51
5.2
53
54
55
5.6
5.7

5.8

11
(1960,

, 2539 : 4) (Planning)

(Pricing) (Promotion)



10

(Distribution) (Ideas 1goods and Services)

E Jerome Mecarthy (1971, ,2539 : 7)

Kotler (1994 : 6)

12
( 12536)

Kotler (1994:464)

( , ' 12538

: 59)



11

(2539) (Services)

13

, 2536)
(Monroe and Krishnan 1983
quoted in Parasuraman, Zeithaml and Berry, 1985)
4 (Kotler, 1994 ,2537: ,2538:
, 2539)

131 (Intangibility)

1) (Place)



132

2)

3)

4)

5)

6)

12

(People)

(Equipment)

(Communication Material)

(Symbols)

(Price)

(Inseparability)



133

1.3.4

(Demand)

2.1
Frobe Bain (1976)

(Excellence)

”

(Consistency)

(Perishability)

(Supply)

Gilles (1982)

13

(Variability)



14

Me Nealy (1993) (Quality)

Collins Cobuild (1995 : 1344)

(2536)
(2538 : 111)
2.2
2
(Omachonu, V.K., 1990 ; Bopp, 1990
Kotler, 1994)
2.2.1 ? (Technical  Standard)

a <



( , 2537
1)
2)
3)
2.2.2 ?
Perception)
4
(Outcome)

(Bopp, 1990 Kotler, 1994)

15

3
2538 : 1)
(Structure standard)
(Process standard)
(Outcome standard)
(Interactive standard Quality in
(Process)

(Interaction)
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(Parasuraman, 1990 : 46 " Omachonu, V.K,, 1990
Kotler, 1994 : 474) .
(Expected Service) (Parasuraman,
1990)
2
( , 2538)
3
31
(Oxford University, 1987
, 2534)
(Webster’ New world Dictionary, 1988 :
478)

(Collins Cobuild English Dictionary, 1997 : 580)

(2532)



Parasuraman

3.2

(1990)
321

3.2.2

3.2.3

3.24

(2538)

(Expected Service)

17



3.3
Parasuraman .1985
( ) 5
(Indepth Interview)
(Focus Group Interview)
10
L (Tangibles)
2. (Reliability)
3. (Responsiveness)
4, (Competence)
5. (Courtesy)
6. (Credibility)
7. (Security)
8. (Access)
9. (Communication)
10. ( derstanding the Customer)
.1988 Parasuraman
4-7 (Assurance)
8-10 (Empathy)

18



(Tangibles)
(Reliability)
(Responsiveness)
(Assurance)
(Empathy)
Parasuraman (1985)

1

19
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Word of mouth Personal Past

Communication needs experiences

Expected Services

GAP 5 !

Perceived Services

CONSUMER

MARKETER GAP 4 External

GAP 1 Service Delivery 4 Communications

3
~ Fe AL to Customers

GAP 3

Translation of perception
into Service Quality

Specification

GAP 2

Management Perception of

Consumer Expectations

1 Parasuraman, Zeithaml Berry
“A Conceptual model of service quality and the implication of the implication

for Future Research” Journal of Marketing, Fall. 1985 pp.44.
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1
1 1 ! (Consum
Expectation) ! (Management Perception)
! !
!
2. 2 !
(Service Quality Specification)
3. 3

(Service Delivery)

4. 4

(External Communication)

5. 5 (Perceived Service)

(Expected Service)



34
Parasuraman (1990)

SERVQUAL .1985 .1990 22

.1991 Babakus
SERBQUAL Parasuraman

10

Multiple-item Scale Babakus
Scale

Scale

.1994 Scardina

22

(2539)

Parasuraman

(2540)

22

(1985,1988)

SERVQUAL 5

(2539)



(Screening)y

8.00U -

16.00 .

16.00 . - 20.00 .

