TEbS u, I T u,
0.7 b u, WAL T u,
0.8 B u, SRR T u;
0.9 FEAR u, I T u,
1 FEbR u, AR T u,

NET G0 2R R AR AR L [0 E A ER P ELEC R, AR SO AR AR e, 3L
FAE (W F
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FX 1 [13] BEA n MO IEAF uuy, -,
R=(ry) . WUBRAEHE R AHORIAIN A

Hep, SR WL €[01], r+r,=1Hr, =05,

N T Bk D AR ) IR R TR A N TE I BN BV TR S AR MEEER, AR ST HAROR A e
) — S LR

FESL 2 [13] BRI AR R = (7, )m I TCERI AL T AR AR

ro=r+1,—-05 (Vi j,ken) )

NBHERIITAR B R A — 5.

G b, ARSI B A DL ATE S 55 E AU L0 B R PR S5
BN, ST SCBRIA TR AR I BOBVINTIERE 3% AT A5 2 A ()T R O —BLPE R A, %
T, FEHORIL IR 54— B2 RO FLE, Herrera-Viedma %2 (ERE X, 2 MOFLIGHESL T,
HE—SB R T TR R — S MR T SR T

FEXL 3 [13] BORIAINARIE R =(r) IOt IR ARG 10

AL R P AT w0, 5w, 0 B 1, R0 B

e ) _12) A @)
AR QAT I, —ECPERR CF(R) FOTUE S #IT0 E HOF — SUPERR R 2R 6 R B CL(R) OB,
FHERE N HOZ AP IR, A SR EOBRAIC . R, 2 CL(R) = LI, RGP M 0 2 D PR A% 328 25 AT
S 1 WA B A 75 T PTG ST, B AT CT , 4 BAE CI(R) > CLI, A
T W R ) — B KAk B T RS2 B bR e, RIS B AR 45 R EAT RS

BEJG, 9t SARPRE RS IRCE, Xu A [14152H T a0 FAE A5

CI(R)=1

2 &
o ®
n =

2.2. BHIGEITMNE
BTN RA m MM, MBEEREU ={U,,U,,---,U,}, BIHEEXGn DMTRE, &
MREA 5 DNEAN VB
V:{vl,vz,v3,v4,v5} “)
o, BVRESLSHRERN: BT RIEF PE. A1 AEK. M LR BN SRS
et &, Al — 0 A VR S T AR S B X (] R HARERAE,  FARXTRIC R VE WL 2.

Table 2. Evaluation grades and their corresponding scores

2. WMEFRENMEMER

S 75 RAf 1% GLic A&t
axe| [90,100] [80,90) [70,80) [60.70) 60 43 LA R
HuE 95 85 75 65 30

HIE— ML TR 3R U, 197 R3O0 VAT SR R 1l S B R o
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BB, SRAIMBCFIE LA E R
B =woR, = (bm biiy>by3sbyss bz]S) ®)]

Hor, b”j=iwk-r,.kj (i=12,,m;j=123,4,5).
k=1

3. £EEHARSRESESTEN
3.1. FhrigtrERaE

NRBEITEANHEZRL A JRIRGERE, AT DRSS R VP BR uAE R, 456 M e Rt 41 H
WizER R, WEHBERE. R, THENERARH =N iatrk R, MERBIEESHZER. )
AREN TR EAERREEMTE. SMRRN S TR RGP 5 A TR B M o2 P
RV IRRS, RGBS N A QR bs, BARIIRIS S (W% 3), KRGt 7 # A E Tl
W2 o 1 2 T 17 A B B K A S A D A B ol 573 5 AN B2 AR ISR 3 0l ST T . I B e 1 AN L4
P ARG, R ENEO 450 N.

Table 3. Evaluation index system and its explanation

3. THNIERRR R R A XA

— R ARR T RARR fatr g X
R E RS I 42 B,,) ek [T 3 1) ) 6 AR
HH 2 5CFMIE(B,) H# 2 WA I Sl a0
S HS I RE R ( 4,) 455y L& BIE(B,) FES5 73 B S IR Tk o3 B
I Jei A s A 5 (B, ) I i 38 AR RO R
LAEHUHN A FEIIEE( B, 5) ARG FEHAT B~
BAERHBETI( B, ) B CRRER
FRBTAEKT(B,,) T MUY S 1 K
AR S T ER(4,) WHBARIZ EHRE( By, ) AT FEMSCTRIZE /)
HIBAME =R ( B,y ) HIBN A& A 55 v 1 P e
2 5L E(B,) T3], BHRRTHIEE
B RAT BT (By)) PRI 25 BT 1) R e 5 e
FENECESWE(B,,) WA EKT 5051
EALCR SRR 4,) AE it R B AR TBUE R B ( By, ) VB b B A 45 TR 5 5 g
VRS ER E LTS L ( By, ) WA R I S R
2B AE K —BU( Bys) HPENB RIS —TRE
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KA BEAATR R (B, )
R BAIRAESI(B,y)
KW EHEZ E5RIU B,,)
M HRE N SR FIA4 BERE( By )

