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ABSTRACT

Internal operating pressure caused by students' suspension, dismissal and transfer of
school would be the periodical issue for private universities in every semester. How to
improve services has become the highlighted topic for university management. Therefore, the
purpose of this study is to explore the relationship between the importance degree of service
quality and the satisfaction degree. For the advanced research objectives on a private
university, the questionnaire is designed with the focus on the practical service of student
affairs for the undergraduates and graduate students. The total number of 1,207 questionnaires
and 1,147 valid samples were collected by 9,301 people, and the advantages and
disadvantages of the school students' service quality were found by the importance analysis
model (IPA: Importance Performance Analysis). To revise the student service strategy and
management as a basis for improving the quality of future services. The results show that
there is a significant difference between the quality of students’ service quality and the actual
cognition, that is, the gap in the model should be improved. For the operative field of students
affairs, the relevant managers should :(1) feedback questionnaire on mentors ;(2) service
attitude to be improved; (3) notice of service matters can not be effectively delivered; (4) job
agency system is not operative effectively, causing the weak performance for students affairs.
Aaccording to the results, this study provide the suggestions for the student affairs
management of a private university and for the improvement of student service quality.

Keywords: IPA model, service quality
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