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Abstract

In recent years, nonprofit organizations have mushroomed and flourished in
Taiwan to serve specific public needs, which arise from the multifaceted liberalization
of the society and increased public awareness. As they are able to provide timely service
to compensate the deficiency in the public and private sectors, the development of
nonprofit organizations gradually becomes a deciding force for Taiwan’s social reform
and stability, and a perfect proof of Taiwan’s democratic progress and civil autonomy.
Consequently, increasing attention is being drawn to nonprofit organizations regarding
the social power they have demonstrated, as well as their social contribution and
influence.

Among the many aspects of managing and running a nonprofit organization,
customer satisfaction and service quality have received overwhelming concern from
scholars and industries. Since a business entity without providing customer-oriented
service will lose its market share to its competitors with such advantage, it has become
an important issue whether nonprofit organizations should also adopt this
customer-oriented approach and emphasize service quality as much as profit-seeking
entities do.

To determine the dimensions and characteristics suitable for service quality
measurement for our target of interest — business associations, this study has reviewed
service-quality related literature pertaining to nonprofit organizations, and interviewed
professionals in this field. First, we sent out a questionnaire to each of the members of
the associations. In it, service quality is measured from five dimensions: tangibles,
reliability, responsiveness, assurance and empathy. Through interviews with
professionals, the dimension-characteristic relationship is then established. Next,
another questionnaire is sent to the professionals and the survey data is analyzed by the
analytic network process to measure the dependence relationship among the dimensions,
so that a proper weight to the characteristics can be calculated. Last, member-perceived
quality levels and the weights assessed by professionals are combined to calculate the
overall service quality performance. We hope our model can assist the business
associations in effective measurement of service quality. The underlying concepts can
also be applied to other nationwide business associations in their service quality
measurement.
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