, 2533)

23



11

1.2

1.3

14

1.5

1.6

1.7

18

19

21

2.2

2.3

24

25

2.6

2.7

2.8

29

2.10

.2.11

212

2.13

2.14

2.15

24



25

2.16

2.17

(Referral form)
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(2539 :0PD-1-11)

OPD.1

OPD.2

OPD.3

26



21

OPD.4

O0PD.5

OPD.6

OPD.7

OPD.8 /

OPD.9

SERVQUAL

Parasuraman SERVQUAL

Parasuraman



( Indepth Interview )

5.1
5.2
5.3
54
5.5
5.6
5.7
5.8

5.1

SERVQUAL

( Access )

Parasuraman, Zeithaml

Berry (1985, 1988 )

28



29

1
( Boesch , 1972 : 71-79 )

(2528 : 62-63 )

(2525)
( , 2524 : 53-55 ; Penchansky & Thomas,
1981 :135 -137 ; , 2632 34 ;
, 2533 ; , 2537)
(2526 : 188 )
77.0
23.0 94.0 6.0
(2528)

(2536 : 45 - 55)

300



30

(2539 )
(
, 2533)
5.2
“ " ( Relation ) *“ " (Communication )
“ " (Interaction) y " (disposition)
?

(Anderson quoted in Alpplblaum and other, 1975: 5)

(Ruesch and Benteson quoted in Sundeen and

other, 1981: 78)

(2530)



2539, , 2540)

93

21

2.2

2.3

(Verbal Communication)

(Non-Verbal Communication)

7

3l



24

25

2.6

32



33

1
( , 2522 , 2535)
2.
( :
2525) '
3
31
3.2
1 1 ( ,
2528)

(2526: 187) '

88.0
96.0
88.0
93.0

(2533)



, 2524 53-55; ,

(Clark gouted  Carl, 1990 (-

( , 2530)

(Boesch, 1972: 71-79)

(Social Distance)

Bopp D. Kenneth (1990)

(Expressive Quality) 394
30% 70% 90% 9%
34.6
2
72
0.98
0.66

, 2536: 45-55)

453

34

, 2535)

1%



53

Babakus

Parasuraman, Zeithaml

(1991)

(Tangibles)

TV{50(>nc

Berry (1985, 1988)

SERVQUAL

3



321

(2539)

SERVQUAL

36

( , 2536)

(First Impression)

, 2535)

(2532: 54)

137
i)



3

2)
1
0.05 3)
(2540)
(2540)
2
780 SERVQUAL
Parasuraman 1)
2)
Scardina (1994) SERVQUAL
Parasuraman, Seithaml Berry



1

38

(Tangibles) 2) (Reliability) 3)
(Responsiveness) 4) (Assurance) 5)
(Empathy)
54
(Webster Dictionary, 1997: 531)
(2526: 16)
1 1
( , 2539: 43-49)
1 (Teaching)

11



33)

12

13
14

15
1.6

17

18
19

(Guiding another)

(Supporting another)

(2526: 23-26,

39

, 2536: 32-



(2526: 25-26)

1
2)

3)
4)

(Lange, 1970 , 2529
2535: 35)

(2528 113-114)

(Health information)

(2536: 385)

40



(Stewert

11

1982)

12

%

41

, 2531) “

, 2531)

(Suie,



100

18.0

21
22
2.3
24

2.5

2.6

(2516)

(Boesch, 1972: 71-79)

(2526: 187)

85.0

90

14.0

42

77.0



\
(Risser, 1975: 45-51)
y
5.5
(Hofling et al., 1967
2530)
1
2.
Il
3
4.
10.00 .

43

11.00 .



10.

(2525: 74)

82.2 51.7
734
(2535:4-31)



118
D

3)

, (2528)

(2538)

362
SERVQUAL
2)
!
0.05
James Lynch and Drue Schuler (1990: 16-21)
600
3;) (Factor Analysis)

45



46

5.6

(2533: 98)

( , 2539: 230)

2524 , 2528)

(Allanch and
Golden, 1988 Risser, 1975)



and Steward (1970

(convenience)

4.

O N o O

of care)

47

Ware, Davies - Avery

, 2539)

(art of care)

(technical quality of care)

(accessibility) /

(finances)
(physical environment)
(availability)
(continuity of care)

(efficacy / outcomes
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1988 Allanach Golden

1 (accessibility)

2. (amout of care / amout of
spent)

3 (assistance with pain)

4, (availability)

5. '

(communication of information lated to patient's condition)

6. (continuity)

7 (efficacy)

8. (Physical environment)

9 (Professional
knowledge)

10. (promotion  of
autonomy)

11.

