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Abstract

This study examines the effectiveness of implementing QualiCert service quality certification by
analyzing four years of visitor service quality survey data, focusing on visitors’ perceptions of service quality
at nine visitor centers in the Penghu region. A total of 3,793 valid questionnaires were collected. Statistical
analysis revealed the following key findings are as follows. (1) Over 70% of tourists are aware that there
are visitor centers in the Penghu area, and the utilization rates of the nine visitor centers range from 10% to
60%. (2) Among the dimensions of service quality, responsiveness and assurance received the highest
ratings across Penghu’s visitor centers. (3) Visitors’ perceptions of service quality varied to some extent
depending on demographic and socio-economic variables. (4) After the implementation of service quality
certification, a delayed effect was observed, with a comprehensive improvement in visitor center service
quality emerging only in the second year following implementation. (5) The service quality dimensions of
tangibility, reliability, and empathy demonstrated sustained improvement after the effectiveness of the
service certification took effect, with scores significantly higher each year compared to the previous year.
The study concludes that implementing QualiCert service quality certification brings positive benefits to
organizations, though it requires time for full effectiveness to manifest. It is recommended that institutions

planning to adopt such certifications should also design their support and audit timelines accordingly.
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