O0KanoO OO OOOOOoOoOooDoooooooobooo.onooooog =
Applying Kano's Two-Dimensional quality ....

gobogood,bgd

E-mail: 9806140@mail.dyu.edu.tw

g
gbooobgoobooboobobooboobooboooobooboobooboboboboobooboobobo
gooobooboobobobooboobooobooooboobooboobobbobooboobooboobo
god
gboooboobobobobio0bDKanoODOoOooooooobo0oboobobo0obo0obU0o0bdKanod O
goooboobobbooboobooboobooboooboobo
U0o00b00OKanoOODOOOODOOODOOOOODOODL3OoobOoobobob20000b0009%m0b0O00Dgd
020 0000000000KanocO OO OO0OOO0DOOOO0OO0ODO30oboooobooobyboobobooosgnog
goooosboobooboobo4o0oboobopoz2000oboobgon
gooobooboboboboobooobooboobobooob0ooboobobobobooboobooboboo
goooboobobobobooboobooboboooboobuooboboooboobOon

o :KanoOODDOUOOOOOoOOOooooooo
EEN

ooono

ood
doodooooooooooada i
good iv

ABSTRACT v

a0 vi

aad vi

ooox

goo xi

gooogl

1100000001

120000 3

130000 4

ooobogoonD e
21000000 6
211000000000000 6
212000000000 7
2130000000000000 9
22Kano0 00O ODO0O 10
221Kano0 000000 11
222Kano0 00 0000?14
2230000000000000 16
23000000 21
231000000000 21
232000000000 23
233000000 24
234000000000000O0 27
2400000 31



250000 32
2510000 32
2520000 33

2530 00000000O0DO 34
oooooobooog 37
310000 37

320000 38

330000 39
3310000 40
340000 41
341000000 41
342000000 41
3500000 42
oboobgoob 46
410000 46
41100000 46
4120000 49
4130000 49
414KanoOOOOODO 50
4150000000 55
4160000000000 58
42000000 63
421000000 63
4300000000 65
431000000000 65
432000000000 67
43300000000000 69
44000071
4410000000000 72
goobogobg el
510000 81
52000000 85

goog 86

oo 9%

ood

011g0ogogs
O21KanoOOOOOODO 12
O22Kanoc000000O00O0ODOOOO 14
02300000000b000bOD 22
O24Bossert OO ODOO0OOO 25
g250000000b00o00ag 27
0310000o4ag 37

032000000 42

god
0210000000°0(@)15
0220000000°0(0C)16
230 00000000(0)16
g3.10oogobgoobgooo 38
0320?2000 42
041000000000 48
0420?00 49



043 KanoOD OO OODO 52
O44KanoODOOOOODOOODOO 54

o450 0000000O0O00O00DOO0O 57
O4600000000 58
04700000000 59
04800000000 59
04900000000 60
g4i100030000000000 60
04110031500 00000000 61
041200s51000000000 61
04130030 0o00oognog ez
04140031500 00000000 62
04150051000000000 63
0416000000000 64
04170000000000000000O00O0DO0 66
04180 0000000000000 68
4100 0000000000000 00DOO00OO0O 70
4200000 71

04210 0000000000000 0O00DO0O 73
0422000000000 74
0423000000000(@)75
0424000000000(@)76
0425000000000(@)77

04260 00000000(@)78
0427000000000@E)79

gogo

0000100 0000000 00@eoooooooooo2000000O0O@es 00000 noooooooooos.no
ooo?2mooO0000000000@03)DODOOOOOOOMO000000000OONOS4O O245-251004.00 0(1997)
OO00OO0O0OO0O0O0OOO0OOOOOOOOOOOOOOOOOS000ORY)I 00000000000 DO0eOOO@IYEOOOO
gOoO0O0O0O0OO0OO011o0106-1000 07000003000 0000000000000 000000000000000O00O
OOo0O0OOoOoOoOOOOOOs00oooOoOEIUObIDODoooooooooooogeog@ooss4o009.00

g@oqoOODOODOODOODOOOOODODODOODODODOODOOOODOODOODOOOODOODOODOOOODOOOODOOOOOOOO

glo0ooobo@ee)yooooooo0oooooooooobonnoogEeDbOooobooooboooooooooDooooo
oo0ooOo0ooooOooO0o0oDbobOOoOobo0oOol20bOoE3 OO0 oOoOoooDbo0obDooooDOoOooDoboOoO
oooooOo0ooooROoOoOoEO)yoooooooboo0ooooooobDo0oooooooDoo0obooooDoOOoooDoOoOg
00001400000 eeo)D00D0CO0O0O0OOO0ODOO020012000MO000D0000MO0O001-1080015.00

