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The construction of service quality model in Taiwan professional baseball
Chung Chih Chiang  National Yunlin University of Science and Technology
[ Abstract]

The purpose of this research aimed to establish an appropriate instrument of service
quality in professional baseball. The research was trying to adapt to the domestic professional
baseball environment and established the service qualities by collecting both qualitative and
quantitative data. There were deep interviews of experts and live professional baseball
spectators were employed in this research, and applies Kano's model to classify the quality, so
that the degree of service quality can be obtained. And then we apply quality attribute ranking
to prioritize the weights of those factors and analyze it with the QFD. We base on the QFD and
see through the relation matrix to discover the important service quality technology of
professional baseball. The result shows the most important service qualities are : excellent
facilities of field ~ professional technician ~ professional attendant ~ professional baseball
information and the management of hygiene.

Key word: professional baseball , service quality ~ Kano’s model ~ QFD



INTRODUCTION

Lots of literature has found that enterprises can increase customer satisfaction, repurchase
intentions and earn profits by improving service quality. This research is trying to identify
what pro-baseball spectators need and the service expectations by applying Quality Function
Deployment (QFD). Collecting Voice of Customer will help the performance of product design

in Chinese Professional Baseball League.

METHOD

Two steps have been identified in this research design. The first step of this research is to
select 36 professional baseball spectators to conduct semi-structure interview. 600 professional
baseball spectators will help the research by identifying their perceiving service qualities and
types by Services Quality of Professional Baseball Questionnaire.

The second step is the collaboration of Kano's Two-Dimensional Quality Model and QFD
method. Using Kano's Two-dimensional Quality Model and the result of QFD method will
evaluate the importance and sequence of spectators’ requirements. The research has also
provided the matrix relationship between Kano's Two-dimensional Quality and quality

improvement modes to confirm the importance of service attributes.

RESULT

Services quality of professional baseball questionnaire were formed by consulting from
36 professional baseball spectators with 30 items. 600 professional baseball spectators wouild
research by identifying their perceiving service qualities and types by Services Quality of
Professional Baseball questionnaire. The results shows that the service items of professional
baseball had three attributes: one-dimensional quality element(3 items), must-be quality
element(11 items) and attractive quality element(1 items) by Kano Model.

We base on the QFD and see through the relation matrix to discover the important service
quality technology of professional baseball. The result shows the most important service
qualities are : excellent facilities of baseball field - professional technician ~ professional

attendant ~ professional baseball information and the management of hygiene.
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