
Applying Kano’s Two-Dimensional Quality Model and Quality Function Deployment in
Hospital Service Quality－A Case Study

黃尚民、葉子明 ; 黃開義

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

ABSTRACT

With improved living standard, the public demand for medical knowledge has increased. Also due to advancement in medical

technology, patients tend to pay attention to their health, thus their medical needs and expectations are also increasing. They believe

that good hospitals should have professional skills, as well as good devices and environments, in order to be considered reliable.

This study is based on questionnaire survey. First, the critical quality items are categorized by Kano’s Two-Dimension Quality

Model, and Kano is redefined based on the average weight of importance. Then, the order of improvement is obtained by Quality

Function Deployment and Fuzzy Integral Method.

The results suggest that after the quality classification by Kano’s Two-Dimension Quality Model, there are 3 items of

one-dimensional quality, 12 items of Must-be quality, 9 items of attractive quality and 2 items of indifferent quality. The modified

result based on the redefinition of Kano shows that there are 3 items of high value-added quality, 7 items of critical quality, 5 items

of demand quality, 5 items of high attractive quality, 4 items of low attractive quality and 2 items of care-free quality.

Finally, according to the calculation based on Quality Function Deployment and Fuzzy Integral Method, the improvement order of

the techniques in the hospitals is below: “employee educational training”, “safety of hospital design”, “convenience of hospital

”, “friendly service”, “device maintenance” and “professional medical devices”.
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