OO KanoO O OOODOODOOODOOOODOOOODOOOODDOOOOODDOOODOOOOe. 00099 D0OO0O0ODODO
OO000: 00000000 00DODO000C0O0.0000DOO00223-237017.000000M 0000000001984 000?01
0000000000 O00DOO0O0bO219)0033410018 00000 OO OCOODOOOOOODOO0OODOODOOODDOOODOOOO
0000000000 00DOO00b00O000DObO00DOOOoOoOoooOoOgEONDOobDbo0oboo0oooboooooog
0000000000 00DO0O000014400405-4210020.0000000R00700Kanc0 0000D0C0OO0OOOOODOO
O00000000004370046-530 0210000000007V OKano0 00000 O0ODODOO0ODOOOOODOODOOA43(100

059-640022000@00)UDODOOOODOOO0ODDOOOODODOOODDOOODOOOODDOOODDOOO23.000((2003) 000
0000000000000 00000000D0DO0000O000DOCO00DOO000DOD00DODO0000OD0O024.0000(1993)0
OO0OOCOOOOOOOCOOOOCOCOOOOOOOO29b)0bO27-330025.00000?0 0050 000000000000O00O0O
OO00OO0OO0OOO0OOOMmobOM?M24008s3-1080 02600003 ooooooooooooooooOOooOoDoDOoOo
gooooooOoOoOoOOOOOOOOOOOOOOOOOOOOO27000RUUDOOOOOOOOOOOOOOOBDODO
go0oOoOoOoOoOoOOOOOOOOOOOOOOOOOOOOOOOOOO20 0000000000060 0KancCOCOOO0O
OO00OO0OOOOCOOCOOOOCOOCOOOOOOOOOD4290062-680020.000(2008) 00 0Kano0 0000 0O0O0OOO0O
OO00OO0OOoOoOoOoOoOoOoooOooi)ooseel0Os0.00dRIOUODODDDODOODOOUDOOODODODOOUUOLOOLO
O0000O00ooO0oO0o0DobOOooos3a1oogEoo)OKancD OO OOODOOOODOOODDOOOOODOOODOODOODDOO



000030000000 0000000000000000D00O00DOOO0O0ODOOO0ODOO0OOOOO0ODODODO0OOOOO
000003B 0004 OKanocO OO D OOODOO0ODOO0DODOOOO0ODOO0OODOOODODOODO0ODOO00ooooooDog
O00000000000034.0003)DC0000O000000000:0000003.000(@o06) 0000000000000
0000000000 0KanoOOOOOOOOOO0OO0OOO0ODDOO0OO0OD0OO0OO0ODOOOO03.000@OODODOO0ODOO0OO0ODOOO
g0000O00oO0OO0OO0O0O0O0O0O0OO0OO0O0O0OO0OO0OO0OOOOOODOOOODODOOODOZ2M0O086-1070037.000(2003) U0 0QFDOO OO
000000000000 0000000000ooD000oooooons3s.0o0oR)O0O0oo0oonooooooooooog
O00000000O0O00O0O0OD0O0O0O0ODOOOODOODODOO3.D00ERUUIDDDDDUDDUD0DUD0DODODDDODO
O0000000o0o0o00ooooooooooog4.000r@o0)I 00000000 o0oooooooooooooooog
0000000000000 0ODODO0O0ODO0ODO0ODDODODOD41QCUIIIOIOIOOYUIIDQCODDD(UuO)ImDOoCcOOn
00000084-1040 000 00O 1.Asai, K. (1995), “ Fuzzy System for Management” , Ohmsha Books Ltd, pp.49-54.2.Bossert, J. L. (1991),

