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Abstract

From a customer perception perspective, this study employs the SERVPERF model to evaluate the
service quality of a four-star hotel in Zhangye City. The assessment covers five dimensions: tangibility,
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reliability, assurance, responsiveness, and empathy. The findings indicate that the hotel’s overall ser-
vice quality is excellent, with all dimensions scoring above 4.00; reliability and responsiveness score
particularly high, while assurance and tangibility scores are relatively lower. These shortcomings are
primarily reflected in employee professional competence, service standards, and online experience.
To address these issues, the hotel should leverage Zhangye’s unique tourism characteristics by en-
hancing staff training, optimizing service processes, providing more personalized services, improving
food and beverage offerings as well as online services, and establishing a closed-loop feedback mech-
anism to continuously enhance customer perceived value and market competitiveness.
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Table 1. Demographic characteristics of the samples
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