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1. Dr. Witwa Chen

Professor, Department and Graduate School of Business Administration

2. Mr. Matslaill

Representative, Shonan Inatternecoit Ma

3. Mr. Noriharu Kaneko

Managing Director, Service Quality Management Ltd.

4. Mr. Simon Chen

Director, Service Business Division, China Productivity Center
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<Core Values>

<Dil i riving orce: S| S ration:
[<Results>]
. . 4. Strategic Planning
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Philosophy

@ Pursuit of PdtientsT Sati3fadtioneand Happinésa t i sf act i on and a
@ Pursuit of thé Hosgital Stafffs Satisfactiontand Happiness f O s Sati sf c
@ Pursuit of Hospital Prosperity
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Service standingspoint ofdPatiert” apdd |
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Basic Policy
Operational Basic Policy HR Basic Policy

Fallow through “higholevel Bpeciail | g h Aspire becomihge“Builtup RespettB u i || t
humarsity warkplace 6 undep thecorcepi u
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Action Guide Line

v

@ Do heart-full medical service
@ Burn vitality
@ Brighten heart and knowledge
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4) What is service quality?

Ex. Quality of
noodle shop

/

What kind

How to be

Sel

Wide variety of menu

[service quality] V
~

Delicious, fresh,
ectable, sufficient,

4

Like how

—\/7

performance

Feature/ \_

Fast, with good manner,
Cute shop, in clean dishes,

Spacious seat,
parking, clean toilet, quick

spacious

N

noodle N ., Serve
Foodn deliver /
drink

What kind, How to be, Like how are service quality o

an o B

O: m\ (@}

an
- I

Fal)

(@}

d

— p—



&éAé%rﬁla%QlﬁlﬁyT t Tau-gocauabdi EAAEAU K.
yeesedA-1 UA- 6EAG6A 1 . C")-?EAoaAoaO|UeU|EQ
OuAae(”)A erOnaoaU|A Aeoaeoaoax AéaAE A(

~ 7

Ta-0EaaACO6aAUegdoEAGCaépéT e0ayaosci EUG C
Flowchartefi A ¢ aVisUalizahiots aA0M-A -6 06 ail auU&aoR 1 +6
AjEe &6 U- 1 &

Sample v

S015 Workplace safety and health

5 Dangerous movement and work of regular cleaning

5-2 Work at high places

O What should be done _x What should not be done

@ Be sure to put @ Do not go on top @ Do not go on swivel
stoppers on board (forbidden by chairs 25

the labor authod§ies) i reserved cBM Co. Ltd. 2007.02
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3) Quality Assurance Concept in hotel business

If Q delivered meet Q designed and meet Q required = QA
(Function)

(Quality) (Subjective)
. . T t
Cuisine Quality required Cugi%?ner

Demand Market Survey
Quality element Request Management
Claims

Policy
Attendance Quality designed Management
Quality element | Planning lStandardization
Specification (Criteria)
i . i VM
Facilities Quality delivered Employee

Service Provision Education

If do not meet Q required, need improvement ''aining 1°
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1. Clear Philosophy

2. Strobgadership

3. Communication with Staff

4. Employee Satisfaction

5. Communication with Customer

6 Customer Satisfaction

7. Learning from the Site

8. Continuation
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Taiwan: 220 restaurants (end of Nov. 2012)
Type: Directly Managed
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1. White Wood HdBEstPraciicée d tlh pur suit of Semvice E
b O0rieons AescayUcuas
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the end of 1997 when the White Wood House was launched, Taiwan pastry ind
was thrilling. Since the House was founded, it has insisted to sell thmad#
products, so that quality is fully controlled. The idea had once shocked the indu
Over three thousand and more days, creativity and taste of the products establi
dJA v[ie 0o EP 8 | uvpu( SpE]VP I]vP }uX

The House never negotiates in the quality of product. It imported the
innovative machines and manufacturing methods from Japan and Europe, so
appearances and tastes of the product reach the same level of the two regions.
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