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Abstract

According to the file called Opinions of the General Office of the State Council on strengthening
performance appraisal in tertiary public hospitals (No. 4 file issued by the State Council in 2019),
the satisfaction evaluation was included in the hospital performance appraisal, and the quality of
medical service was evaluated from the perspective of patients. There are many evaluation mod-
els for satisfaction, but all of them are measured by one-dimensional Model. The one-dimensional
model is an element of quality, which is satisfactory when it is sufficient and unsatisfactory when
itis not. In fact, not all quality factors are like this, the relationship between customer satisfaction
and quality factors is no longer a traditional one-dimensional model, but a two-dimensional model.
Two-dimensional believes that not all quality elements will satisfy customer when sufficient, and
sometimes may cause dissatisfaction. Satisfaction or dissatisfaction comes from different dimen-
sions. The KANO Two-Dimensional Model proposed by Japanese scholars can help to understand
the customers’ trends, which can be used to improve the service quality, and it contributes to the
classification of medical service quality and the application of strategy.
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WHE (EFBRAATRTMEZRALERSFIEE TIERNRRY (BHKR[2019145)3X4F, KEREF
MPNERFHE, B BRI AR BT RS R E. X THREEREM R ERES, EHRDL
—HERAWRERCETEHR. —SAEARR-RENER, SREN S ANBRIHRE, RZHA
R BL A REERTR ML, MEHRRSHREERAABRESN—AEN, MR LK
B ZEREAAHEERKSRERERENBXREHEHRE, AN TRIIERAIHR. WER
NEBRRE RN FRIMTE. B HAZER T Kano — 45 &N, EMRBHE T RERN3E, WiEH
THRERERRTT: BT ETRS REK 2K RS _ERMA .
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1. 518

WA R IE—HTH, BAERSREL RBE RS &ML, BEREAEF K LETae)), Wi
g, TS, fEEr RS i, BRI ZTE S A AR A, X TR B A
Ueo o BRSBE B AR Bt R — T T IR ST, B A — RS R, R AU R R I BT
BRGImRS, RS A B E DU SOy OBk Hm B ) 5 #2, JRA e, e — S
SRS BT, DARF S RO R K1), th, AL mEs, REERABSZTES . HE, KiE (E
FRIP AT RT MR =N SLEE RS TAER R ) (E70K[2019]14 9)2 301, H “WEEN”
NEBESRCE AR R, 0 B IO SRV BT IR 5% ot o ikt PR I8 5 PR IR 5 ot o A e 5 1
T S5 BRI S SUBURE AG RS S L

o i R T B AR A M 2R 2, i Parasurama A2 Zeithaml 25(1995) [2]/ 4]t SERVQUAL &% .
La Monica £5(1986) [3]2 LOPSS i34 = & 5 %% (La Monica, Oberst Patient Satisfaction Scale, LOPSS). 3%
][22 97 A6 55 122 97 M R 4% HH s (Centers for Medicare & Medicaid Service, CMS) Al A {f4a 5 i B H &
(Agency for Healthcare Research and Quality, AHRQ) (2008) [4]48# FH B¢-& 2w il O A3 B SR 3 V-G 29T IRSS R 4t
(Hospital Consumer Assessment of Healthcare Providers and Systems, HCAHPS). 1 == 8 T K2R B .0 Bk
/X 1 COPS (Core Questionnaire For The Assessment of Patient Satisfaction In Academic Hospital) [5]-

ZEM IR R R TERT AT, R A RS B R S, 25 R FUBMEREFIRSIE R,
TE—MRERNE, SHREAREN 2 NERNHE: ke, UHRIEA RS AR, X

DOI: 10.12677/ssem.2020.94032 244 ke 55 sk = 0 #


https://doi.org/10.12677/ssem.2020.94032
http://creativecommons.org/licenses/by/4.0/

LTI — T K B U Ao T B 20 i 48 (Noriaki Kano) H AR 23, T Y — 4 it i 5 2 (Two-Dimension
Model) [4], AN (1996 52 B AN I FARR B T8 — AT, 12K B T AN F KA T o 78 B[R T

Lo TANBERE ] 20 JPRERTT, M AR UL GBIy — PRI T . A Kano 2 dh S5 R BEAT (5 e i 1
BRI A IR, T Kano — 4k & BT CRESS FE BIER 5 1 MBI (K 7 SR S8l e, JF Al iE AT R 5% it ot
MR, AT B BR B 5 AR 93 K SR B K

2. kIR
2.1. Kano —4t &4 183 (Kano Model)

