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TPLAF R D IPGA #5538 » fRiAa ARt > 2 b Bﬁwr;?f 4 eI, R FRak
fgofkm »iTERIBFTE- HBFRDBPETEREZFEBLAF2Z - afF
(Anderson & Mittal, 2000; Lofgren & Witell, 2008) » F 2t 4p B A7 3 $54% 4132 JRAY & 8
AR pr RS FTAZER M (e.g. Chen & Chuang, 2008; Zielke, 2008) -
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¥ (outcome quality) ¥ = 4% ;@ Lai, etal. (2009)+ H 7= @ $F 4RI+ & F oL i B
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# 1. Descriptive statistics and VGA results of service quality practices

Mean (Deviation)

Dimensions - - - VG score (severity)
Satisfaction Expectation
T1 493 (1.05) 590 (1.10)
T2 4.63 (1.01) 534 (1.12)
Tangible T3 495 (1.25) 598 (1.03) -0.0384
T4 520 (1.12) 578 (1.09)
T5 485 (1.10) 561 (1.14)
REL1 488 (1.34) 6.58 (0.71)
REL2 493 (1.32) 6.58 (0.69)
Reliability REL3 510 (1.17) 6.36 (0.80) -0.3069***
REL4 488 (1.20) 6.53 (0.78)
REL5 4.66 (1.15) 6.34 (0.87)
RES1 488 (1.23) 6.35 (0.82)
. RES2 483 (1.19) 6.46 (0.78)
Responsiveness 0.6298***
RES3 498 (1.23) 6.45 (0.81)
RES4 461 (1.32) 6.43 (0.80)
ASS1 491 (1.13) 6.37 (0.80)
Assurance -0.0870*
ASS? 4.98 (1.08) 6.24 (0.81)
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ASS3 517 (1.23) 6.42 (0.80)

ASS4 4.84 (1.18) 6.13 (0.88)
EMP1 465 (1.11) 5.93 (0.98)
EMP2 472 (1.27) 6.14 (0.90)
Empathy EMP3 459 (1.23) 6.17 (0.96) 0.1227*
EMP4 449 (1.29) 6.18 (0.97)
EMP6 3.90 (1.54) 6.51 (0.87)
EMP5 4.78 (2.57) 6.19 (0.91)
. EMP7 5.06 (1.28) 6.35 (0.92)
Convenience -0.3508***
EMP8 467 (1.29) 6.26 (0.96)
EMP9 451 (1.36) 6.22 (0.88)
CAL1 4.74 (1.45) 6.57 (0.73)
Call quality CAL2 461 (1.54) 6.62 (0.71) -0.0700*
CAL3 465 (1.51) 6.65 (0.65)

Note: * p < 0.05; ** p < 0.01; *** p <0.001

Wipd LFEM - 232 F 1% @@ apa SR (BPNN)» 22 = Fraader F A1
PRIEER = BHfe i § F oS LR S R MEMRTRELA S %ﬂ%&ﬂf
PUNEHSIE B2 80%H A S VMRER A T 20%2 R A SRR A o A TR T2
R =k Bick F 5 25000 Epochs g MSE & <>+ 0.001.

d % 1 ¥ 5> ‘Reliability (VG =0.3069),” ‘Assurance (VG = 0.0870),” ‘Convenience
(VG =0.3508),” and ‘Call quality (VG =0.0700)’ 3235 f B Eq ¥ B 9 27 G
%E%Wﬁ%?%ﬁ%éﬁ%ﬁ?’Pwﬁié%ﬁ@ﬁ%gﬁgﬁﬁao

BEF I FHEFLH T Ew e BiEg 2 0cd F(IR scondrd 2 41t o @
d & 475 % 7 (¥ Reliability (IR =1.9753)> Assurance (IR =1.6725) -Call quality (IR =
0.8500)+ W - A& ¥+ 5 @ Convenience (IR = 1.1114)+ fzﬁ?é\ﬁi WA F]F oo
4 2. Results of factor classification and improvement rate

