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Application of analytical hierarchy process to evaluate the

importance of service quality of Taipei Sport Centers

Abstract

The main purpose of this study was to reveal the importance assessment of
service quality of Taipei Sport Centers. The research work with the questionnaires,
analyzed the collected data from managers, employees, and customers of 5 Taipei
Sport Centers. Used the analytic hierarchy process to evaluate the relative importance
of individual alternatives by hierarchical structures and discussed the ranking
correlation between these groups. The results were followed:

1. The highest weight of dimension of service quality among managers, employees,
and customers was “Assurance”.

2. There were differences of relative importance and ranking on service quality
among managers, employees, and customers, and there were no ranking correlation of
importance ranking among them.

3. There were difference of relative importance and ranking on service quality
between managers and employees in the same sport center, and there were no ranking
correlation of importance ranking among them.

Based on the research results, the management teams of Taipei Sport Centers are
suggested to standardize the service quality for managers and employees, and in order
to reduce the gap between managers, employees, and customers, these organizations

should strengthen the training of employees and managers.

Keywords: Sport Center, Service Quality, Analytical Hierarchy Process,

Importance Assessment
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