TR T A — 445 2 (one-dimension); —4ERE RN — R E R S, SHRMETE
JERF 4 NBZ R, R, AR NESZ BN ARSCHESL FHFIEATA R E R A2 anit,
JE 5 7 5 TR R AR R RAN AR G i — 4R, T2 4 B 2 (two-dimension); —Z4ERE AN
FRAE AR 1) i T B R AE e B F S SRAR IR =, A B AT AR ST 20 AN e B, SRR R
M. BTEA, AN FE R R PR AL s i e SIS A RE, 1 DA R U 2 T AR I 7 oK
A R ) 2 R B

WHEFHEWHE T 4R S, KA s E AN N EWMIE AR 4R, A EE R mES
Bs, SRR H AR B P B 2045 (1984)$2 H [Kano 4k Fisiat | moMtar, fewl 22 B A shlidolk =
JREMITFR, BHR B AR FIAN R B2 1 75 3R o I = 2t~ T R I 0 25 1) 43 AN [ ) 75 K
HOHTR T 1K 77 4 5T B (attractive quality) FH 2498 & 5 (must-be quality) FIETRES:, Wil 1 B

FIERWHE s

@ 8%
it JI B TS R p T IR
SR A 2 R B A2
i ) PR

Figure 1. Kano two-dimensional quality model
1. Kano —# R RER

H 1A% Kano DIBSARPRIR fh i B (M R R, MEE A1, AR, Rz A&IEE
BORR Gk TR R R SR, ERRosis, B B Re s, M AR A,
R T MGEEAN R . A LR [T ) W /5 SR AN 2 WA, R SR e A =
Rl . B &R [—Juhi&E] , WRBUE R R 2 MARE, R R 2 W 23R, C &
Fon R , GERIR AU IR 55 B i, B R X m S, (HIn R BT R, Wi
WASFTIRAHE . AR SIRAX KR, KRR KRR, R pos:
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1) ERRT 4SR5 5 (must be quality): ZRFRAME ST, GEE RV BRIEAR TR, HaRERAR
B A 7 S = W [ CC 8 R TR e S 7 A

2) J&F71¢ 8 (attractive quality): JRFRAME T, HUEIE R R BRI, S AR A U I E
BIRSS, T Z AN S SR AN . Stk AT USRS S R e R I A, — B R
Sk Sy R R, B AR D, R AR B R RIR AR T, k77 5T 11 L B2 SR 00 ZTE AN R i
HEHHREOUR, RS 5E MR .

3) —Jtn i (one-dimensional quality): 45— tin BB RIZ A ARGy, BIAA N @ R —TuiE
BRRMEED, W WA AN E .

4) To7 m i RV (Indifferent): AN 78 2 5 5 A8 23 18 BRI 20 B BN R

5) Al b iRV (Reverse): 78 B M 51 A2 ANH, A 70 R I A EREITH = .

B EFTIR T35 Kano f 4kt B, m) 78 75 U0 B 2 5 i SRR (R ) G R BRI W Ak
T IEAS TR IR BT REE A BT R SS il BT ) 43 98 S kg s A B ORI . (R R ATy, M
[F) 14 ot o0 i VA T e 2 B I ) T 508, AR TRk 0 i I EEER, T R B A I TR R B 4 2 5
AR — TG B AR T (5] £FXF Kano —4E S AR, V2 E B IR IS A8 EA R AHE,
FFEF 4 E(1984) [4]. Schvaneveldt (1991) [6]. Matzler (1998) [71%5. ik, AW FH LR B 5 HoA
KZ B 523 B 5| Hl 2 Matzler (1998) — 4k i B R IEATHI 5T .

22. mBHBESRB®R

TEBEIT AR5, 975 FE I R FE 48 P VA0 7 R 11 22 5 58], JBUAR 4 4 1) I o7 HEL B
S LU, A B 2 SR VP T, R T AT ok R I A R Ah, A 2 R R
Xof T4 52 (IR 45 I A2 o T T R S R A ) AR R R R SR BT LA 1 2 9T AR 4% b R S R bR 2 —
T A S BT RS T R S R RE T, VB R Bt b R o3 2 P, DA AL S I AF 0 AR BN 0
R I EST MRS o 73 BT BT HEF i o PR R 52 A2 e 8 DR Bt 3 L 34 5 A7 vE I B 22K 7, H Penchansky
& Thomas (1981)I\ Sy 5 ik 2 FE (10 B 00 Z0URE &5 BRI I e AR I o N BB I o 42 Mk R 108 7 )2 T ) 40 T
[9].

IRZ T FU R I 8 B R R S R e IR 45 i T B TR IE 1) 5G &R [10]e BERE R AFIERST 5 R4S
AT, oIl R A B RO, IR EOR A E R R . R, R TI H  45 R,
AR B8 BT 5 RS dn i . 2% AR [11] [12] [13] [14].

