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The solution of the relationship structure between service quality and customer
satisfaction in medical business
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The propose of this research is to analyze the relationship between service
quality (core service and surface service) and customer satisfaction. The research about the core
service and surface service on the outpatient was conducted by 7times for 5 years at civil hospital.

The result is that the surface factor is positively related to the outpatient. Furthermore, the
number of significant variables on surface factor is more than that of core factor in the research
on the outpatient. According to “ Shimaguchi & Kano model (1984)” , the surface factor is regarded

as the attractive factor for example the treaty and facility. This empirical research testifies
that the more fulfillments the surface factor is, the higher the satisfaction is.
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