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ABSTRACT

Many crucial aspects of service management are multifaceted. However, the traditional
approach to measuring complex dimensions such as service quality is clearly inadequate. Es-
sentially, this study integrates the five dimensions of SERVQUAL and adopts a Fuzzy Synthetic
Evaluation Model to take it into the research design. The five dimensions of SERVQUAL
are tested for Taiwanese real estate agencies using the Fuzzy Synthetic Evaluation Model to
clarify the positioning of service quality in the real estate market and propose service strategy
implementation priorities of service strategies. This result enables managers to collate the ser-
vice strategy of the benchmarking agency and competitors in the Taiwanese real estate agency
market, and also permits real estate agency decision-makers to consider the weights of each of
the five dimensions while modifying the service strategy. Such an approach can also clarify the
fundamental strengths and weaknesses of service quality.
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