“ Quality Function Deployment-A Practitioner’ s Approach” , ASQC Quality Press Inc., New York.3.Bosc, P., Lietard, L. and Pivert, O. (2003),
“ Sugeno fuzzy integral as a basis for the interpretation of flexible queries involving monotonic aggregates” , Information Processing and
Management, 39(2), pp.287-306.4.Cuieford, J. P. (1965), “* Fundamental Statistics in Psychology and Education” , New York:
McGraw-Hill.5.Carey, R. G. and Seibert, J. H. (1993), “ A Patient surrey system to measure quality improvement questionnaire reliability and
validity” , Medical Care, 31(9), pp.834-845.6.Carvin, D. A. (1984), “ What Does Product Really Mean?” , Sloan Management Review, 26(1),
pp.25-43.7.Conti, T. (1989), “ Process Management and Quality Function Deployment” , Quality Progress, 22(12), pp.45-48.8.Costa, A. I. A,
Dekker, M. and Jongen, W. M. F. (2000), “ Quality function deployment in the food industry: a review” , Trends in Food Science & Technology,
11(9-10), pp.306-314.9.Chen, T. Y., Chang, H. L. and Tzeng, G. H. (2002), “ Using fuzzy measures and habitual domains to analyze the public
attitude and apply to the gas taxi policy,” European Journal of Operational Research, 137, pp.145— 161.10.Chiou, H. K. and Tzeng, G. H.
(2002), “ Fuzzy multiple-criteria decision-making approach for industrial green engineering,” Environmental Management, 30(6), pp.816

— 830.11.Chou, S. M. (2004), “ Evaluating the service quality of undergraduate nursing education in Taiwan — using quality function deployment
", Nurse Education Today, 24(4), pp.310-318.12.Chang, C. L. (2006), “ Application of quality function deployment launches to enhancing
nursing home service quality” , Total Quality Management and Business Excellence, (17), pp.287-302.13.Chen, L. H. and Weng, M. C. (2006),

“ An evaluation approach to engineering design in QFD processes using fuzzy goal programming models” , European Journal of Operational
Research, 172(1), pp.230-248.14.Denton, D. K. (1994), “ Designing in customer satisfaction: key to competitiveness” , Industrial Management,
36, pp.8-21.15.Donald, S. E. and Mark, K. K. (1998), “ Delighting the customer: Qualiry function deployment for quality service design” , Total
Quality Management, 9(4-5), pp.86-91.16.Dikmen, |, Birgonul, M. T. and Kiziltas, S. (2005), “ Strategic use of quality function deployment
(QFD) in the construction industry,” Building and Environment, 40(2), pp.245-255.17.Gaskell, G. (2000), “ Individual and Group Interviewing
", Qualitative researching with text,image,and sound: a practical handbook, Sage, pp.38-56.18.Gonzalez, M. E., Quesada, G., Picado, F. and
Eckelman, C. A. (2004), “ Customer satisfaction using QFD: an e-banking case” , Managing Service Quality, 14(4), p.317.19.Hyde, P. C. (1986),
“ Setting Standards in Health Care” , Quality Assurance, 12, pp.57-59.20.Herzberg, F. (1987), “ One More Time: How do You Motivate
Emploteest] ” , Harvard Business Review, pp.109-120.21.Havser, J. R. and Clausing, D. (1988), “* The House of Quality” , Harvard Business
Review.22.1shii, K. and Sugeno, M. (1985), “ A model of human evaluation process using fuzzy measure,” International Journal of Man-Machine
Studies, 22(1), pp.19-38.23.Juran, J. M. (1986), “ A Universal Approach to Managing for Quality” , Quality Progress, pp. 19-24.24.Juran, J. M.
(1988), “ Juran on Planning for quality” , Free press.25.Lynch, R. L. and Cross, F. K. (1991), “ Measure up yardsticks for continuous
improvement” , Massachusetts: Basil Blackwell, Inc..26.Lee, C., Liu, L. C. and Tzeng, G. H. (2000), “ Hierarchical fuzzy integral evaluation
approach for vocational education performance: case of junior colleges in Taiwan” , International Journal of Fuzzy Systems, 3(3),
pp.476-485.27.Matzler, K. and Hinterhuber, H. H. (1998), “* How to make product development projects more successful by integrating Kano’ s
model of customer satisfaction into quality function deployment” , Technovation, 18(1), pp.25-38.28.Parasuraman, A., Zeithaml, V. A. and Berry,
L. L. (1985), “ A conceptual model of service quality and its implications for future research” , Journal of Marketing, 49(4), 41-50.29.Pun, K. F.,
Chin, K. S. and Lau, H. (2000), “ A QFD hoshin approach for service quality deployment: a case study” , Managing Service Quality, 10(3),
p.156.30.Patricia, M., Alejandra, M., Miguel, L. and Olivia M. (2007), “ A hybrid modular neural network architecture with fuzzy Sugeno
integration for time series forecasting” , Applied Soft Computing, 7(4), pp.1217-1226.31.Rao, K. D., Peters, D. H. and Bandeen, R. K. (2006),

