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ABSTRACT

The research was based onSERVQUAL,theTheoryof Service Quality which was expound by Parasuraman, Zetihaml and Berry.

The main idea of the study was why the undergraduate students cared about expected service, perceived service, and service quality

gap when they had to rent suits off -campus. There were three parts included in the study, and they were Lessor & Service,

Installations & Maintenance, and Community Circumstance. For the undergraduate students, they had the divergent comments to

Expected Service and Perceived Service, and that’s why service quality gap occurred. According to the questionnaire, the factors

that made the undergraduate students to rent the same suit were: the lessor responsed the renter fast, the landlord provided good

services, the lessor repaired the facilities rapidly, the landlord solved housing problems correctly. The factors that made the

undergraduate students not to rent the same suit were: the lessor didn’t repair the facilities, the landlord didn’tsolve problems for

the suits, the lessor responsed the renter slowly, the lessor handled house disputes improperly,and the landlord couldn’t offer

enough furnitures or electric equipments. The first five reasons that the undergraduate students wanted to change their tenements

were below: 1.High Rent; 2.Narrow Living Space; 3. Housing Equipments Lacking; 4. Living Function Shortage; 5. Noisy

Surroundings.
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