5N H At AL T A AR B
SR BRI R FEE
B, WA SCRFITRE
SN SRR TR G DL

A HIER AR 44 5

PRIGPFAN SINFTFEE( 4, )

8 X A A i i By, )
HrlE SIANFT (B, )
RIEHLZ PPN By )
ARSI S VE( By, )
SEAR BB R R ( By )

R B 0 A P B AR G L PR R A
XHAERIRE IR T TAR AR

W MWNG'SS 43 S RAR Y

X AR IS A ) N

SEARNT HLZ) [ N7 6 TR P

B BRI P R Z RO IR A 1.

Hir =

RS A A P 555

A

]

s ——

WS | REmsprey RAMGH SRR BN SERRE UM SRR AR SR |

%
4
%

%

NI 2 # N
NS5 K1 D> 2 SR

P i a5 55 e X
DD EEHP WA
BT ENp A M

D 0 e 2 L i R S P

YAFBS  SEETRN
JNERE TREAT
SRR ARERR
H#EziER  RBIEEH
SEEKE SHEHEYS
SRELH  RAREHR
B & wEESm
—EER %
¥ =3

HRERRK SRRIER
ARSI ARRRIIR
BoMg 1t BRHIEX
AESIE HiRE S
ShFERIEES B % ¥FIA B
MSHEUK{E MR
B5RERE wtt EE
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Figure 1. Analytic hierarchy model of community service quality

1. # MRS BB BRI HRE

3.2. HERRFIBTERAGE SIETE

]2 AR 435 63, AR 96.67%. M2 5 A AR PPI 4K, 2 A0%—Zdatn
LR A HEBE N I AR bR IT AR AR IEI K P LS, MR S4B bn A AR X B B AR EE AT IO, BT A A2 2
ARBR AR AR R o 12 R DOSOR TLAN A TR R 2 B, RES A R 6 br P19 LE RO RS A7
TE MO BORIE 55 A 2 Pk o AR SIS OUASERYN T A 0 W R T 52— UM KT BB R CT = 0.9, B4 45 12 U

TR —BUEFEARE CI(R) 2 0.9 I, AERZFIWAEFE 1 IZH — B ACT 2 T BL%SZ s IR Z AN AT 232

56, A Excel xR 435 4 I B HHE AT S 5ETE, HIRAAEVRZETE. FEmE—
Bl O R ECR A 2 AR AS,  DAGRIIEJG SRR R I AT SE M S5 A Rtk fEILIER b, 0 %% 2
PR BRI AR, X R )2 A R AR AT T LR, IR 1 BTOE ) 0~1 AR X A Ia] 1Y
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R R IEATIRAE, AT R EAH R BORT R W B . A — 3R hR o], & FIRALEE G mT 45 2 L0 A
AR R R »

(1) BAEBEYARE: HIBRbRE ] BRIy © &8 2 g £ R —E o W SR & 1B 80 46
<Dﬁ%%ﬁ%ﬁ*ﬁ&ﬁ%ﬁ%@@ﬁm¢0%ﬁﬁﬂD%%%ﬁﬁ%%ﬁﬂ%ﬁﬁ%ﬁﬁﬁ@%ﬂ
. GIEBE IR ARG T

Q) ARHBRREKIE: M diEry, Su,, SIHERRETIERE “u, BT w,” “PEFRAEE
By T, SEIETUIE, FHRAE R 1 0~1 AR BRI A O BRI PE L. B0, WRA
“IBCTEE” B« 2 BRI B E R

X
v N
ﬁ¢,é”%ﬁ%k%ﬁﬁﬁ%ﬁ%ﬁWE%%$Eﬁﬁﬁ,Nﬁﬁﬁﬁ%ﬁo

(3) BRIAIMTIERERIME: X —ZHRFRAE PR P LRSS A% B T SCHEB145 21 1R FROASER 0 B4 o«
(05 055 07 065 0.65]
045 05 065 06 0.6
A= 03 035 0.5 0.55 0.55
035 04 045 05 05
1035 04 045 05 05

R 2T HAERE A4 () —SUHEARARE CI(A4)=0.9733>0.9 , RO B AN 4 J@5d T —3%
R
A, M RQUHHEH & — RIS E A -
w(4)=(0.244,0.244,0.180,0.176,0.176).

