(importance-performance analysis)

(Martilla &James, 1977)
Oh (2000); Lewis, (2004); Hunt, Scott, and Richardson, (2003)
- 2
(Iimportance) (performance)
2 1
(performance) (Iimportance)
(quadrant)
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2 i
Martilla & James ( 977); Joseph &Joseph (1997); O'Neill & Palmer (2004); Oh,

(2000); Wade & Eagles (2003); Ellis & Vogelsong (2003)

5
2.1
/
2.2, ,
O'Neill & Palmer (2004)
(attribute) (indicator)
(Importance-performance analysis)
22 Parasuraman (cited in Joseph and
Joseph, 1997)  SERVQUAL SCALE 5 '
22
(Likert scale) 5
2 (Iimportance)
/ (performance)
(importance)
5

(importance score) (performance)
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(performance score)
Martilla &James (1977); Joseph &Joseph (1997); Oh, (2000)

O'Neill &
Palmer
(attribute) (indicator)
Likert 5
2.3 (Matrix)
(importance) (performance)
(scatter diagram)
2 (performance)
(importance) (O'Neill & Palmer, 2004)
(process) A (empathy) C

(tangible)



4
X
3.8 — NSLUIUNMT (process)
3.6
X
X
3.4 — anuldla
ANy
(empathy)
8:2: plaen
(tangibles)
2 [ | r ‘
2.5 2.1 2.9 31 3.3 3.5
2.2
24, (Matrix)
A—=C 2

11
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2.5.

13
Manilla James (1977); Hudson, Hidson Miller (2004); Hendricks,
Schneider Budruk (2004)



(two dimension grid)
(performance)

(importance)
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20

3

IPA

2542

2543

- . 2540

14

.. 2542

117
4 2543
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‘ " (Amicable Assessment Model)

4
1
2
1

3 ;
self assessment, realistic assessment, empowerment evaluation conformity
assessment

4

conformity assessment
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71

16



IPA

21

Input

Process

1
- 2547)

IPA

SERVQUAL

(external evaluation)

IPA- IPA

Input

Process

IPA

SERVQUAL

SERVQUAL

/

17



21( )

Process

Empathy

tangible

Output

SERVQUAL

Process

Empathy

tangible

Output

18
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21( )
4 SERVQUAL
Output Output
SERVQUAL (input)
(output) (process) (empathy)
(tangible) / ' : (input)
(process) (output) (empathy)
(tangible) / .
IPA / 2
5 (input) 4
(process) 14 (empathy) 5

(tangible) 4 (output) 1 5

(input) 4 (process) 14

(empathy) 5 (tangible) 4 (output) 1



O'Neil and Palmer (2004)

(focus group)
(attribute)
(attribute)
Parasuraman (cited in Joseph and Joseph, 1997) SERVQUAL
SCALE ) 22
(attribute)

Likert )

(factor analysis)
3 (Iimportance score)
(performance score)
{-test

3 (factor analysis)



(tangible)

(focus group)
(determinant)
1

nimuﬁ ll't}l{"“’
Eﬂn ummnmm‘n w08

.;]

3
(process)
(empathy)
(process)
(empathy)
(tangible)
(process)
Joseph and Joseph (1997)
(attribute) (indicator)

(attribute) 1
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Martilla and James (1977)

(attribute)

14 14



Martilla and James (1977)

Powell, Ross and Aukers (1996)
(program attributes)
NAS Jacksonville fitness
NAS Jacksonville fitness
NAS Jacksonville fitness

NAS Jacksonville fitness
2 1 2
NAS Jacksonville fitness
2 4

23



NAS Jacksonville fitness

NAS Jacksonville fitness

2
NAS Jacksonville fitness

NAS Jacksonville fitness

4

NAS Jacksonville fitness

O'Neill, Williams and MacCarthy (2000)
Scuba-Diving

SERVQUAL

t-test

25

24



2.2

O'Neil and Palmer Joseph and
(2004) Joseph (1997)
1 1
2
2

22 7
1 1

(factor
analysis)
2
3. t-test

Martilla and
James (1977)

14

Powell, Ross
and Aukers
(1996)
NAS
Jacksonville
fitness
L

(factor
analysis)
2

25

O'Neill, Williams
and MacCarthy
(2000)

SERVQUAL

25

(factor
analysis)
2.

