11

Kotler (1994.464)

(2536:42)

| 2538:59)
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Nightingale (1859 , 2539:1)
.. 1859
Handerson (1959 , 2539:1)
(WHO, 1971 , 2520:11)

(2521 . 252)
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Kotler (1994:464) 4

(2538:29)
Kotler

131 (Intangibility)

30 ' 10



132 (Variability)
8.00-10.00
14.00-16.00
1.3.3 (Inseparability)
1 1

134 (Perishability)

10



2.1

McNealy (1993) (Quality)

(2538:111)
Quality
Excellence
2.2
2
2.2.1 (Technical Standard) (Standard in Fact
3 ( 2538:1)

2211 (Structure Standa



2.2.1.2
2.2.1.3
2.2.2 (Interactive  standard Quality i
Perception)
4
(Process)
(Outcome) (Interaction)

(Parasuraman, 1985:42)
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(What)
(When) L (Where) (How)
Kotler (1994:474) (Service Quality)
(Expected Services) (Perceived
Services)
( , 2538)3
3.

31 (Expected Service)



Valarie A. Zeithaml  A. Parasuraman and Leonard

4
3Ll
3.1.2
313
3.14
4
3.2 (Perceived Service)
31

33

L. Berry (1990)
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(Perceived  Service)

(

(Expected  Service)

Parasuraman

. 2538:33)
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1 (2538:36) A Parasuraman,
Valerie A. Zeithaml and Leonard L. Berry “A Conceptual model of service quality and the
implication of the implication for Future Research" Journal of Marketing, Fall. 1985 P.44.
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Zeithaml

Berry

Group Interviews)

4-10

[N
o
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Parasuraman,
. 1983
(Indept Interview) (Focus-
10
(Tangibles)
(Reliability)
(Responsiveness)
(Competence)
(Courtesy)
(Credibility)
(Security)
(Access)
(Communication)

( derstanding/Knowing Customer)

. 1988 Parasuraman

5

(Tangibles)
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2 (Reliabilty)

3. (Responsiveness)

4, (Assurance)

) (Empathy)

4.2

1991 Babakus SERVQUAL
Parasuraman
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scale Scale

1994 Scardina

SERVQUAL
10 5
22
0.92
(2538) (2539)
Parasuraman Babakus
10
10
(Eck et. al., 1988)
1957 Abdellah Levin
(Facilities) (Effectiveness of Organizational
Structures) (Professional Qualifications)
(Competency in Provision of Care)
1970 Ware, Davies-Avery  steward
8
1 (Art of Care)
2. (Technical Quality of Care)
3. (Accessibility)/

(Convenience)



1975 Risser

1
(Technical professional factor)
2.

1987 Abramowitz, Cote

1
(Friendliness and courtesy)
2.
(Availability of the nurse)
3.
4,
with national)
5.
technology)

reputation)

nomjnnm<] fftnQujnau; 45

« o« -, EI0,
il
(Finances)
(Physical Environment)
(Avaiability)
(Continuity of Care)

(Efficacy/Outcomes of Care)

(The educational relationship)

Berry

(Personalized care)
(Access to specialists

(Latest

(Range of service)
(Overall



6.

(Comfort and esthetic appearance)

1990 Lynch

Schuler

(Factor Analysis)

(Waiting areas)
(Patient rooms)
(Food)
(Convenient location)
(Staff attitude)

(Attributed in this category therefore should focus specifically)

10

51

150

10,000
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5.1.1

5.1.2

5.1.3

5.1.4

515

5.1.6

5.1.7

5.1.8 )
5.1.9

5.1.10

5111

5.2

12

11 100

, 2532:586)
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100

NI

NI

12

NI

13

111

112

113

114

121

122

123

124

131

132

133

24

25
13
24
38
(NI)
20
3
32
2
25
100
40
30

30



100

Health For All

25

14

15

1.6

21

2.2

141

142

143

16.1

16.2

163

10

25

100
20

60

20

100

40

30

30

50

25



3, 100
3
2
2 1
80 100
6.1
(2524)
500
2
( 646) 36.4
(2525 . 2536:35)
3

6 1)
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34

195

400

2526

(2526)

50

32

(2528)

A
"o

21



0.001

0.001

80

0.001

0.001

(2528)

(2528)

(2530 2532)

28



(B = .0871)

58

0.001

(2532)

(2533)

(=-3632, P<.01)

50
430

(B = .7679)
B = -0777)

(2534)

560

200

0.001

001

3

80

29

59.17



30

304
95,9 15 612
7.7
| S (2536)
125
4
0.00
(2536)
7
) 50
350
477
28.3
/ 64

26



44

42

0.0001

300

32

40

60

40

66

0.001

3l

86

92

30

20

20

0.005

(2536)



32

(2536)
23 4
2534 2535 305
, [ (2537)
40 20
20 20 100
0.001
(2537)

2532 2533 150



7311

Anderson

2531

118

(2538)

001

305

(2538)

70

001

(2538)

2538

362

33

Aday

286

43

2536
Orem

SERVQUAL



1)
3)
(2539)
4
126 Munro, Jacobsen
La Monica
5 1) 2)
3)
4)
5)
(2539)
321
SERVQUAL
1)
2)

005 3)

05

Brooten

137



01

(2539)
400
408
1)
3)
01
6.2
!

De Walfe and Other (1966

1 HIQTTTD

3

400

01

| 2522)
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Irene E. Pollert (1971)

White  (1972)

3
2
300 100
50 4
Aday and Anderson (1975 12539:64)
.. 1970
(Hulka. al, 1971)
. 1969 (north

Carolina)
.. 1971
6
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1.2
needed)

1.3

2.1
at one place)
2.2

(Concern of docter for overall health)

2.3
3.

4.1
wrong)
4.2

Eriksen R. Lillian (1987)

3

(Convenience)

(Office waiting time)
(Availability of care when

(Base of getting to care)

(Coordination)
(Getting all needs met

(Follow up care)
(Courtesy)

(Medical information)
(Information about what was
(Information about treatment)

(Quality of care)

Kovnen, A.R. and Smiths, H.L. (1978 quoted in Bopp D. Kenneth, 1990)
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Wooley et al. (1978 quoted in Bopp . Kenneth, 1990)
2 3

James Lynch and Drue Schuler (1990)

600
Factor Analysis)
3
1
2.
3.
Bopp . Kenneth (1990)
(Expressive Quality) 394
453 30 % 70 % 90 % 9
% 1% 34.6
2
72

0.98



Scardina (1994)
Zeithaml, Parasuraman Berry

(Tangibles) 2)
(Responsiveness) 4)
(Empathy)

0.66

(SERVQUAL)
5
5
(Reliability)
(Assurance)



Berry

2

Scardina

Parasuraman, Zeitham|
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