RERFFT FHIE §OE xB-O= & 441

Commerce & Management Quarterly, Vol.15, No.4, pp.441~460 (2014)

¥ JH P i A s e B B M 2 B AT
¥4 SERVQUAL EE Kano R =

INTEGRATING SERVQUAL AND KANO’S MODEL OF
CUSTOMER SATISFACTION FOR ESSENTIAL OIL SHOPS

Rz
ERETCEA R F AT
A
EEME RSP ERE A B RS EE AL
EERROR SR B EE H AR

Shu-Ling Huang
Lecturer, Lavender Garden Company Limited

Shu-Yi Hsiao
Ph.D., Department of Technology Application and Human Resource Development,
National Taiwan Normal University;
Lecturer, Department of Food & Beverage Management,
China University of Science and Technology

L

A B RS B ROR RS R H A n 5 T 457 1Y 5% e A5 2 T AR R Ay 3
T > e 5 (AR R 25 i T ) e 755 8 R 5 DR 72 i 546 B Y 5 S SR ASBIF S (o P RS
"SERVQUAL ; E% » # ¢ Kano 4 in/ B 15 (0 DU JERR & 35 65 8 5 h 728 ot 5 X O RS
o M o AT SR SRRV IR i E R 0 R AR IGEATIRES - AUTSRAE RS 25
(B A r R R s e R P ¢ 10 TR R s 2R E > 7 THERE R — 4 > 8 THERH
Rl BAE > RAEM —HENRE D mE - KESE o T REREE R A Y R (B

CEEMEE o hhE G IERTREE N bR B 245 95 0 A ¢ (02)2782-1862 i 283

E-mail : shuyi@cc.hc.cust.edu.tw



442 EERFLT FHIE FIEE X =

-0

1y

HE - T IRGARHAEERNAE > 2O ATEEN, T EERESME - 20
Mo (41 BAKEEEE « mEREE) § BT = REBeERBMENER -

BASEY : SAEFE ~ FOHESSE - IR HE - Kano “4EME

ABSTRACT

The development of and competition within the essential oil market are rapidly
growing. Providing customers with satisfactory service has become an important
competitive strategy in all essential oil product stores. We try to apply the Service Quality
Scale (SERVQUAL) and Kano’s model to evaluate customer satisfaction and service
quality attributes in the essential oil industry. In the 25 elements, there are 10 must-be
quality elements, 7 one-dimensional quality elements, and 8 indifferent quality elements.
None is attractive quality, and reverse Quality. The research findings indicate these service
attributes: “expect these firms to have their customers' best interests at heart”, “they have
professional knowledge which felt reliable” and “these firms have their development and

quality certification of product” are the top priority to improve.
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