(reassuring presence)
12.
(recognition of individual quality and needs)
13. (surveillance)
14.

(technical quality)

(2524: 53-55)
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(Irene E Pollert, 1971 , 2523)
#!
( Tschudin,
1990 Kotler, 1994)
5.7
( , 2539: 162)
( , 2539: 162)
1 (2523)
(2539: 163)

Kohlberg (1971)



Piaget (1977

, 2539: 198-201)
1

(Caring)

, 2539)

(Trust and Confidence)

(Empathy)

50



(Sympathy)

(Respect)

(Natural Law)

(Humour)

13-15 2521
( , 2539: 220-225)

ol



16

11

12

13

14

15

16

2541

52



53

10.

68%

(Bennettes , 1994 , 2539 2-3)

: (2536)

125



0.01
5.8
(2536)
(2537)
(2539: 69)
(Cost)
(Value) (Price)
1)
) ) (4)

(2539: 297)



55

1 (Internal  factors)
2. (External factors)
(Selecting  pricing

objective) (Quantity) (Market share)

(Total revenue) (Profit) (Competition)
(Image) (Social) ( , 2536; , 2539)

(2536)
(Value)
3
1
2.
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Aday and Anderson (1975, , 2540)
1970

Hulka étal. (1971)

. 1969
. 1971
Aday and Anderson 6
1)
2)
3)
?
4) ? 9
? 6)
Riley & Schaefers (1983 , 2537)
DRGS
1982 17
6.
( 2536 ) ( Focus Group

Session )



( moderator )

(discussant )

6.1.1
6.1.2

(2536)

( group dynamics )

( Key informats )

5/



6.1.3

6.14
6.1.5
6.1.6

6.1.7

6.2.1

6.2.2

6.2.3

6.2.4

Case Study

(Pilot Study)

58



6.2.5

1)

2)

3)

6.2.6

6.2.7

6.2.8

( Assistant )

( Moderator)

( Notetaker )

5



6.3

6.4

6.2.9

6.2.10

( Transcription )

60



( Content Analysis )

1

2)
3)

2.

(Card)

( bias )

(2532 )

(Construct)

( ) ( 2540 )
2
( ) ( Data reduction )

( Communality )

( Confirmatory factor analysis )

6l



62

1
2.
( Composite measure )

3.

1. (Correlation
matrix)

2. (Factor extraction)

3. (Factor rotation)

4, (Factor scores)

7.1 (Correlation
matrix)

(simple correlation, r)

XV >2 x3 X4

X2 *3 x4
Xq in Y10 113 M14
x2 r2L 2 23 (24
*3 a r 3 r34
*4 ral ¥ 3 144



1.2

721

7.2.2
1)
2)

squares)
3)
4)
5)
6)
1
1

63

1.000 I'2 pl 13 3

(Factor extraction)

(Principal component method, PC PA1L)
(Common factor)
(principal axis factoring, PAF PA2)

(Unweighted least

(Generalized least squares, ULS)
(Maximum likelihood, ML)
(Alpha)

(Image)

(Communality)

(Squared multiple correlation coefficients)

/



(anti-image)

(Image Factoring)

2
(image theory) (Guttman)
(the image of the variable)
B = Wk + Zk k=1,2..... n1
g = -H
| 16}
)

€ ]



7.3

73.1

1) Varimax

2) Quartimax

(Factor rotation)

(factor loading)

2

(Orthogonal relation)

65



66

3) Equamax Varimax

Quartimax

7.3.2 (oblique rotation)

(factor loading)

(partial

regression coefficients)

7.4
3
0
74.1 - (Ander-Rubin, AR)
74.2 (Regression, REG)
743 (Bartlett, BART)
1
2)
3
4)

(Factor Analysis)



1
2)

(R)

(V)
()

A

t

(Construct)

(Factor)

(Variable)

T

(item)

(Factor Extraction)

(Factor Rotation)

©

(P)

6/



( Conceptual Framwork )

68
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