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Explore the Relationships of Service Quality,
Customer Satisfaction and Behavioral Intention
of Heart Valley Education Park

Ching-Fang Lee” Tsung-An, Tsai

Abstract

This study takes the customers of Heart Valley Education Park as the questionnaire
survey object. Based on literature research such as Parasuraman, Zeithaml, and Berry
(1988) SERVQUALmodel, and investigation of Heart Valley Educational Park, the research
questionnaire was developed. After the questionnaire was modified by experts and scholars,
the online questionnaire was distributed from mid-April to mid-June in 2022, and a total
of 315 questionnaires were collected. SPSS statistical software was used for descriptive
statistical analysis, and Smart PLS software was used for structural equation model analysis.
The results of the study found that: firstly, service quality directly and significantly affects
customer satisfaction. Secondly, service quality directly and significantly affects behavioral
intention. Thirdly, customer satisfaction directly and significantly affects behavioral intention.
Finally, according to the empirical research of this study, conclusions and suggestions are
proposed, hoping to provide reference for operators in education parks to improve service
quality, customer satisfaction, and to increase tourists' positive behavioral intentions such as

willingness to revisit, and enhance positive word-of-mouth to drive other tourists to visit.
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