§RL RIS FRE L]

%'mﬂﬁi}nﬂﬁﬂiﬂ

S | " )
R FRE

S
*@

LR EE L
EAPHAETE O
# &
?WW%@%Fmﬁﬂim*ﬁ’Wﬂﬁmwgﬁﬁ“%?ﬁé%ﬁk’i
B A TR B B AR R LR X B R
F K KK

Wh oo 2 Y R BB B IR RENLE R s B RA o (TR TR B
RIS S H e o

Ik
e
%
o+
o
é%
fm.

FEEE fﬁﬁ%ff’»”TmPRz}w?miaﬁdﬁi)gu-h/g&ﬁigfwﬁ&?_gr} ,
VAR F KRR 07001 kAT Lk 0 R fl’%ﬁi&ﬁ 7ELERE | I'g/,;b'ﬁr,;ﬁ
AL RD AN, T REEENFES P )R PG R F L
PHbo A0 ki 2o > AW LT FEAF RIS, TF A
o F A E T, o~ TEEARRATRROERE, -

Mgt RIS~ B E GPRGE ~ Sodf ehIRGR

*Email:connie@nanya.edu.tw Tel : 03-4361070 ext.5615

305



§RL RS FRE L]

A Study of an Enhancement for the
Clinic’ s Service Quality

Connie Huang**, Fu-An Lee’

Department of Business Administration, Nanya Institute of Technology*
Department of Information Management, Chang Gung University of Science and
Technology

Abstract

Service quality of a clinic is quite different from those business circles provide real
products. To concern the respect of its special characteristic such as service process
and patient’s feelings, the study try to find the different degree between the patient’s
expected and perceived service and therefore provide suggestions to enhance clinic’s
service quality.

The study results show that there are significant differences to the degree between
the patient’s expected and perceived service. At a=0.01 significant level, except
“doctor and nurse dress uniforms”, “traffic and parking convenience”, “clinic provide
professional medicine consultancy”, all the other items show significant differences.
The top three items are “doctor’s professional skills”, “doctor can explain patient’s

condition patiently”, “doctor and nurse concern patient’s privacy”.

Key Words: Service Quality, Expected Service, Perceived Service
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