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Abstract

Based on Parasuraman’s discussion on the dimen of seryice quality and the concept of toler-
ance zone proposed by PZB, this paper comnistructs the system of the upper and lower limit of
the tolerance area of the old-age pension ers to analyze the service quality tolerance area
and its influencing factors. The results show ti he tolerance zone of the overall perception of
service quality is generally narrg ustomer’s attitude and past experience may affect the
customer’s ideal service leve iate service level. The environmental factors may
affect the appropriate servicele the customer, and the service enhancement factor may affect

pugh the evaluation of the results, policy recommenda-

the customer the ideal .
n managers and government departments to deal with the

tions are provided
pension problem
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1. 518

i FEANCPEE N, RECSDAANDZ
WA AL 2 o TR AN W IR B9 N 022008 e R 32 i S M A 7 22 IR 55 5 oK, AR B I SR BE 7 22 D RE BN TE AN 7
91k, EMEHRERT, BUFHE T — RIIBERSIER /1 E X FRERS I, HEF Nttt 2k
g BRI K ey, Hir, EFRZMS I RER
EAT KK EM B, 14 4 R , B 2015 fFE, 4 60 % MLl EF4E AT 22,200
114,386 TN, A AN 10.5%; 4% K5 ER5HL
Horr: SR RIRERS I 2.8 JiA, HXFRERFS A
A BRIRBIRNL 672.7 T35k, L EEHK 16.4% (BT HEFEAN
[ 11.4%), A AhX B A H [ BRR AL 298.1 Jigk. HLMFRE R A K
NERRPE K2 NBEIN U FRE 0 3, 200 SR P R ER R LR 7% 32 iR 55 11

TEHAEZ P VO B N IR SS,  #B @bk A mT A2 1]

Parasuraman, Zeithaml and Berry (LA T f&i#% PZB) (1991) & B %+ MR 555 Wi Fh A R Z R IHE: 56
— PR HE AR I 55 (desired service), B2 i 58 159 21 1 IR 557K ~F 5 58 2 1& 24 1) /IR 55 (adequate service),
BV 2 w] LA 52 K IR 25 /K F- . PZB HUBIF FL 48 R i (IR (E) 1 — A 5y B o — AN X 8(ZOT), Hp “3
AR &Y X R A B KT BB N IR 45 T RE A A2 TS R bR 4R, TR N ] DX U A R R
X[2]o DAMERFFERB, s i s FEAE AR 32 B R S5 u & s2 i), IR 55 o o 2 oot s S0 B2 55 0t 2 56 R 55 SR kT 1)

()
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ZESE, TR B XA (1 PRI R 2 ZE T T A — AN Do B S XI5 ik DR Ak i A DR 28 ) il 55t
BYEH. Kb, ZRAEPUEH RN IR Z IR AT, FRENVIAA RBURR T 75 2 e 0B 1 i
AN B, RV X e 55 o B (3 B XA BT 7

22. RBXETREFWERE

PZB (1985)¥4Mii% ZOT M b R 435l s X oA AR R 55 7K~ (desired service level) Fli& X4 il 55 7K1
(adequate service level), A, FFR P52 K 2= AFE N N TR EA AR INGEYD; T PR 1052 m R 2R A0 35 8 21
IR SR RS i B IR E R DL B2 RS S5 . RIS TR, & MRS B

B, ZOT F RN MR TR A (a5
3. Rt

RS I 1] 2 2 2 X WL 2 R 46
B, BTG AT B A TR S5 10 7 21X 5 e A T 55 PR | % T T R 3 R G e A

AR S5 VT B, TR 25k - DN ok TP X (Zone of Tolerance, fiifix ZOT), i
TR 5 E B2 4R AL T 2 2K R I
R WA < AT, RS

#, H— BN N T T TE, T ZHU IR S /K AR THR LA P (B R i 4% . R
575 281X Wk A A 7 1]
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Figure 1. Tolerance zone conceptual model
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Table 1. Questionnaire design description
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Table 2. Descriptive statistics for the importance of service and tolerance zone width
%= 2. RERSHEEEMERXTEEFARMSITOE.

G B A X TR HEEE bR
1 102 2.53 0.502 5.47 0.502
2 102 2.52 0.502 5.48 0.502
3 102 1.18 0.383 7 0
4 102 117 0.375
5 102 114 0.346
6 102 2.53 0.502
7 102 2.53 0.502
8 102 2.53 0.502
9 102 2.54 0.501
10 102
11 102 5.47 0.502
12 102 7 0
13 102 7 0
14 102 5.47 0.502
15 102 5.47 0.502
16 102 7 0
17 102 6.99 0.099
18 102 6.99 0.099
19 1 5.47 0.502
20 02 2.53 0.502 5.47 0.502
21 1 1.08 0.27 6.99 0.099
22 102 1.14 0.346 5.47 0.502
2.53 0.502 7 0
Q 2 2.53 0.502 5.47 0.502
102 2.53 0.502 7 0
26 102 2.46 0.817 5.47 0.502
27 102 111 0.312 5.47 0.502
28 102 2.53 0.502 5.47 0.502
29 102 2.53 0.502 5.47 0.502
30 102 2.53 0.502 5.47 0.502
31 102 2.53 0.502 5.47 0.502
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Table 3. Descriptive statistics for the importance of service and tolerance zone width
%= 3. RERSWEEMMERXTEFARESITH0)E

BRI T EE HEMEH
Pearson A 1 1 -0.716™
A RX T ME PO 0.000
N 31 31
Pearson A 14 -0.716™ 1
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Table 4. Appropriate service level regression analysis

= 4. BEBHRSKFRIASH

Ap 2 PRifE 22 T-4iit & P1E
X1 —0.439786 0.056618 —1.767652 0.0000
X2 0.395327 0.067862 5.825484 0.0000
X3 0.086016 0.049060 1.753265 0.0891

C 6.262415 0.436123 14.35927 0.0000

Table 5. Ideal service level regression analysis
F< 5. BIERRSZKFEEFS R

ES E ¢ FrE 22 (i1
X1 —0.826087 0.144201 0.0000
X4 1.782609 0.137490 0.0000
X5 —0.608696 0.162681 0.0007
C 3.173913 1.1029 0.0071
Table 6. Hypothesis test results
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