WRAE 3R — G R BRI A6 B R At T VE S EUR R G M AE, X A E SR ER T RO Ee
NELWERFR” “EABRSERRE” MBS RERD ARG SIATRE” I— 048
P NEIS g daq bR, A EE AT RS RIREE . PN EEMELEL 0~1 FREEME SRR AR & 55
BR, JETALIE 8 AR BRSNS AN PR R . B ZE Ran

TEAL A E B S I R B abr T, 15 BT G845 1 ELIE R ASDR B D ) T R B«

[0.5 0.6 0.5 0.7 08]
04 05 04 06 0.7
B,=/05 06 05 06 0.7]
03 04 04 05 06
102 03 03 04 0.5

BT RO RET T S LR FRIRIR T, 5 B4R R b R 38 AR AN WA -
(0.5 0.6 07 03 04]
04 05 06 02 03
B,=[03 04 05 02 03]
07 08 08 0.5 06
106 0.7 03 04 0.5]

FEEARKCR SR i TR bR 15 2L AR T AN A W -

(6)
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[05 03 0.7 0.6 0.8]
0.7 05 08 0.7 09
B,={03 02 05 04 06|
04 03 0.6 05 0.7
102 0.1 04 03 0.5]

FEAMBEE 5 BE ISR AR T 45 21 AORDR EL AN B R R -

05 0.6 07 04 03]
04 05 06 03 02
B,=|03 04 05 02 0.1
0.6 03 08 05 0.4
0.7 0.8 09 06 05

FEARLS PO SN AT REBEFE AR 43 2 BB T AN B K -

(0.5 08 0.6 07 0.8]
02 0.5 03 04 06
B;=|04 07 05 06 08|
03 06 04 05 07
02 04 02 03 05]

M2 3 TSR PR ) — B Fe AR (B T
CI(B,)=0.9733, CI(B,)=0.9244, CI (B,) = 0.980, CI (B,) =0.9511, CI ( B, ) = 0.980.
AR, P BRI AN A TR R L PR B AR R
B, R A QUFE B ZHRbR TR — R AR -
w(B,)=(0.248,0.208,0.232,0.176,0.136),

w Bz)

(

(
w(B)

(

)
0.210,0.160,0.140,0.280,0.210),
)
)

0.210,0.170,0.120,0.210,0.290),

=

(
(0.232,0.288,0.160,0.200,0.120),
B,)=(
(

w(B;)=(0.272,0.160,0.240,0.200,0.128).

ST EINIG R MET 4040, I A bh S TR R L AR Al — b T % — 2%
HObR T RIS RO AR, BRI TR
FEBIR SR (4) -

(4, | B,] [033 048 0.17 0.02 0.00]
4 | B,| (043 041 014 002 0.00
R=|4 |B,|=|041 045 0.10 0.02 0.02]
4 | B,| |043 041 0.14 002 0.00
4| Bs| [033 048 0.17 0.02 0.00]

RARE ST H T (4,)
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4
B
%
48

BEALRCR SR

AR S (4):

BN A

[y

'

%y

N

ST

()
=

5o

]

[

JP:’ JSU JPCJ .uw .uw
w S w ) —_—

e

[0.33
0.33
0.33
0.45

0.45

[0.29
0.28
0.25
0.25

10.28

[0.36
0.36
0.26
0.36

10.26

[0.41
0.41
0.41
0.30

10.30

0.45
0.45
0.45
0.36
0.36

0.47
0.49
0.48
0.48
0.49

0.45
0.45
0.40
0.45
0.40

0.36
0.36
0.36
0.46
0.46

0.17
0.17
0.17
0.14
0.14

0.15
0.20
0.23
0.23
0.20

0.14
0.14
0.24
0.14
0.24

0.19
0.19
0.19
0.21
0.21

0.05
0.05
0.05
0.05
0.05

0.08
0,01
0.04
0.04
0.01

0.05
0.05
0.05
0.05
0.05

0.02
0.02
0.02
0.02
0.02

0.00
0.00
0.00 |.
0.00
0.00

0.01]
0.02
0.00
0.00
0.02 |

0.00]
0.00
0.05 |.
0.00
0.05 |

0.02]
0.02
0.02
0.01
0.01

3.3. EMIEETEN

N T IR R G R A A R 55 B R VPG A R B I AR S AR AR I SERREE R
HERPEOT S5 R BB R s BRSO S BUSSRIET R, AW FAEBAL DT BESI AR 23 5 V0 T34
LAREXT 22 IR AZ A WA 5 2 B A7 it R I 2 2 1) . BRI R R

