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Development of Service Quality Model and Measurement System based on Knowledge
in the Service Field
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The nursing care services are expected to evaluate not only from the view
point of time use but from service quality. However, traditional evaluation of service quality has
not been based on engineering methods. Therefore, this study was undertaken to model the service
quality and to develop a service quality measurement system. Then, we found that meal assist service

included 43 service quality factors classified into Fundamental Quality (FQ) and Experiential
Quality (EQ) through the employees’ attitude survey using interviews and questionnaires. The
proposed model was evaluated through surveys in nursing care facilities and long-term measurement in
a service field. In addition, we developed the service quality measurement system running on i0OS to
easily measure and visualize the service quality.
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