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BFS AT A B0 F7 4 A ol Fafolst HAL WEF 64 =
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2011 E7HA 94vE 700078 o] 7HdARS ShRskal 2014 wbA] ZFdAr 5 4377
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Bow s¥vks BEE A4t

[£4-4] T3 o] 5T AHAERS AH A FE

o~ Tt W) oIt ae oIt T
° (CHINA MOBILE) (CHINA TELECOM) (CHINA UNICOM)
GSM(GPRS),
4 MEY= CDMA-2000 WCDMA
TD-SCDMA, TD-LTE
o% B3t dolel, | MEAL A, dold | nd B4, oF A
F8 R Aus -
O PR, Feplee], | B4, Tk 34| Aol BA, Fulst 24
o Foid MEN= 5 54 5 52, MENZ A2 5
T} 4 vhdst 27 | ks 23 o] g®
’ a5 Wyel Al
Al BR, G | 4w Az, Fa
a9l A4, v
Al FA 20 | eFAA, BA | EA d9® a3
%, B9 el
B AEH, | $7 AEze olgm
$54, 8 B4 5
Q719 5 44 5

T 3U 3G °lEEAl A JAELS 22 AP wEt A EAAMY
25 Alggth Zolut 21k (China Mobile)S
T B A AU 2 Ao 2A A Hfgol 1
15 AA gt} ek Qo] g&ek 25G V& HEYAE 2ha 7] Wit Aol
U &8 (China Telecom)¥ zto]y 43 (China Unicom) 2.tk B £ 3G | 5%
A AHAE Al o vk 2R R Aoyt Bnkd(China Mobile) o] AH] 2~ 52
e TSt ARl T, G A Aus) SAl A1EA Tl Fal vk At
U e F(China Telecom)& AAlONA 7HE & 14 S4 MIEAAE 2k 37
wiel] Au s F4 T4 §3) o ol

]
Atk Aoy Y F(China Unicom)
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[£4-6] ] FEA Ar|E T2 FHL2E

o] 5FAl Auja F49 #4284 (Factors of Mobile Telecmmunication Service Quality)

FA74482
) ) F2 74 2.91(Factors Items)
(Dimensions)
T1 A4l AH](modern-looking equipment)
454 T2 ol 7]#A KHo]= Al (visually appealing physical facilities)
i T3 73235k a w249l 29l (neat-appealing employees)
(Tangibles) T4 ANZA o7 g A<l A & (visually appealing materials)
T5 eHg A2l Y|E$] A (stable network)
R6 974 717+ °F<&(certain time promise)
R7 #4& 7H 3 A8 249 A4 E 34 (a sincere interest
A= in solving customer’s problem)

(Reliability) R8 A& A|7to.2 w2 MH|A(right service at the first time)
R9 k& A7t AMH|2E  AlF8ltH(services providing at the
promised time)

Q10 A3t Mu)2~ X7+ B (accurate notification for the service

time)

Q11 AN A HA el AMB|AZ AF-(prompt service to customers)
ER Q12 AL Y uAS 9 717l E&E Frhemployees

(Responsiveness) always be willing to help customers)

QI3 HYPEo] :AY Q7o JY3] FIA SHIA &

(employees will never too busy to respond to customer’s

requests)

Al4 A& § 9l= FH(trustworthy employees)

Als A9ET AT uf obdsA e =A(feeling safe when
g7 conducting transactions with the employees)

(Assurance) Al6 d oS FA e 2% (polite employees)

Al7T o] AN Ad3 AYE Trlemployees receive

adequate support from the firm)

E18 71 719e] mAel| %4 (individual attention of company to

customers)

E19 Aol mAMA /A4 FH4il(personal attention  of
74 employees to customers)

E20 AYEo] uAe &32 oA @riemployees who know

(Empathy)

what your needs are)

Al

E21 A= Agor el 7pg #Al i

o

a9

rlr

o

o
Hnt

(a firm which has your best interests at heart)

E22 A3t 9 A7 (convenient operating hours)

Z}&: miao miao wang(2010), "A comparative study of Mobile Telecommunication service

quality: Korea vs. China”, Sungkynkwan University, Graduate School, p.51.
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[E5-4] ZA AR ATFEALA 54

