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Abstract

In Taiwan, after health insurance put into practice, there were many foreign
medical device companies which invested a lot of money and brought newly
products into this market. It improved the progress and development for local
medical device industry. However, in recent years, the health insurance had big
trouble with huge debt in company management because there were a lot of
waste from patients and hospital. Therefore, our government decided to change
the policy of health insurance. They tried to limit or cut insurance expense from
all of hospitals. It also limited the profit of product and made medical device
company hard to live. Therefore, it's very important issue that we should try to
find out some good strategy to resist any threat of environment or competition as
soon as possible.

This research was aimed .at-exploring the relationship among customer
relationship, company image, product brand image, and service quality and
customer satisfaction in medical device -market.

We find that customer relationship, company image and service quality
affects customer satisfaction and customer loyalty. All of these relationships are
significant and positive, but the product brand image doesn’t affect customer
satisfaction. Thus, we recommend that the medical device company manager
must put emphasis on how to improve customer relationship, how to build up
good company image to become a word of mouse, and how to set up thouthtful
service for customers. This revolution will let customers accept company’s

service or product again and build up very tight customer loyalty.
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TEMAT R TRBETLCILETIHFTLE c FREHFL
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Berry & Parasuraman(1991)# Copulsky &Wolf(1998)
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#5-14 kg % B % 2_KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.(KMO & ) 313
Bartlett's Test of Sphericity Approx. Chi-Square(+ = &) 299.350
Df(p ¢ &) 15
Sig.(PiE) .000
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#5-10 R Z M a2z £ F &A@ (Communalities & Eigenvalues)

s | opwe | pme %*ﬁ(iff B
Ql. 2P hA FARBEEERE . 660 . 863
2.2 NAEE S En > TBEETED R . 686 . 858
Q3. 2% 2 P AE P i 2 B K Y . 829
V4. Z 2P EMBEFEIR AL LAY LY G . 642 . 828 4.155 69. 252
Q5.3 2 P L A FAAE L F L3T . 812
06. 3% 2 & L A EARAE L chie 1587 12 3K . 687 . 801

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

Fre¥94
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# 6
¥ Walters(1978) » Asker & Keller(1990)% & *

Ve Ay o REENECLZ T2, TR R, E T
FREY G FZHOFHEXV IS TRV DEA  FRENGEFRT
MR- BAF > T ERFFALEFA R 6 HRERE L A5 Likert
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FLEHEEY e T 1@ S KMO & 5 0,854 ¢
Bartlett sf 4l #& eh+ = @ 5 329. 722 T & ¥k % (P ©<0.000) -
Flot i & - R R FE A e

%5-16 & #25% 2 KMO and Bartlett’ s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. (KMOi&)
Bartlett’s Test of Approx. Chi-Square(—+ = i&) 329
Sphericity df(p 4 B)

Sig. (PiE)

. 854
122

21
.000
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0.5 FEEFHE AN - 2 FF o e BRAETHFFS - RG]
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, - o AREEIE
x= Py T e !
L e é A7 B e (%)
Q7. FZ > F MarfEr G % 247 . 642 . 863
Q8. 3% 2 @ g A4l & 24 » B 1 % Fiid . 660 . 829
Q9.3 = @ & & #&ix chp| AT # . 687 . 813 4. 441 63. 45
QIO. Z 2P HFF oA B FER . 745 . 802
Qll. Z 2@ L ERM B ERE . 455 . 198
Q2. FZ 2P &2 5 ¥ &7 L .615 . 184
Ql3. Z P At hamr MR d @ o 74 . 637 .675
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
2B LR
A% 3 %4 Park, Jaworski, and Maclnnis(1986): 5 i » &%t &
W LR AR PR N FE NG S FREH o BT 0 0T 3
T AT LRI EE R A HY Likert 7 2678 < B » o 229
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#5-18 &M & & 2. KMO and Bartlett’ s Test

Kaiser-Meyer-0lkin Measure of Sampling Adequacy. (KMOE ) 621
Bartlett’s Test of Approx. Chi-Square(—+ = i&) 136. 205
Sphericity df(p 4 B) 6

Sig. PiE) .000
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19?%§ﬁrr’r‘?r-1$ﬁ‘r7f§£4f#m—r7ﬁ”’f$ Rt B 2 B2 0 2 R R
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. . e | RHRER
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M e A e H oy Lok
L4
QL6. 54 5t 5o & R B A & B G 6 . 621 785 2491 62. 269
ERSM T L RERE A SR Lt
QL7T. EH SW v L ARG DA FE L K £ 615 776
% OE A

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

Parasuraman, Zeithaml & Berry i%r‘:%i’—‘ﬁ(1988)ﬁﬂ
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gl - A
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2N e 2
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¥R
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-+ 7 M
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N
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