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ABSTRACT

ISO 9000 series standard have already been a tendency of world, as well is the product of the essential condition to enter the market

of Euro. Up to 2000, more than 150 nations adopt the ISO 9000 conduct and actions of series the application that identify is

standard; Exceed 460,000 of business enterprises or buildups, and pass the third party to identify the identification of the

organization. In 1992, Ministry of National Defense ordered CSIST, CLC to start pushing the ISO 9000 into and promote, and

enhance the system of production repair and maintenance, and promote the quality, and make the facilities of hardware of the every

form material of weapon is by the quality manage to be used as, and the developping should have its effect. This research is

regarding certain factory of repair and maintenance of navy as the research individual cases, be used as the idea the research the

structure with the " PZB modle of service quality perception margin", and refer to the quality management eight principles and BSC

measure the index sign, and construct the suitable form of this research, and visit the management and employee of the individual

cases. Analyze the quality to measure with the factor an and main factor, and method that refer to the " Kano 2D of qualities modle

", the customer of is to the latent viewpoint that the quality want face, and continuously be used as the quality the research of

reference improving to pan out the manifestation with the " the customer be satisfied with the coefficient analysis": 1. the right

professional of customer maintain the of pay attention to far higher than attitude of repair and maintenance personnel and active of

type service . 2. the stratum of management and employee of the individual cases of research is right in writing of procedure of pay

attention to the degree higher, the whole take part in a time it. 3. through the important degree- approval of customer analysis

comparison, big and part of qualities want? quality of repair and maintenance service that show research individual cases still contain

ameliorative space that promote. 4. the quality that repair and maintenance service want an item" quality of charm" that at most did

not appear with the " certainly quality" to have the result of encourage to approval of customer. Key Words : ISO 9000 quality

management system, PZB model, Kano model
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