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ABSTRACT

Since the implementation of the National Health Insurance in 1995, the general public has demanded a higher standard on medical

care, thus health care facilities have been committed to enhancing the quality of medical service in order to improve operational

performance. With the fierce competition among Chinese medical clinics and the limitation of cost control posed by the Global

Budgeting of National Health Insurance, the impact on managing clinics have been tremendous. The aim of this study is to explore

Chinese medical clinic’s service quality attributes, which classifies the service qualities into must-be quality, one-dimensional

quality, indifferent quality, attraction quality and reverse quality, using Kano’s Two-Dimension Model. Whether different

demographic variables attribute to how service qualities are classified with significant difference is also investigated. Then the data is

analyzed according to quality improvement indicators to find the areas that Chinese medicine clinics can improve to enhance

patients’ satisfactions and decrease their dissatisfactions. The results show that among 28 important medical service quality items,

three are classified as attraction qualities, four as one-dimensional qualities, eight as must-be qualities, thirteen as indifferent qualities

and no reverse quality is found. Moreover, different demographic variables also perceive Chinese medical clinics’ service quality

attributes differently.
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