TE =5 (%)
w3 29
| o]z} 6
A 153
20417294 32
30417394 69
P 40H 7494 6
o 5045041 5
6041 ol 1
A 153
TE v ol 19
15 Ee 1 17
HEdE %
39 ety EE gE 51
et (A ET) Ee HdE o)y 2%
kel 7
A 153
R 18
A2 /2154 i
A ALA] 29
dFH 2 9] 2
T4 9
7Fet 30
A 153
1000w] 7F 16
1000-2000%] 2+ 9
2000-30007] 1+ 4
3000-40007] 9
9 AE(o 4000-5000%] 3¢ 39
8 &5 5000-6000%] 2+ 29
6000-70007] 1+ 2
7000-8000w] 7F 13
8000 °]’¢ 5
A 153
TR, A9) 23
A/ 31
Qe Ul %
AH AAFDE (@5, 1h) 4
Qhuj 7} 6
7ke 12
A 153
Apo|if Wy 102
3 A} Aol FUF 11
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o’ [HE5-4]10Zel Azt &4 A¥ A= 898 (58.2%), AAE 647 (41.8%)
o= vtk vold E 2073041 327(20.9%), 3074041 69(45.1%), 4075041
4673(30.1%), 504 o8 6H(39%) o2 vt AgiEE e 18%(11.8%),
AR/ AR A 419(26.8%), AAHAS 299(19.0%), FAAHE 338(21.6%), 7B
327 (209%) 2.2 YElRTh 25E2 3000919 Rk 229(14.4%), 3000-400091 9
& 21%(137%),  4000-500091¢H 397 (25.5%),  5000-6000919H- 29%(19.0%),
6000700091 9F2 2418 (15.7%), 700091t o442 188(11.8%) &= LFERy:

M

]

A0 dvby EAS Aduyd AR I5HZ AN, A 37
(15.0%), Ae/RA = 319(20.3%), AH NS 3578 (22.9%), AAFoE(@u, 13
< 46%(30.1%), A A= 6'8(4%), 7HEkE 12%(7.8%) o2 UEEt S
ZFo] 1} Eukd (China Mobile) 10278(66.7%)°] 7F¢ A Yebstal, ey U3
(China Unicom) 117(7.2%), #Folu} ®#(China Telecom) 407(26.1%)2.2
LR

~

it

4. 373 59 Bt

4 S 93} 7124 BAS SPSS 1708 AHEERow,
ATHad AT E et AF A (Reliability) 2 EFFA(Validity) S ©] 06}04

41 A= A AF

EAAR] KanoZdell o3t F2 QAo oA Aol AHes Aol 2=
AeS $18ll SPSS(Statistical Product and Service Solutions) 17.0& O]%fﬁ 1A
SAEAE AAEth AE 4 (Reliability) ol gt sdsh 7ldedl disiA wHEdo=
SAYE W ey SRS BAE gtk S alarksd SsHE S8
o ol Wds SAse ¢ A3t Hlse He S vt BE Tt
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Fhs H71eE W A AbEe Wgo] ke Aol g vy £ AES §
L ge] FUEA vetol B g A @271 ddE dige] yetel S &
o= Aot} AMFEE A=Znts 43K(Cronbach-alpha) 175 AHE-ste] A&
~E 3t} the [#5-5]% Zth Cronbach-alpha Al15¢] kol wel AgAe] 2
du=dl, BE 060]dol™ AlE/doe] lvkar vk 8y BE =olA= 08014

o
PR
tpotoR gl o]l FRENES & Ut

[#5-5] SAZE V& HAE 43

o] 24 S Cronbach-a

T1-01 ZAle] @27
T1-02 &271(Ash7])e] tlAl 443 thdd
T34 T1-03 A ol &at= 9E7]9] A 0.8566
T1-04 @A o]-&at= FAI3|AL 7]

T1-05 @A ]

R2-01 &

Ry R2-02 T35 54 o

e R2-03 279 7]¢l Any Eshuwe] mAw '
_/I:

