OO0KanoU D OOOOOODOOOOOOLDOOOOOOO
goougon

E-mail: 366131@mail.dyu.edu.tw

00
0000000000000 0000000000000000000000000000000000000000
0000000000000 000000000000000000000000C0KaneO00000000000O
O (Quality Function Deployment, QFD)0 D 0 00000000 ODO00 0000000000000 000000000
0000000000000 000000000000001100000080000003000000040000
0000000000000 0000000000000000000000000000000000000000
0000000000000 0000000000000000000000000000000000000000
0000000000000 00000000000000000000000000000

000 :KanoUODOODOODOOOODOODOOODOOO
(HRN

00000000000 iaibgob0oivOoOvoDOvidoODOviiiO0OO xO0OODOOO 100000001000 O
o0 4000 00006000 0DO0ODUOSGSUIUD OUDOOYTODDDODOODYUDOU DODDODUODOO OO
0000011000 KanoOOODO 16000 000000 23000 O0OKanoOOOQQFDOODOOO 2600000
000000 b0o0o0obobOo 2828000 00000029000 0000000 BO0ODODODOOO3BOOO OO
oo00oobo0obo 33800000000 420000000000 42000Kanc0000O0O00O0O0O0OOO 470000
OKanoU O OOOOODOOOOe6OODOODOOOOO 7200000 72000000000 w0OO0ODO wOOODOO
O 84

gogno

goooooOoOogEI)oooooggggggooggo-ooo oooooooooooooooOooODoOoOoOoO OO
goloOobOODOOOoOOOOOOOODOOD-0 0000000000000 0000000o0oooo ooooooo OO
go@eoooooooOooOoooo0o0oO0DoOD0OD0DO 000g@euoooooooooooooooooooo oo
O000RI4UIUODOKano OO ODOOOODOOOOOOODOOOOOOOUOODOOUOLDOUUDUOLOODLUOUUODUUOLOBLO O
O0RoOOOKanoODOOODOODOOOOOOOOOODOOODOO2042~500 ODO0OO0DO0O0ORDOODOODOOOOD
00000000 0000003033400 000 DODOODODOODODODODODOODOOODOOODOOOODDODOODOOOO
00000000000 O000DOO00O0oO0oOooODoOMee D booooooo oooooobL" oooooOoooo Do
oo DO CO00DOO0UIDOO0O00—DO000O0OO0 OO COO0O0DDOOOI0 OO bObObOOeooooooooo
000000 0000000000 00D@EI)ODOO00DOOo00oOD OO0 DObO0o0obOOoOobz208OODO0O0DOOO
0000000000 DO7Q2001-150 Do) OoOoooOoO0obO0o0OooOOoOoooDoO0oobOD obooooDbbOooDooog
000000 OCO000O0OO000DOO00OCOO0OoDOoOoOoDoEIYDODOOODDOO0ODooOO00oDo0oobDoOoOnoD O5(2)
043480 DOOO0ODOOOODOCOOOODO2MO0@4) 0000 DOD” DOo0DDOoOoOooooO0oD” oooooOooo21(v)d3s-41
OO0000" 00" 0001401470 D0D@o04) DO ODOO0ODDOO0OODOOO-ODKanoO OO ODODOOOOOOOODODOOODO
0000000000 DOO0O0O0O000CO0O0OooEIDOKancO OO ODOODODOOODDOOODODODODOOODDOOUOOOOOO
0000000000000 0C00D000000 000D OCOQFDOKanocOOOIPAOODOODODODOODDOODOOOOO
OO0000O0000o0o00DO 0Doo0o0OooEoDbOoo0ooo0ooo0o0ooooo0oo0obooo0ooooDooooog
go0oOoOOoOOOOCOOOCOOCOOOO000EOMI)IOOKancOOOKano OOOOOCOOOOODOODOO-0O0OODODOO
gooooOoOoOoOoOoOOOOOOOOOOOOOOOOO0OORIYUOIDOIODOODOOOOUOOOOOOOODOOOOBOODO
gooooOoOoOoOoOoOOOOOOOOOOOOOOO0O0O0(RIQUOIODOODOOOOOOOOUOOOOOOOODOOOBODO
OO00OO00OOOOOOOOO0O0OOEIODooooooooooooIMCOOOoooooooOOoD 00000ooooooog
gooOoOoOoOoOoOOOOOOOOOO0OO0O0O0ORYUUOODOODOOOOOO0OOOOUO0UOUOUOOOOOOOOOOO
OO00O0OC0OOO0OO0OO0O0OO0O00O0ERIUOIODODO000U000U00OU00oo ORI DDOO:oooooooo
O0:. 0000000000090 190 00 0000000000000 DO0O000DO OO0 OO ODODOOODDOO



