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The Empirical Research on PZB Service Quality Gap in Modern
Distance Education Public Service System

CAO Wei & DING Xuehua

( Jiangyin Polytechnic College, Jiangyin Jiangsu 214433, China)

Abstract . In order to promote the healthy and continuous development of the Education Center of Modern Distance
Educational Public Service System , and to increase users’ learning experience and convenience (e. g. , easy to watch ,
feel, explain, follow and copy) , the key question of modern distance education is. how to create a service quality
standard rubric for the Education Center of Public Service System.

Based on the following reports, “ The Principle Suggestions on the Construction and Management of Modern Dis-
tance Education Center by the Minisiry of Education 2002” , “The Practical Suggestions on the Consiruction and
Management of Modern Distance Education Public Service System by the Open University of China 2005” , and “ Some
Suggestions on Carrying out the Promotion Project of Socialized Public Service System and Strengthening the Construc-
tion of Sample Education Center by the Open University of China 2010” , this article constructed a set of guidelines
through Delphi technique and Specialist Enquiry Methods, and tested the proportion of the guidelines and the evalua-
tion standards through qualitative and quantitative methods. As a result, a Service Quality Guideline System of the
Education Center of Public Service System was established.

Additionally ,this article designed an evaluation rubric based on the PZB Service Quality Disparity Model and
SERVQUAL Chart of Evaluation proposed by a U. S. specialist, Parasuramn. From a learner’s angle of view, this
article also studies the five influential factors (visibilities, reliabilities, influences, guarantees and solicitudes) and
their fifiy evaluation items , which are related to the Education Center of Public Service System. The authors researched
on the Service Quality Disparity Model using the Open Distance Education Center of Wuxi Broadcasting and Television
University Jiangyin Branch as an example.

By checking the mid—term teaching materials, the authors investigated influential factors of the service quality
standard system. The authors also found the Service Quality Disparities and their causes. The results provide solutions
to improve the Service Quality of the Education Center. One of applications of this study is to tmprove students” learn-
ing experience and form a series of dynamic controlling models to continuously improve the Service Quality. Another
application ts to monitor and evaluate the Service Quality of the Education Center of Modern Distance Educational
Public Service System.

During the subsequent research, the author tried to apply the principle of total quality management and ideas
Jfrom IS0 9000 :2000 to the managing process of Modern Distance Education Service System. The PDCA Management
Cycle, proposed by U. S. statistician Dr. Daimin, was also used to match the PZB Service Quality Disparity Model
and SERVQUAL Chart of Evaluation. In this way, a series of dynamic controlling models were developed to monitor
and evaluate the Service Quality of the Education Center of Modern Distance Educational Public Service System and
provide the best modern distance education service to the learners with high quality and normalized service.

Key words . learning center; service quality gap PZB; SERVQUAL scale ; empirical study
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