%

CS as the dependent variable ~ Moderated effect

Dimensions IR score
B, B, (R changed)
Service quality
Reliability 0.692*** -0.053 [P] 0.000 1.9753
Assurance 0.602*** 0.035 [P] 0.000 1.6725
Convenience 0.345* 0.253 [E] 0.007* 1.1114
Call quality 0.270* 0.189 [P] 0.003 0.8500

Note: * p < 0.05; ** p < 0.01; *** p <0.001
Rfgmifgk  Ardg g n?d EFRAFEREE FE ek AR A B4
«’ﬁd%iﬁi $% 0 Ay ?ﬁﬂﬂ%%ﬂﬁimgﬁm%$wg%faz



# 3. Recovery solutions identified by expert interview

Recovery solutions

(RS1) Training and education
(RS2) Adequate and continuous examination
(RS3) Application of information technology
(RS4) Supplier management — outsourcing
(RS5) Hardware
6. (RS6) Guarantee and guidance

BY o LA BT FoE P 2 pM > A7 7 1% DEMATEL
method i& {7 4 47 > (& pt ,:é%&rz< 4 5750 o Bt 0 AT I REE L BER (F
# SVP score) & 4R M it i L 5 (f§ #ESIR score):t B PR AF S F F1F 2t E 8§
(improvement opportunity » i & SIO score) » ¢ & % 4o B 2“7 o 2tk AT o
‘Reliability’, ‘Privacy’, and ‘Convenience’ 5 ¥ #% = Bf £ /% & & B Jf B AL L 2 pRIE
S B HG 0 2= 5 ‘Availability’, ‘Responsiveness’, and ‘Efficiency’#5 ° £ iﬁ" v L Be
HPRAS B AR A AR IR P 2 B i > % > 510 score F R TR F AL B (rfik)
7 3| & {& eni2 4 & (recovery score)- 4] 2 #7571 > information technology (RS3)-~training
and education (RS1)# supplier management/outsourcing (RS4) z_ i24p & 4 %] = 0.1043,
0.0980, and 0.0847 3 & B &Ecrig 4p g & o

o M w D oE

5.3 BBtk

JRIr a2 BB SR EF LR m;ﬁ\’ AR G ET R R
FE 0 Kano #53% ~ #F4 S iR A 470E ~ 4k o 5055 (VGAP Model)i SRR R R
(QFD) » 11 * #¥ R %45 4 Ef-lpﬁrviﬁngij/i CPRR AR A R PR EE R
ﬁﬁ%ﬁﬁ*?‘?ﬁ?%ﬁfﬁﬁ‘é#Wﬁ%iﬁﬁ%@ii@ﬁ,,ﬁ@wﬂ
i i;‘r‘%&ﬂﬁz}w%ﬁﬂr% 8 LUR;,}W%W@W Foeo ¥ by SHEMIFTH LT 7
Mo AFE Y B GATH Y E A TR #@ s LA PR N m;& 7 439 > kp
ENE2T 2R FR S L RRET S FRSIRS T A B URBS T34
AR A FAR VAR WA R F R FIRI ST A A FER G ROURIES T

Bod RO AT AT B IR A PRIESF 2 @ 0 Reliability » Assurance >
Call quality # Eﬁf‘ﬁ = - A& F ¥+ 5 @ Convenience ¥ ﬁp: R4 TS o ¥
Reliability +* % g€ 22 &% » H =t 52 Assurance » m B HMWFE K> @ » 11
information technology - training and education % supplier management/outsourcing % #
BEAEeniZ R ELHTIE P o ¥ b AR5 W & o Efficiency ~ System Availability 2
Responsiveness ¥ ﬁfﬁ‘éﬁéfwﬂ %]+ ; Contact % Privacy ¥ &ﬁéxﬁ" aFF o Hak 4 B
¥ & » Contact & " Privacy - @ A3 4p H g K> & » 12 performance appraisal % #
v FengsE K3 P o H =t 5 application of information technology % service guarantee
and guidance » J* $ % ¥ T 5 ¢ FF BIRBESTEEL 4T o
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% 4. Total direct-relation matrix from DEMATEL

