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? (TQM Total Quality

Management)
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2536: 1)



(Intangibility)
(Variability or Heterogeneity)

(Inseparability) (Perishability)

(Parasuraman et. al., 1990: 19)
(Expected Quality)

(Perceived Service) (Expected Service)

(Technical standard) (Structure Standard)

(Process Standard) (Outcome Standard)

(Perceived or Expressive Standard)

2539 (Hospital Accreditation)

Oliver  (1977), Gronroos (1984),
Parasuraman et. al. (1985,1988), Bopp (1990), Babakusand Boiler (1992)

Parasuraman



1 J (Tangibles)

2. (Reliability)
3. (Responsiveness)
4, (Assurance)
5. ' ' (Empathy)
) (SERVQUAL) 22
Scardma (1994) SERVQUAL
I
Parasuraman (2538), (2539),
(2539), (2540) SERVQUAL
?
Parasuraman
2
3 ( , ) 16,418
8,724 , 8,014 , 6,260 5,599 (

, 2540: 113)



(Marketshare of Health

Service)

Zeithaml,

V.A., Parasuraman, A. and Berry, L.L. (1990) 4



mnnYns

1. (Personal needs)

2. (Past Experience)

3. (Word-of-mouth communication)

4, (External communications)
Kotler,1997

Schiffman and Kanuk,1997

1 (Personal needs'

11

(Wilson, 1970 , 2539: 41)
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Jitmuss, R.M. (
French (1974
15
1.6

(2538)

(2540)

(Niche Market)

, 2539: 42)

(2538: 42) |

, 2539: 42)
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(Service Charge)

(Past Experience)

115

54.8

P < .0023

(Word-of-mouth communication)

(2540: 286-297)



Babakus (1991 , 2539)

(External communications)
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Parasuraman, A. and Berry,

LL (1990: 19)

(Factors Influencing Expectations)
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(Market share of Heath Service)mO
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