“ Towards patient-centered health services in Indiall a scale to measure patient perceptions of quality” , International Journal for Quality in
Health Care, 18(6), pp.414-421.32.Sugeno, M. (1974), “ Theory of Fuzzy Integrals and Its Applications.Unpublished Doctoral Dissertation” ,
Tokyo Institute of Technology.33.Swan, J. E., and Combs, L. J. (1976), “ Product Performance and Computer Satisfaction: A New Concept,
Journal of Marketing” , 40, pp.25-33.34.Sullivan, L. P. (1988), “ Policy Management Through Quality Function Deployment” , Quality Progress,
21(6), pp.18-20.35.Schvaneveldt, S., Takao, E. J. and Masami, M. (1991), “ Consumer Evaluation Perspective of Service Quality: Evaluation
Factors and Two-Way Model of Quality” , Total Quality Management, 2(3), pp.149-161.36.Shoshanna, S., Christine, C., Elizabeth, G., Elizabeth,
H. and Jenny, C. (2005), “ What do consumers want to know about the quality of care in hospital” , Health Services Research, 40(6),
pp.2018-2036.37.Tan, K. C. and Pawitra, T. A. (2001), “ Integrating SERVQUAL and Kano’ s model into QFD for service excellence
development” , Managing Service Quality, 11(6), p.418.38.Tontini, G. (2000), “ Identification of customer attractive and must-be requirements
using a modified Kano’ s method: Guidelines and case study” , ASQ’ s 54th Annual Quality Congress Proceedings, p.728.39.Tan, K. C. and



Pawitra, T. A. (2001), “ Integrating SERVQUAL and Kano’ s model into QFD for service excellence develope” , Managing Service Quality,
pp.418-430.40.Utne, 1. B. (2008), “ Improving the environmental performance of the fishing fleet by use of Quality Function Deployment (QFD)
", Journal of Cleaner Production, 17(8), pp.724-731.41.Westaway, M. S., Rheeder, P., VanZyl, D. G. and Seager, J. R. (2003), “ Interpersonal
and organizational dimensions of patient satisfaction: the moderating effects of health status” , International Journal for Quality in Health Care,
15(4), pp.337-344.42. Wurjaningrum, F. (2008), “ Design of Education Service Quality Improvement of Airlangga University by Applying Quality
Function Deployment (QFD) Model” , Service Systems and Service Management, pp.1-6.43.Yang, C. C. (2005), “* The Refined Kano’ s Model
and its Application” , Total Quality Management and Business Excellence, 16(10), pp.1127-1137.44.Yan, W., Chen, C. H., Chang, D. and
Chong, Y. T. (2009), “ A stakeholder-oriented innovative product conceptualization strategy based on fuzzy integrals” , Advanced Engineering
Informatics, 23(2), pp.201-209.45.Zhang, P. and Von Dran, G. (2002), “ User Expectations and Rankings of Quality Factors in Different Web Site
Domains” , International Journal of Electronic Commerce, 6(2), pp.9-33.0?0°1. 00000000 00O (2008000
http://www.moi.gov.tw/stat/0 2. 0 0 0O 0O O 0 (2008)0 O O http://sowf.moi.gov.tw/stat/sex/listhtmd 3. 0 0 O O O O (2008)0 O O
http://210.69.121.6/gnweb/Indicator/indicator.aspx?menu=30



