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(1) Fan| e} & AR E o] &3] 4Hd = (scatter diagram)E 18 A 2. (63)

2) =5l =" A= A e wjdel o' 54 A=AE

Arstr L. (54)

(3) Fanj(x)et wiE(y)7te] ABAFE F8ta, o]F o] gal Fau et wjE
FHABAE AYere. (& WE Skxx), Slyy), SkkyE o]&35t
&

ATE Tt A5 W5y g% 2548 A 7HA ) (10%)
(4) Fan(x)7F =)ol mA= dF= 3
71=71(b)E T-8tr 2. (5%)
B) Ea@lM T3 AF4s gt mME 19 d& s Fan s
A

B2 ol 5=x2 AN L. GH)

2AM 0w =A37] ot AFH(a)T}

[ &4 3 ] Parasuraman, Zeithaml, Berry (PZB)7} 7Hsk Muj2i4d SHE
T-¢l SERVQUALCIA = Au2=Fd F37 29 1075 v+ 3Eok 2ol AAS
U, ol /MY Adezr FFsAT. PZB7E T@ete] AAE 5719
SERVQUALA & v&stal dgsir L. (107)

< AHl = F4 H7F AR >
(1) 2124 (Reliability) (2) o34 (Responsiveness)
(3) %A (Competence) (4) A4 (Access)
(5) A= (Courtesy) (6) 2 AF2 % (Communication)
(7) ¢+HHd A (Security) (8) = A (Credibility)
(9) 174 o]3(Understanding customer) (10) 34 (Tangibility)
[ A4 4] 2FAEH 724 E 7HARF st dHsia e, (108)

2017 71 A=A 22 - FE 9 - 3 - 2 [204]]



[ &A1 51 A3AMe AFL o5 Zo] 5/l #4S AAH d=m 5709
4 T N oo A 2FA(ATH] AT A Y AFES BEoR
wETE ofd EolA AAE AF AAPA A SAStY] EE, AT A% T
(DPU; Defect Per Unit), 1008+ 7]3|9 A3 (DPMO; Defect Per Million
Opportunity) & T34 2. (104)

(AF AAF A3 1=84, 0==%4)

H

Al & 541 A2 A3 584 5785
1 1 0 1 1 1
2 1 1 1 1 1
3 0 1 0 1 1
4 1 1 1 1 1
5) 1 1 1 1 1

(1) EFE(%)S F3A1 2. (33)
(2) DPUE F3FA1 2. (3F)
(3) DPMOE F3lAl 2. (4%)

Mo FAHeA F9 7hEd WA (repeatability) 7

N

[ =4 6 1 SAAN=H

i

A & A (reproducibility)¢] %ol AS vl AHEsA 2. (103)

2017 7leA A 22F - FEdE] - 3 - 3 [20A]]



