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Abstract :

Economic development and changes in the market environment have caused
people to pay more attention to quality of service. The Service industry now needs to
place more emphasis on customer satisfaction and service quality. So the rapid
development of medical services in the health care industry should be re-examined with
the use of application service experience engineering to establish a medical service
gender-friendly environment, in accordance with the NSC (National Science Council)
plan. This study combined Kano's model and QFD to explore the medical service
gender-friendly environment. Because of resource constraints improvement will be
gradual. This study proposes construction of gender-friendly environment priorities and
conducts a comparative of the major Taichung hospitals.

In this study, research processes and methods can be divided into three parts. First,
a questionnaire based on application service experience engineering to establish a
medical gender-friendly environment as laid out in the NSC’s plan, following the
SERVQUAL Scale dimensions of service quality and expert interviews, and a summary
of the quality elements of the medical service gender-friendly environment. We survey
customer satisfaction and the degree of importance for requirement quality. Secondly,
application of the Kano model that contributes to the understanding of quality attributes.
Finally, this study combines the results of the Kano model with the house of quality
(HOQ). This research gained a deeper understanding of the feelings and needs of the

patients which in turn helps hospitals establish a gender-friendly environment.
i


http://web1.nsc.gov.tw/mp.aspx?mp=1

The study results found that hospital patient cognize which the service elements of
medical service gender-friendly environmental is mostly of the must-be quality element.
The different demographic backgrounds of patients, affects individual views on the
importance of service elements and classifies service quality elements. The difference in
viewpoints between the genders is the most significant. Finally, quality function
deployment combined with Kano's findings will integrate the views of patients with the
service elements of a gender-friendly environment. And that will provide improvement
of the key service elements for Chung Shan Medical University Hospital to compete

with other hospitals in Taichung.

Keywords: Quality Function Deployment, Kano Two-Dimensional Model, Gender

Friendly Medical Environment, Medical Service
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