(@) o4 #32%HE VL8, No.2, 2012 % 43-61 7

Bt Kano #5535 & IPA B8 KEEE P RB ST 2]
1 KF 27 % 6
Applying Kano Model and Importance-Performance Analysis into Internal Service
Quiality of Ocean Freight Forwarder : A Case Study of KF Company

LB IR’

(Received: Mar. 16, 2012 ; First Revision: Jun. 11, 2012 ; Accepted: Jun. 22, 2012 )

B2
A2 I EBERIEEEBFXLHE %M‘“L”, .a“t B2 ,Epj;ijz»w%‘rmp,zfr:r.
BoREEE D LABRE S 8 Wﬁv}fié\ﬁﬁ T HEF TR IR R

Fm BR Rt MY RIRELE }}i/\a";k (2012) ™ SERVQUAL ﬂ AN EER
WHerd xiPpa LA P32 RB3# a0 2ZFEA 35 > &+ IPA(Important-Performance
Analysis) &~ 17 £ £ fe & 2% LARR Ap i # R R B % 5 A#H 0 B 6 Kano - M F
ORI HEIRRE TR ER I G0 B 1 hf R e ¥ ﬁ’ﬁ; oAU 2w
JRA® S e L £ 8 (R ¥ K ﬂ - RE G e IRPRIE S A S 4 s bt’ﬁ, |37 % B 1
RARREF o & HAF PRI H G e E o W4 D P g ¥ ok

P 4:e @ Kano #53% ~ IPA ~ P 3RPRGR & ~ /3 8 RKPnF i ¥

Abstract

This study took the Ocean Freight Forwarder, KF Company, as an object to discuss the
employee’s view and appraisal on the how to handle each service item. To identify the
direction of the employee’s demand and the degree of the satisfactory by establishing agenda
and free opinion filling. This study based on the results of Chang and Liao (2012) that took
the SERVQUAL as the construction of questionnaire to proposed 29 questions with the basic
characters and functions of the ocean freight forwarder be investigated by IPA
(Important-Performance Analysis) to understanding the employees’ satisfaction from the
illustrated company. In order to find out the key point service quality, we used Kano model to
classify key improvement of internal service quality which can clearly understand the
employee’s demand and enhances their satisfaction degree to promote the external service
quality and increase the organization’s performance.
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