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Tunghai University

ABSTRACT

To maintain and improve the quality of service, the Health Evaluation Center
generally takes customer satisfaction as a reference pointer for regular review and
continuous improvement of service quality. Generally speaking, customer
satisfaction is a kind of linear thinking logic for quality elements. When the quality
elements are sufficient, customers are satisfied, otherwise, they are not satisfied. In this study,
there is an aspiration towards discovering customer's need for health evaluation
quality and to narrow the gap between customer expectation and actual experience.
It aims at providing with professional experience and operating a loyal customer

group.

In this study, the SERVQUAL measurement method is applied for the health
evaluation service quality. There are five aspects and twenty-two factors. The
results show that aspects of reliability and responsiveness are mostly concerned.
Kano two-dimensional model is implemented to classify service quality attributes.
The results show that there are eighteen service quality attributes, five items are
Attractive Quality Elements, two items are One-dimensional Quality Elements, five
items are Must-be Quality Elements, four items are Indifferent Quality Elements,
and two items are the Reverse Quality Elements. Furthermore, service quality
factors of Tangible and Reliability are the key service quality attributes which can
effectively improve customer satisfaction and will affect the performance of overall
satisfaction. Assurance and Empathy have the highest priority to be improved and
the customers expect the Health Evaluation Center to provide with customized

professional services.

Keywords : Medical Service Quality, Health Evaluation Service Quality, Measurement

of Medical Service Quality, Kano Two-Dimensional Model
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B & R R AR 0T R R fNE ) T OB PRAR S TG 0 Gap £ BB
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JRAEE HIRIr & T end) F o Bl m i % X L T PR

T2 R EHE TR F ARV RS TR L B ehL & TR
LX B E IR Y > L DN TR A R A R R
BREE AT T PRFE o

HUZ RS TEREEFERBEZFNLE > T AR TIRIERY
’,’i"ﬁ" TIPS T RS R 1R ERETIRIEA 2 F L 0 AL TR
Fee PR AR o

row LR ER R PRI E @%ﬂ%i AR WIRAREF @
REdBi > gz idm oy llokGFazarhfasdgzd

BT I RE ATV Y TIRIAE RS B X PRI A 4 A R
REEH Y GPRFEL PE 2 Gk 0 FEARE v R o AR L Y
M PR IR > BIAE R RS HORE € 5 RF gm0 F 2 -3
4

B BIRAS AT T TSR A R LR
Bosvdi s F % 230 2% 456 o Parasuraman et
aLO%&ELPH#&ﬂ%,Zﬁﬁﬁﬁﬁ’taébﬁ ﬁ;ﬂ;&‘z%g\ﬁ
BREEAR KRBT TEL 2 E42d T BHEG 2 2 BRFES
W ri®iqfe i SERVQUAL £ %’ﬂiﬁﬁﬁﬁmiﬁﬁgﬁw
e 7 PF REARL RS I > L B B E Y (customer expectations)fr
RE E 3347 (customer perceptlons)r*v 2 i e o X &E;‘Iﬁ; L PRFE & eh g
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BLE A REHE BT EEF w0 IR A RS - B2
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1. 3 )4 (Tangibles) : 457 RK 6 ~ K& ~ B 2 JRIE L ik 4 o

2. ¥ F it (Reliability) : 45 it & FEiE & PRARG pehiy 4 > R BT B AEH
o {7 97K EE PRI o