0000000000 00000000 0D00D00D00D00D00D00D0 O0O0O0O0O0OO (e OOOOUOOOoUOOg
O0000:KanoOOODOODODODOODODODODO204)0280 DOCOOCOOCOERON)DOOKanoOOOOOOOOOODOODOODOODOOO
007202232570 JO00(00) 0000000000000 O0O00O0O00OO00OO0O0O0OUOUUDUODODUDOLODOODOOOODOOO
Akao, Y. (1997). “ QFD: past, present and future,” Proceedings of the 3rd International Symposium on Quality Function Deployment, 19-29.
Behara, R. S., & Chase, R. B. (1993). Service quality deployment: Quality service by design.In R. V. Sarin (Ed), Persectives in Operations
Management: Essays in Honor of Elwood S. Buffa, 87-101. Norwell, MA: Kluwer Academic Publishers. Berry, L. & Parasuraman, A. (1991).
Marketing Service: Carpeting through Service. NY: The Free Press. Bolton, R. N. & Drew, J. H. (1991). A Multistage Model of Customers'
Assessments of Service Quality and Value, Journal of Consumer Research,17(4), 375-384. Bossert, J. L.(1990). “ Quality Function Depolyment, A
Practitioner’ s Approach” , ASQC Quiality Press,5-6. Carman, J. M. & Kenneth,P. (1973). Marketing Principles and Methods, Richard D.Irwin
Inc, 7th ed,200-206. Chan, L. K. & Wu, M. L. (2002-2003). “ Quality function deployment: a comprehensive review of its concepts and methods,
" Quality Engineering,15 (1), 23-35. Conti, T. (1989). “ Process Management and Quality Function Deployment” , Quality Progress, 22(12),
45-48. Gronroos. (1982). A applied service marketing theory. European journal of. Marketing, 16,36. Dabholkar, P. A., Thorpe, D. 1., & Rentz, J.
0. (1996). A Measure of Service Quality for Retail Stores, Journal of the Academy of Marketing Science,24(1), 3-16. Deming, W. E. (1982).
Quality Productivityand Competitive Position. Cambridge, MA: MIT Center for Advanced Engineering Study. Fitzsimmons, J. A., & Fitzsimmons,
M. J. (2004). Service Management: Operations,Strategy, and Information Technology (4th Ed.). New York: McGraw-Hill. Garvin, D. A. (1984).
What does product quality really mean . Sloan management Review, 26(1), 25-43. Ghobadian, A., & Terry, A. J. (1995). How alitalia improves
service quality through quality function deployment. Managing Service Quality, 5(5), 25-30. Hauser, J. R., & Clausing, D. (1988). The House of
Quality. Harvard Business Revievw, 5, 63-73. Herzberg. P., B. Mausner, & B. B. Snyderman (1959). The Motivation to Work, New York: Wiley.
Jane, A. C. & Dominguez, S. M. (2003). Citizens’ Role in Health Services: Satisfaction Behavior: Kano’ s Model, Quality Management in
Health Care,12(1), 64-80. Kano, N. N., Seraku, F. Takahashi, & S. Tsuji. (1984). “ Attractive quality and must-be quality,” Hinshitsu (Quality,
The Journal of the Japanese Society for Quality Control), 14 (2), 39-48. Kotler, P. (1996). Marketing Management : An Asian Perspective, Prentice
Hall, Inc, 1th ed. Kurt, Matzler & Hans H. Hinterhuber. (1998). “ How to make product development projects more successful by integrating
Kano’ s model of customer satisfaction into quality function deployment” , Technovation, 18(1), 25-38. Levitt, T. (1972). Production-line
Approach to Service. Harvard Business Review,50(4), 41-52. Matzler, K. & Hinterhuber H. H. (1998). How to Make Product Development
Projects More Successful by Intergrating and of Customer Satisfaction intoQuality Function Deployment, Technovation, 118(1), 25-38. Matzler, K.
& Hinterhuber H. H. (2004). Employee Satisfaction: Does Kano's Model Apply? Total Quality Management and Business Excellence,15(9/10),
1179-1198. Moores, B. M. (2006). “ Radiation safety management in health care — theapplication of quality function deployment,”

Radiography, 12, 291-304. Nunnally, J. C. (1978). Psychometric Theory, McGraw-Hill, New York. Parasuraman, A., Zeithaml, V. A., & Berry, L.
L. (1985). “ A Conceptual Model of Service Quality and Its Implications for Future Research.” Journal of Marketing, 49, 41-50. Parasuraman,
A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL.: A Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality, Journal
of Retailing, 64(1), 12-40. Sasser, E. W., Olsen, P. R. & Wyckoff, D. D. (1978). Management of Service Operation. NY: Allyn and Bacon.
Schvaneveldt, S. J., Enkawa, T. & Miyakawa, M. (1991). Consumer EvaluationPerspectives of Service Quality: Evaluation Factors and Two-way
Model of Quality, Total Quality Management, 2(2), 149-161. Tan, K. C. & Pawitra, T. A. (2001). Integrating SERVQUAL and Kano’ s
Modelinto QFD for Service Excellence Development, Managing Service Quality,11(6), 418-430. Tan, K. C. & Shen, X. X. (2000). “ Integrating
Kano’ s model in the planning matrix of quality function deployment” , Total Quality Management, VVol.11, No0.8,1141-1151. Tontini, G. (2007).
“ Integrating the Kano model and QFD for designing newproducts,” Total Quality Management & Business Excellence, 18 (6), 599-612.
Vasilash, G. S. (1995). Attractive Quality: Getting It Can Help, Production, 107(1),64-65. Wasserman, G. S. (1993). On how to prioritize design
requirements during the QFD planning process, I1E Transactions, 25, 59-65.