3. MtRFG*E
3.1. [EEiEit

KT 035450 VU Sy S — 2 =34 51 FH Matzler 25 A (1998)2 — 4k, FHT 7 MWT s st %
S B IR 55 i BB 2R (R R . 5 =8By, W22 Carey & Jerry (1993) T itz [E R i & BT % |,
B RSP AT 5 R R BRI R R 2 MG R 151 E4T 20 fBL, R B DAZE s s T RS Nt 7
Ko WG, B N NEA N O 22 it AR T
3.2. ARMKR

WX GO =HEREG, AR AhRL P RELE il =R UL E#, AR R & B
fER. 2RI, DIEROR SRR EREAR, FrUEES B, FEF R OERREAN, HE
TBANTTE S VI, 45t I B R R AR, v LR

fets
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3.3. S E

331 & MESH

AR FEZAG T s KA Cronbach’s o REL, KMEN GG @I EERIESR: AFARZAF
BiE AR 55 i 5 17) 46 14 PN 30— B (internall consistency) B = T 0.8 LA, H W6 2 3RS o {E8 0.94,
BREENERE. BUEhm; 1) RALZBETIR. EREnEyfE, B08ENFET RS
AR WAL RG0S BRKEH, WhFRNENEZETESEEN. HE, SEEREHZ
BILHHT BN A HIERE L2 1B, 2) R LAz 2 F@d KR 0T, UBAN G2 #EE. o
Wb RN ARBE T2 4 B 2 S R

332 AWMRAERZHITRETZE

AW FCHE 2 Geit i e ik itPE RS MO REAR T K. PR FE 1. Sheffe £
5 LA Pearson 55 Spearman HISEAT I MCST MRS SE | B BB [EIR TS Kano 4 SR 4N
2 T4 HTI BT B G0 8 #5748, R Microsoft Excel #EAT %52 B s, ¥, & SAS for
Window 6.12 AT G it e 74T -

4. GRSt

AHETE LA JZ BEN LI 5 RBEAT R A, 3R 827 3 [, [alU 749 19045, MBRTC A&
Ja, BRUAEIL Y 280 13, IR 61%.
41 ERBFERREEREFRNTARMS Kano ZH#RRZXAK

Kano 4 dh i A0 T i R I 2 ARk S 0 R T7 2, DMERC IR G5 dh R B R A 5 B, Al
HE, R A S0, BHrR. A ZEN. AN E. AEXSEIA®I, w1 Prs.
— AL Kano dhiE R IR, UG L [ REZH] KINENZITEE H A2,

Table 1. Two dimensional classification of quality elements by Matzler & Hinteruber (1998)
5% 1. Matzler & Hinterhuber (1998)z — 4 mEREEIIA %

AFERTEA FEK TR BOA ARG (B Z5)) AaNE AERE
TEm TR Wk 77 5 T Bk 77 5 T &SI — 4
SIS RIS TERHT ToZE S AR TR IR

BOA AT (B0 22 03) REERT ERR TCFE 5 it o TERM AR
A E KBRS TSR TC2Z 5t i 5 TEFMP SRR
AEXE S T 5 S [E) S [E) ST 5 TRk b

Kano —JCht i Z JEMEIANEE R, Rl G — 0 [ERBER RS s i EZ R e A i E 55 | A
FER S [ERBEAE B 55 i I EE R AN TE LI i 5 15 | P4 ak. AR Kano [ d & PR A48 & BT IH 9h
KR=FZ MBI TR FT] 17 B [JEZERm ] 10 [kt 100 JRRIERRE 17 TiHR 55 i
FROIRE B HEATE R, R BB AR R BT Z f iR .

H PR 5 7 b 17 TG AR R T b B R T 20 T0), S e 28 X T R e A 55 it o ) EESR K # 73-
A P, H B st 2 CUHAEANLER . T TRE e 5T ) O — TS A R B e BT ik 55 i it L
FPRft, X TR EET S, WA KKK E. B, ZRT s Ad, ERGITRKEL %)
m SR BRST A S5 T, A0 RS R, SRR TS0 B RIS 2 A4, IR BB 3Lt (Shared De-
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cision Making)z H . A fi B A i 25 B2 I 3 At B &R Be st =, G A P2 RHIAr= BHFREATE [ ik
JIEJR | 2 AR A K -

W, TR B SRS I & Kano s /8 R B E2R, RN ER, e
(RS BBk T ER EF AR, BB ER DA RIA R R RA Gl
RITMRSSAT 31T (2018~2020 4F)) , 7o/ A BRI MR 25 b Jo A B2 T 7 IR S5 AT b A R S B A7, 9 B kb e
B 0 T TH 7 IR S5 o () AR

4.2. (EBRIRFZRRBERZHEE

AWTE 50%~60%2 32 V5 # B UL [HE ] NHFEZE . WAMEEWE [T R EEam] [EE
RIS IR S RTET ], TBEF A | 5 [BRd N SRR S | AR S N IEA R R R R
I SR DY A S AL T AR o B BB A O . AL, BRI AENT A8 BRI IR S5 it o2 RO SR IS 5 9 e 0 8 s DG 4 T
Z BTt

