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Abstract

This paper discussed the customer satisfaction connotation analysis and
measurement. At First, the method of this study explored the theories of customer
satisfaction through the literature review. In addition, it explained the customer
satisfaction concept. It also inducted P.Z.B. service quality model and coordinated
the SERVQUAL questionnaire for measurement, including five aspects as reliability,
responsiveness, assurance, empathy and tangibles. Then, it established questionnaire
for parents satisfaction on the swimming teaching plan in Hsinchu city.

To sum up, this paper offered some suggestions to provide the government and
school for improving and drawing up the policy.

Keywords: customer satisfaction, parents satisfaction, swimming teaching plan.
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