3. F Jitt(Responsiveness):4p FRA: 4 f dv 1Lkt B5RR L fRAR AL R G TR
FEREE T Koo

4. It (Assurance) t g PRAF A BB B U TIRIR TR AR A a4 0 2 A

25 Ak R PRI T R RE R R o

5. BRI (Empathy) @ dpR3: % R s BIRZ €ARAEE BY i eng X E &
Foster (2001)4x 1 SERVQUAL T AL E T IR IRE

1. ZFERIEF & A o

2. T * A 5 A PRI o

3. FRA/ADT LA YA RO EIE RIS §F B DH o

4, BHEAHEP LG 2B RFPFLEI VR AEEFPEZNEZL o
5. A {TEALEEL > 2 TAARFL AT E I -

d Bp HAp R = [F”%%ET'F SERVQUAL & # 7 R} “tE ik 2 9 i+ 1 &
FRTE2FEEIRBETEERY & * g pl1 L > 7 iE E AR F R A S R R
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JRI:&-F Dfrg o il d T g 2 Fes Al g PR F%¥ 2. Parasuraman,
Zeithaml & Berry 77 SERVQUAL 5% Bl € # JRIZ & F o P? T PRAS 5818
PZB JRA: 5 TR 2 AR M AT F 0 4o B P 2 (2004):8 * PZB IRi% 5 TN
A REEEF R HpIRE 1 %p 2 PR P2 %Fnﬁ&iz@-n«%",ﬁ T ARR
2 PZB H:Sig * o R R INRGSFH R E2 T B L RO B
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R AEER B e FRRI A g o Fpt $ 75 1 SERVQUAL £
%ﬁﬁ&ﬁ’%”?ﬁ%‘ﬁ*fﬁﬁﬁw?mﬁﬁ’ﬁﬁﬁ%Amﬁﬁ
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Parasuraman et al. (1991)#% ! i2 37357 SERVQUAL & % 5 §= 4 » ¥ %3 F&
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EXS g *mﬁﬁw?ﬂﬁ’ﬁﬁlf% (Y T S S R T
%ﬁAﬁﬁ@*mﬁw?ﬂ?m37%éwr—)£@ IR & B gy
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al. (1988)3 2 JRis & F e TR A A# > 2 2 H U F T 2 F
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JLMBwﬁW?#rm}a%ﬁjbﬁ%;ﬁ@ﬁ%ﬁmf\?ﬁ‘mi
REAREIFFHZ I RFERY R E L IHFRIRBDYZLBLA
\Ei’&gi%;f%WﬁWF

\\\?{r

"# PZB PRi% g J 3t 2 ¢t > Brook & Lohr (1987)7% & # & ¥ FRA% &=
Frgemdlm fF iR FEis o BRFh el FhERS S
= jﬂz £EFTRE R 1 i R 2R fEIRIESF <02 o Donabedian (1988)3%
& F % & B A4 SHE(Structure) ~ 18 42(Process) ~ i % (Outcome) =  *TH =
ZAFREHE G 0 XU B MR G R S AT o ARG A Bl g PR BER G -
HE A TR — R B — RS % | & = e 2 F R IR T

Bk EP 4T

o if(Structure) g ® A FER FRIATLE A E L LFRIRESF S
FenF R BE ¢ RA MRS FRRE  FRER - AR
FRIs A R ek FTRERTIRE > T FREE AR F
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3. %% % (Outcome) * Tdpips 4 Bdex FRIRIEZL (60 #rA L chlghau F pr !
FROIRIEF e > & 7 A 38X FR R DRER IR~ BT ALA
3‘}?3']%‘355—‘2;7?3?.33 ’ z':"7-'})3\’5 1_.‘:/]?‘3" = ILEH’LF&LFI%TL’T
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Hd © S AR B KR FORIRIES T o F 2 84 2 (2001) 77
* Donabedian (1988)#74% I} chig 4 ~ BAZ ~ $ % = BIRIFFFHG » B
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¥ % pz(Noriaki Kano) % * (1984)31 ¥ Frederick Herzberg (1959)#1#
<k R — ¥ iE 72 25 (motivation-hygiene theory) = 1 1% it & e F]+ 2%
AR = Fl3F Em(two-factor theory of job attitudes) » H 3 & Rt f 1 01
TRILR CEBITRAARELZFAFE - 5 ,,%r@ﬂ _'ﬂ—%(motlvators) £
R F) % (satisfies) > ~ A5 MF]F > FFF L AR I gRIIBR % ﬂ%
PSR ERIIFREL A l't‘m%\ﬁ%},;; o = & Wi %] % (hygiene
factors) » # 3% ¥]4% (maintained factors) » * £ 5 H F]+ » § FF v & >
PERBH/BAAE CFFEF L FREE A EBIL 0 AoFR s 1 IER
> % o A idp R (Herzberg) B £l ch= F]+ G- A BB P 4 > & B KA
FENETR Z0- B RA TR F L F7 - aﬁé&f«;‘%i’
PP+ 2 RGN B o Iy R R andp B X 2R iy
FCPREY ARG A BARE T Fond FA R & afp F B2 R B
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"Kano = & FHA] ) #F & F A4 2T < BEAFH M 0 2002) 5 3
o

1. ﬁbﬁ*‘ & B & % (Attractive Quality Element, A) © & % “ & pF > Bf £ ¢ R I/
MR RE R LR EE S ERXET ERIIFIIBE  ARIFY B
A BE L AR Ep irmg%:}t 0

3. - & & % (One-dimensional Quality Element, O) : * f 5 - =~ & &%
FPEF R EREF O HEERIIAL > B3 RER T §R T
ZI A

4. & £ 3% % F & % (Indifferent Quality Element, I) : 7 3 & % o & & F > 487

sl

galfl&@ﬁ&;‘/%isi‘% P T = éll:';l\»"PF' ‘/}glm/\’%df °

5 K @%?‘r & % (Reverse Quality Element, Ry: & 28-a5FEFr»h
B R FAAF R ERBERIIZBE 2 R BEEARINA
2
BRSNS SR R T N AT R IS 11 L A

FOoORAREEREL A RLERIBL -
SRS R - BRRLE LR VG AR RE 0 BETE

mA T pE S R AR AR RS AR 0 A S BT
- BEFOg2  RIETRFLAFACEEERL  FFFAT
AFRE o FI R R METHEGNL L@ RS
Fo#3 BNl ErFRESTASTLE ZA8 AR N4
AR Dy 2L Keg o

