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Applying the SERVQUAL questionnaire to establish quality
indicators for Chinese Medicine

1 2 *
WEN-CHEN Tsar', PEI-TsENG KuNG~, RHAY-HUNG WENG™ s
Yung-Hsien CranG', Szu-Y1 Leg'

Objectives: In order to assure quality health care after the implementation of global
budgeting payments at our institutions, it was necessary to establish quality indicators for
Chinese medicine services. The SERVQUAL questionnaire was used to build a set of Chinese
medicine service quality indicators. Methods: The expert panel method was applied to build up
the appropriate indictors for Chinese medicine service quality, and the analytic hierarchy process
was employed to establish the importance of each dimension or indicator. Further, for testing the
construct validity of quality indicators, we adopted confirmatory factor analysis (CFA) to analyze
the questionnaires of 910 Chinese medicine outpatients. Results: The result of this research has
set 5 dimensions and 22 indicators that include 5 tangible indicators, 4 reliability indicators, 5
responsiveness indicators, 4 assurance indicators and 4 empathy indicators. The weight for each
dimension is the following: 0.122 for the tangible aspect, 0.354 for the reliability aspect, 0.145
for the responsiveness aspect, 0.238 for the assurance aspect and 0.141 for the empathy aspect.
In addition, the CFA indicated that convergent validity and the divergent validity of the quality
indicators established by this study are all acceptable parameters. Conclusions: Health care
managers can use these indicators set by this research to evaluate or study the service quality for
Chinese medicine. (Taiwan J Public Health. 2008,;27(4):309-319)

Key Words: Chinese Medicine, Health Care Service Quality, SERVQUAL Questionnaire,
Analytic Hierarchy Process, Confirmatory Factor Analysis
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