Recovery solutions

Service failures

RS1 RS2 RS3 RS4 RS5 RS6 A B Cc D E F G H I

RS1 0.013  0.091 0.048  0.012 0.001 0131 0244 0199 0.011 0000 0.014 0.016 0.070 0.173 0.122

RS2 0.020 0.018 0.052  0.018 0.001 0.109 0.162 0.107 0017 0000 0.062 0.069 0019 0139 0.067

RS3 0.085  0.149 0.013  0.006 0.001 0.148  0.152 0.112 0.087 0000 0.099 0121 0073 0.102 0.084

RS RS4 0.057 0.119 0.018  0.004 0.001 0.094 0108 0132 0.023 0000 0.146 0.142 0.097 0.039  0.008
RS5 0.000 0.000 0.000 0.000 0.000 0000 0009 0.001 0000 0146 0.000 0.000 0.000 0.001 0.001

RS6 0.070  0.085 0.024  0.019 0.008 0.020  0.117 0.129 0.056 0.001 0.035 0.043 0.139 0.052 0.045

Reliability (A) 0.000 0.000 0.000 0.000 0.000 0000 0051 0176 0.000 0.000 0.000 0.000 0000 0.115 0.099

Assurance (B) 0.000 0.000 0.000 0.000 0.000 0.000 0.189 0.037 0.000 0.000 0.000 0.000 0.000 0.144  0.033

SQ-SF Convenience (C) 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000
Call quality (D) 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000

Efficiency (E) 0.000 0.000 0.000 0.000 0.000 0.000 0.022 0.009 0.041 0000 0.000 0.000 0.000 0.130 0.058
Availability (F) 0.000 0.000 0.000 0.000 0.000 0.000 0.021 0.007 0.083 0.000 0.041 0.000 0.000 0.097 0.096

WQ-SFs  Privacy (G) 0.000 0.000 0.000 0.000 0.000 0.000 0.043 0.007 0.000 0.000 0.000 0.000 0.000 0.005 0.004
Responsiveness (H) 0.000 0.000 0.000 0.000 0.000 0.000 0.148 0.066 0.000 0.000 0.000 0.000 0000 0.031 0.138

Contact (1) 0.000 0.000 0.000 0.000 0.000 0000 0.097 0.020 0.000 0000 0.000 0.000 0000 0.093 0.019
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Recovery solutions

Derived scores

Scandalized

Improvement

scores opportunities

RS1 RS2 RS3 RS4 RS5 RS6 VG IRy, SVGy SIR, 10, SI10,
Reliability 0.244 0.162 0.152 0.108 0.009 0.117 0.3069 1.9753 0.1136 0.1899 0.0216 0.2117
Service Assurance 0.199 0.107 0.112 0.132 0.001 0.129 0.0870 1.6725 0.0322 0.1608 0.0052 0.0508
quality Convenience 0.011 0.017 0.087 0.023 --- 0.056 0.3508 1.1114 0.1298 0.1068 0.0139 0.1360
Call quality - --- - --- 0.146 0.001 0.0700 0.8500 0.0259 0.0817 0.0021 0.0208
SFs Efficiency 0.014 0.062 0.099 0.146 --- 0.035 0.3297 0.8760 0.1220 0.0842 0.0103 0.1008
Availability 0.016 0.069 0.121 0.142 - 0.043 0.4425 0.7201 0.1637 0.0692 0.0113 0.1112
\lj\:i:: Privacy 0.070 0.019 0.073 0.097 - 0.139 0.4363 1.0997 0.1614 0.1057 0.0171 0.1674
! ’ Responsiveness 0.173 0.139 0.102 0.039 0.001 0.052 0.5011 0.6299 0.1854 0.0606 0.0112 0.1103
Contact 0.122 0.067 0.084 0.008 0.001 0.045 0.1781 1.4678 0.0659 0.1411 0.0093 0.0913

Recovery score | 0.0980 0.0807 0.1043 0.0847 0.0051 0.0803

Rank 2 4 1 3 6 5
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