=
IR
[
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N
B
Cﬂ
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G P 5 (1984) 3ui AR R E R4 T AL BT R AT 4
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LR RHPERIARTELZRP o S L E- K AMESTLEF
(Matzler & Hinterhuber, 1998)i2 * Kano fic;' ## M1 62 [ - AR 7 &
FAMA Aok 21 TR 0 FF AR BE TIORGOS F
o RIHI R EM - AR TR BRI S M>0>A>I(CQM, 1993) » &
PF R ) r}éﬁl‘ R N mfg—"ﬁ IR ”"FIJ’ rr'%gr #ﬂﬁl— ﬁ’-p:\.&‘:Iq{
BET YL ERE, AT ubiﬁétm/éﬁ‘f"‘;/ﬁ LRICRCTREE T RLE L S
0 TR R RIS Y > BN R L 2R -

Matzler & Hinterhuber E Z % & a8t 5 2 ;840 ¢
H 4 BT 2 % L 7 Bee(A+0)/(A+O+M+)
B CREE 7 kR RBE=(0EM)/(A+O+MAD*(-1)

A4 &F 0 - F M g5 12843 5F)

WAREE R LR licRdRiT 1 & FRZ%‘W’F’*-@ BRBIHERLR
GRHAXARIT 0 A FHBEBLA TG wACh P B R VL PR R Bk
ATl PIR TS TR R ER T DA BT R §AR o BT

0O Pl4pF -

"Kano = & FH A1 kB K8 g FRIRBF R S4)
RTE R L F ARy Eﬁx B(2004) > BRAE Y2 3 % 42(2006) 0 Kuo (2004) »
Matzler, Bailom, Hinterhuber, Renzl, & Pichler (2004) > Yu, Wu, Chiao, & Tai
(2005) > Ping Zhang (2001)% 7= 7 - Ji& % *¢ ¥ R PR & T2ty B
R 22 R4 =(2001)7 Kano = & #5453 Bl Rk s Ay
e EFH  ERE 2 A REZ BRHE BRFANREFEL R AL
A2 %%Pﬁﬂw’ﬁlﬁ % 7 #77 ¢ o Hu, Cheng, Chiu, & Hong (2011)% & = &
WA 2 LR L AR EGE P FRIRBSTRL AL FAL
B oo Rl B P2 JRIR & A2 B4R PRTE & B o Lee, Chang, & Chao (2007)
# % Kano = A K& FIRIBSTE F 2 A8y FRIRESTERE
MLAZMEN > BETHERRB A RERDLFIREL > 7 573 ERFIx
NI
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ﬁp%li’mﬁﬁgfﬁﬂﬁé@,Féﬁﬁiﬁﬁﬁﬁ’iimfg
EARRIFREEE e &L TR AL o

31 % #FiE

AF7 3 F* Parasuraman, Zeithaml & Berry (1988) PZB PR 7% 5 F 5% -
#44 & ¢0 SERVQUAL JR7% 5 % #7% > j% » 12 SERVQUAL JRi% 5 £ % 2.
T A fr22 Bles Fl g SRR S A#HD a‘%*’?)%:PRz%w%f’& R
AR TR R IRIASE o JU I R PR E A (1984)3% 11 Kano = &%
st AR B ERRASIEDBE T RN BER e
BT RAamirs 52 AN RRBETAS TR 24 hL
£ o 4% Matzler & Hinterhuber (1998)#% 1 " Ag % /% R ¥ | 2 78 = 5% »
PE MRS TN BB L 2 RIBETED o

)

= mmmm e ————— o
AOB2IE7PZB SERVQUAL :
REREREESES : KanoZ# B ZRFEmEERRMN ! -
1.5 88 : 1.5 Han ' (Attractive Quality) %

I o5 ey
2481 | 2.8 %468 (Must-be Quality) ' 1‘?
ER 10 I 3.—# 5 E (One -dimensional Quality) )
AHBEE i 4.\ =R MY (Indifferent Quality) %
5. B : 5.5 @ & (Reverse Quality)
6.[F{E i :_ _____

REMEEEHEUTT |- _‘
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A1 7 $ % A& TR A 17(N=63)

R H = % P RHE A
e
74 41 65.1 65.1
4 22 34.9 100
E #
<20 0 0 0
21-30 7.9 7.9
31-40 14 22.2 30.2
41-50 15 23.8 54.0
51-60 19 30.2 84.1
>60 10 15.9 100
BHFHE &
¢ ¥ 54 85.7 85.7
R 3 14.3 100
T RR
E(F)T 1 1.6 1.6
. 3 4.8 63
N . 19 30.2 36.5
® 7 /B
9 14.3 100

B A

B

p 1 16 1.6
5 0 0 1.6
) 5 7.9 9.5
SE AR
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pd ok 7 11.1 90.5
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JE R
e 37 58.7 58.7
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5 e 3 4.8 93.7
‘ 2 3.2 96.8
H v BB
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kR R
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