R2-04 ¢F

Q3-01 7]
Q3-02 AH&-2k
Q3-03 aawy-o] A= 0.8876
Q3-04 F7pAH] 2= o] &5

Q3-05 A/SE <] &%

olo
ofl
oX,

l
A4-01 A/S M H] 2ol A
A4-02 AHl 2 A5
4 A4-03 1A 9] Evto] A7 uf 21&43% &% 0.89%
A4-04 A2~ AR50 uAe] AR e FRI AE A

. N
A8 & e

E5-01 A Z3hs RrpMu|xe 287} takn
E5-02 —E%/\iC’]E}LﬂQ,] Ho] ALsln Hare

s 0.8014
E5-03 FAQIHYS H&e] A

E5-04 F-Aolgul A=

o,




42 9498 2984

ko
[-'O
S
1%
[So]
Q
(@
—
g
>
=
=N
<t
@,
>
flo

THE Azl oig §AF et A¥, vy [35-6]19 o] Aul~ FHE
T T A 29le] diEl BAY 2R ANG Azfoltt
(& 5-6] 74 Ads 244 284 23
A AE
g
Z A B
w | 0T 291 2212 2913 2914 2915
£3
| T1-04 0.862 0.202 0.179 0.112 0.202
N T1-01 0.799 0.224 0.134 0.192 0.210
3 T1-02 0.712 0.256 0.309 -0.125 0.378
A T1-03 0.659 0.217 0.225 0.284 0.167
T1-05 0.631 0.357 0.216 0.283 -0.052
Al R2-01 0.120 0.801 0.209 0.239 0.1%4
3 R2-04 0.205 0.771 0.172 0.169 0.234
R2-02 0.347 0.749 0.291 0.269 -0.09%
3 R2-03 0.276 0.618 -0.072 0.387 0.319
o Q3-05 0.127 0.243 0.814 0.199 0172
© Q3-01 -0.108 0.361 0.792 0.298 0.311
" Q3-04 0.105 0.198 0.727 0.276 0.245
A Q3-02 0.178 0.205 0.726 0.281 0.173
Q3-03 0.337 0.281 0.595 0.382 -0.041
3 A4-01 0272 0.228 -0.119 0.822 0.359
A A4-02 -0.008 0.291 0.311 0.790 0.104
A4-04 0.302 0.269 0.296 0.751 0172
3 A4-03 0.261 0.290 0201 0.696 -0.065
z E5-02 -0.102 0.359 0.281 0.1%4 0.869
7 R5-04 0.267 0.142 0.107 0.167 0.864
E5-01 0.283 -0.030 0.269 0.241 0.790
3 E5-03 0.363 0.249 -0.069 0.282 0.729
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[85-7] 2829 2747

M
Al o R
ID Wg ( Ta  #A (= 5
H3) 4) )
4) )
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ABSTRACT

A research of Kano model of Mobile Communications
Service Quality

-Focused on China 3G mobile communication service-

WU HUANHANG

Major in Bussiness Management

Dept. of Bussiness Administration

Graduate School of Bussiness Administration

Hansung University

3G Mobile communications has brought about the enormous change to the
mobile communications industry and communications market of china.
TD-SCDMA technology standard as China’s unique technology in the mobile
communications field are held by the Chinese themselves. And rising market
demand and fierce competition in the market is continuing to be staged.

With mobile communications growing number of customer service, China has
become the world’s largest mobile communications market. Moblie communication
service quality management has become a key strategy to remain as a
competitive in the market. This allows those who specialize in providing mobile
communications services companies have to see who can have a more efficient
management of mobile communication service system.

In such a competitive environment of the mobile communications market,
service quality has become a business to survive and gain competitive advantage

In an Important strategic elements. Therefore, in order to maintain competitive
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advantage, enhance service quality management and improve customer
satisfaction has become an important strategic element of competition among
enterprises.

The one-dimension quality model focuses on one quality element. It states that
if the quality element is sufficient then the customer is satisfied; otherwise the
customer is not satisfied. The two-dimension quality model argues that quality
element’s sufficiency may not enough to satisfy the customer’'s quality

expectation The current study uses Kano's two-way quality model in order to

categorize mobile communication service quality dimensions and their elements.
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