1113978 B 1 S DY A = A T B AN R 2 T H 50 [ T R JR 4%, A 3 e AR 2R |
[ B )7 BES IR BRI RIS s R HGRSh | o [ s W RIS IR Bt AMEk il IO TRATHE T IR 55 | e T 03
R FEems, AR RREUSTH 2 5 VR AR B RE R F I« ATig,  BLERBedR At B A2 BEiR
MR A TE R GHR), W SIS T R . BE iR (ERE U

b, BRI R AR R AL R B B A B AR, OB H AR T A ML SOP B R E A
R AR B TCIE R IR AL, BRI ) BB SS . TR FIH] PKU-VPSM il %, 1T %€
A B B RN E IS5 B BOTTR G 42 AN BUE DN H , DL THE e (B 2 R

43. RFBRSBEHEEZHEXM

SRS SR AT (LB B AN FE A T (BT IR B T, BER TV ERST IR Ss BRIT 3N
S N A BB A FE) (8] 2 A K REON T 0.55~0.72, SoR &5 M TR BEIA) 5 BAT IEMI SR 2 K R o 5 FRAE BE
AR EVURIE S Kano 48 5t SR Q= AN 0 B (CH AR Sh B i« J0 22 5 il it 2 B2 S 7 it O 2
FEYIR ZABSGPE RB BT, DL [ 2R BRI R B | AN IO A3 B s A6 2 B M T A R R e s, v T
0.75~0.90 2 [a); [ JG22 7 it B i B8 | 0 DY AN e s 280 8 PS8 A T [R) 35075 S AH DG, ik g oot Jo i i R A
M B R R R A TR (R RIS T BRI PR OM) A A O

DRI, A8 T2 o R 1R DY A e s o S A T A O R B = OIS L T, R MR E R HIE
Be 2 B At 7 P R R B I SRR, R e U PR ST BRI, X TR e 2 SR A e Wt

1) 7EERIT RS BN DO gt TEE—MRIT BB, JFFHESS S8 BW SR, 4 B 8 5 BRI 4]
PN B 1, S SRR 5 BRI AT 78 70Vl e, BT TR e DR L 2 e 3, KRS JS BT AT € ¥R 7 T E AR G
G, WERIATT B RL

2) HEATERIT SRR GRS B, WIHEAT 5S K af LGV 2N (B ER . B, JEH . IEVE LR FR) . KR
ZIHIEE AT € « PR B35 SE, #E et IRVESNIHET, SRR AN R Z =R BRATTiE— M.
ARWBITIRESN, T BRI IREE S = N R B S FE A -+ 2 R AR

3) HALBRIT RS HRNR, RIEI YU Sk L BidA, ALY RS TR AR I TR R, RikhRE
AR PDCA (Plan, Do, Check, Action)#BH7E¥F. ‘& FEl (Quality Control Circle; QCC). it Jii it /N
(Quality Improvement Team; QIT). JRFL1L 1L (Re-engineering) 5 AR 4 J5 K] 43 #1(Root Cause Analysis; RCA)
07 AT, HEE A RS, Wi BE 88 2 B O R .

4) A ik S R 97 2k 2558 X 4 M (Heealthcare Failure Mode and Effect Analysis; HFMEA) T B 527 2 1)

fets
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NS, Bk

PR MR IR S BB AR R R R L, JF PP E SR . RERE TR, AT ALK
B 4R B (RPN i Ja REUGHE — P e ik, LR3I B B8 R R 2R RO A A T AR AR [15]

44. EANBRFEBRREZIERE

1) HANNIEME S AN KSR R RO B 2 A6 5 v 0 8 AR NG 38 PVl = 2 S M IR AR TN 0B R
FAERERDN o VR DALt T 55 1. ARG, BEAE S kR R s .

2) HANNBEHESHEE SR AR 2 B8R T ##, s B R AR 2 A TN ECE FEE L AR BRI
PEA o TEAERBERDN /N LRHREAS LU 1A 7= B S SRR A 25 FEHE SR RO R I SR . duth, BRBE R
Bt B 2 AR . BRI S N AR T R, RHRBE WK, WA B, BN
JURZ g5 B B LRI . e e v] DAL 6 17] H % 4 BEYE 5 (Department Activity Analysis), 5% %3112 H
WE RN, SA TRV E B B2 e U7 s AR, iR iPAD BEAT R B B
Wik BEFM, DR QR code (Z4ERD) 775, FE LB RIS/ LRFZ B S . 34T/ LRI
Z AR DHEE, DARTHERE S R, B R AN R AR R R L

E&UH
I AR T B A SO 2R R E

SE K
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