BB WS GARR RO PR 7 &
MR8 22 ()13 2 BB PR g B R
0.33
0.43
C, = w(B,)oR =(0.248,0.208,0.232,0.176,0.136) 0| 0.41
0.43
0.33

=(0.3870,0.4462,0.1422,0.0200,0.0046 ),

0.48
041
0.45
0.41
0.48

0.17
0.14
0.10
0.14
0.17

0.02
0.02
0.02
0.02
0.02
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0.33 045 0.17 0.05
0.33 045 0.17 0.05
C,=w(B,)°R, =(0.21,0.16,0.14,0.28,0.21)0| 0.33 0.45 0.17 0.05
045 036 0.14 0.05
045 036 0.14 0.05

S O O o O

=(0.3885,0.4061,0.1554,0.0500,0.0000),

029 047 0.15 0.08 0.01
028 049 0.2 0.01 0.02
G = w(B3 ) oR, = (0.232,0.288, 0. 16,0.2,0.12) 0/ 0.25 048 023 0.04 O
025 048 023 004 O
028 049 02 0 0.02

=(0.2715,0.4818,0.1992,0.0370,0.0105),

036 045 0.14 005 0
036 045 0.14 0.05 0
C,=w(B,)oR, =(021,0.17,0.12,0.21,0.29)0| 0.26 0.40 024 0.05 0.05
0.36 045 0.14 005 0
026 040 024 0.05 0.05

=(0.3187,0.4293,0.1813,0.0500,0.0207),

041 036 0.9 0.02 0.02
041 036 0.9 0.02 0.02
Cy = w(By)o Ry =(0.272,0.16,0.24,0.2,0.128)0| 0.41 0.36 0.19 0.02 0.02
03 046 021 0.02 001
03 046 021 0.02 0.02

= (0.3739,0.3928,0.1966,0.0200,0.0167).
XF ER VY ) S AT I — A A B4
C; =(0.3870,0.4462,0.1422,0.1020,0.0046).
C; =(0.3885,0.4061,0.1554,0.0500,0.000).
C; =(0.2715,0.4818,0.1992,0.0370,0.0105).
C} =(0.3187,0.4239,0.1813,0.0500,0.0207).
€l =(0.3739,0.3928,0.1966,0.0200,0.0167).

BB IMHE R PRI SR G VRN R )

A 2 (A T EIER & P [ B IF AT U7 — A5
0.3870 0.4462 0.1422 0.0200 0.0046
0.3885 0.4061 0.1554 0.0500 0.0000
C=w(4)oR=(0.244,0.244,0.180,0.176,0.176)o| 0.2715 0.4818 0.1992 0.0370 0.0105
03187 0.4293 0.1813 0.0500 0.0207
0.3739 0.2928 0.1966 0.0200 0.0167

=(0.3600,0.4218,0.1750,0.0361,0.0096).
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s

a8

PBR=: GBI
AR IRV R MAR R, BOSSER O R AR 0t SR — SRS SR G AR AR
PRS2y, DMETASFR AR Z A AR BB S AR L 5 HE T
LA L ] B S VAR AR 2R B 19 -
S, =0.3870x95+0.4462x 85+0.1422x 75 +0.0200x 65 +0.0046 x 30 = 86.795.
DAL AR RN E S AN Y ey E P
S, =0.3885x95+0.4061x85+0.1554x 75 +0.0500 x 65+ 0x 30 = 86.331.
BARRCR 5 1R b BRI 25 5150 -
8, =0.2715%95+0.4818x85+0.1992x 75 +0.0370 x 65 +0.0105x 30 = 84.4055.
AR5 BRI R AR B 22 5 15 50 -
S, =0.3187x95+0.4293x85+0.1813x 75+0.0500x 65+0.0207 x 30 = 84.2355.
FR A fiE 715 T R TR IR R 2R 5 15 0 -
S, =0.3739x95+0.3928 x85 +0.1966x 75+0.0200x 65+0.0167 x 30 = 85.4545.
AR ER B 5)
S =0.3600x95+0.4218 85 +0.1750x 75 +0.0361x 65 +0.0096 x 30 = 85.8052
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Figure 2. Fuzzy comprehensive scores of primary indicators
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