3. t-test
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4
Bollen (1989)
, 2542
(factor analysis) (path analysis)
(variance - covariance
matrix)
1 ' ( 2500)
(exogenous variables) (endogenous variables)

(intervening variables)

(model validation)
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r Toyu13de
< An e Anaase
( asdmiunfee  |¢e——
NIPRBNULLNIUASE
T I
dayadalszany nmalfuluea
< —  wInfAnNwlnlsou uszAuwnlsausan
/ A
NIZATISADUAINNANNAY
nsulsAununaluaa
2.3
(measurement
model) (structural equation model)
1. (Measurement model)
(Latent varible)

| 2542)
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AG + 6
AC +

(Structural equation model)

< >
11

£1

(latent endogeneous variable) — *
(latent exogeneous variable)

= Pn+r¢ +C

85— X, wa
B..
5,—» X, < Y, [&—¢
G e [
24 (measurement model)
(structural equation model)

=Eta
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=Delta

=Epsilon

=/eta

=Lamda-X X

=Lamda-Y Y »

=Gamma ’ 1 £

=Beta

=Phi - t,

=Psi - ¢
00 =Theta-delta - 8
08 =Theta-epsilon

=<

(LISREL)
(factor analysis) (path
analysis)
6
(specification of the model)
(identification of the model) (parameter
estimation from the model) (goodness of fit test)

(model adjustment)

(causal relationship)
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2.
3. (independence)
4, (time series data) 2
(time lag)
(Validation of the model)
5 ( , 2542)
1. ' ' (standard

errors and correlations of estimates)

(non-positive definite)
2. (multiple correlations and
coefficients of determenation)

3. (goodness of fit measures)

4
31 - (chi - square statistics)



) @
0
3.2 (goodness-of-fit index = GFI) ~ GFI
0 1
GHl 1.00
3.3 (adjusted goodness-of-fit
index = AGF) GHl
AGF GHl
34 (root mean square residual
=RMR)  RMR
2 RMR
0
4, (analysis of residuals)
2.00 2.00
B, (model modification indices)
(exploratory factor

analysis: EFA)
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( , 2542)
(confirmatory
factor analysis: CFA)
( , 2542)
1
(common factor = F) (unique factor = )
2
3
4 i\ )
(extracting initial factors)
3) (method rotation)
4) (composite variable)
(factor scale)



(eigen valug) 1

0.30

(Bollen, 1989; Joreskog and Sorbom, 1989;
(25%9)

2.3

EFA

EFA

3.
31
(oblique rotation)
(orthogonal rotation)
3.2

33

34

0.30
(goodness of fit test)
2580)
CFA
CFA

EFA

3



23( )

51 ER
5.2 Eigen Plot

6.
SPSS, SAS, LISREL

34

51
06test, residual
5.2
GFI, AGFI, RMSEA, NNIF, NFI, RFI, IFI,
PGFI  CV

TESTFACT, EQS, LISCOMP, LISREL, AMOS
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5
. SERVQUAL
(input) (output)
SERVQUAL (process)
' . SERVQUAL

5

(input) (process) (empathy)
(tangible) (output) 2.5
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' I I '
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2.6
1. v, ¥2
2 - (input),
(process), - (empathy),
(tangible), - (output)
1 (first order factor)
¥1,... ¥
3 - = 2 (second order factor)
(input), - (process),
: (empathy),
(tangible), - (output)

4 %
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'Y‘
*Y.
5
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v 1 * uannlfiReu-
1 ]
¢ ' ANMUAATUANTANN
Ve TR FEALATUNN
realsaGen
Y.
14
i EN\ * uamafiiRau-
/ ANNEIATYHAUAR
.Y17
x 2
YL ¥U= 1 - '
2 - (input),

(process), - (empathy),
(tangible), - (output)
1 (first order factor)
¥1.. %0
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3, - = 2 (second order factor)
(input), - (process),
- (empathy),
(tangible), - (output)
4 =
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