o ik S E e 17 E BRI S A 1

Applying fuzzy method to hair salon service quality analysis

g4 HhEE
B K TR gL



B R 2R ERRBET AT

Applying fuzzy method to hair salon service quality analysis

L A R

b gcHE TR ML

SRR TS S F RN
AL E LA AL ARk b 5T

At~

A Thesis
Submitted to
Department of Distribution Management
National Chin-Yi University of Technology
in Partial Fulfillment of the Requirements
for the Degree of
Enterprise Master of Business Administration

June 2010
Taiping, Taichung, Taiwan, Republic of China

PERRY L4 ER



B x % % # & K #
WX X L@ E
(R AEITNEARABXEZLEZRER)

ABHEAREZAIAAALBRIY ERBRERBETE LT B EFE

%0 LUBRIFA R I o

WXAB AT ERTERRY SH S
IR AR E
BEE

ANEHEEMMAERZIRHIXEXEH FER - BARTAIAAZLEERES
£ AIRMER ~ BRI SR UMK AR R BRI E R AT A EREAA - R
HEFAN SRS EEREEANZG LT~ ME - TRARFIE

XA X B2 8 E R
MAEHRE% BETEERIY9F8AILA
RoyrEEEy MeYERRI9FS AL A

RAEAH E B

wz 3 1Y, dle $ B R E 9ETAS A



B 7B F 8

WAL XETFIELERHE

(REBRBLEMETTEREEER)

ARBEMBRB LG ABRMBAL_BRIH5FHE KE RBEHE A

98 SERF_2 SMIE_A ERLIWX -

WXAB  BRRABEMTEEITEERGSRE oM
FEHZ T WREE

BRI EBBEHABEEEMZ EHG XA (5SHE) LB - &
BHRERREE T4 AR FHERE > UME - LERErE

HEMETABLIGXER B 5 BEHMIL EFHI L EHRER
TR OBRBEBEANBAFLSAMEE 2L LK E BE THRRKFE -

B O HEE

AV
BEZSL A "&”@’ (54) TEREIIETAS B




B #) s A AR

Bt % PR AR 4 AR B B3
ZxuRXEBEEHELE
AE hmgmgz AT EMERE  MHE 2

i $e3m X JE R A R AT A R R S H AT

ARBLEERAKE > FERAZRAGHERT -

CEEI R

¥ ¥ R H <?7$ a




B ik S i iE 7 £ FORIEE T A 19
SRR 3 TR S RS

DR TS LE R STSIE-F- NP IR s

HeEa o F R
CLERTE SN SR AN TS RS E LR
REE &R > ARG ¥ A78 B2 JRIAIE P 2 K2

UF R E R 5 L FEEAEIHESLET R OR  RRAE R H
F i e PRAR Y B L HARZ JRAREE R E R R PP PR E iR Y
LY AR 2F £RNFF -

AR PIBIRASHT BHe (7754 7 i F Rl FEEEF

BAS "*) AL\J@-H/«FW 2 3&@?\: F)% EL/Z‘ > 15‘.1’:%5;}5;»7}2*‘:?’?/’7 %L’r i

gapr Tz P-1 e 47 ) BN > FRA 25 BIRBEFTHEY 275 5
BIRIESEREIMERRER G ¥ 3 BIRBSTAHERT 4G 257

®
TRRRE o RS EFEY A RR A FRE SRR AR £

MAEF PRI EF  RIBST A4 o 25



Applying fuzzy method to hair salon service quality analysis
Student: Yao-Chi Hsieh Advisor: Dr.Hung-Tso Lin

Department of Distribution Management

National Chin-Yi University of Technology

Abstract

For all enterprises, the development of resource investment is for the purpose of
enhancing customer satisfaction. However, whether all of the work details and
procedures have further understanding that the entire process is effective or it may cause
a waste of resource or not. Therefore, the enterprise shall examine the developing
service items and standards correspond to customers’ needs or not from a customer’s
point of view so that the limited resources can be properly used. Various walks of life do
everything they can to reach customer satisfaction with a fear that they might lose them
when their competitors offer more satisfactory service. Thus, the service quality of good

or bad is actually the key factor that enterprises can hold their customers tight.

Our institute utilizes PZB service quality according to 5 perspectives - tangibility,
reliability, responsiveness, guaranty and empathy, which incorporate fuzzy theory to

proceed the hair salon service quality analysis through questionnaire survey.

After adopting the technique of amending P-I gap score, we discover 5 kinds of
service quality among 25 are highly valued and another 3 kinds are least paid attention
by the customers. Our research carries out real evidences which provide a practical
reference to any related businesses for their policy managements and employee resource

units for planning their education courses and training.

Keyword : service quality , service quality analysis , fuzzy theory
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%34 B3

2P 2007-2009 = # B 45 28 k445 ot b
2007 2008 2009
Bxod
PN 284, 067 307, 207 304, 170
BRos 229, 846 253, 359 248, 955
ERb R LK ’ ’ ’
FE 80. 91% 82. 47% 81.85%
% 3-5 kR S f& b 2007-2009 & B ip TE ERE B B
2007 2008 2009 2007 2008 | 2009
A o
patge | 0176 | 10285 | 10881 | 4pny | T.202 | 8,479 | 8,226
AR C
srpasge | P8 | 8569 | 9315 | oy [ 605 | 7,070 | 6,766
AR C i
o 83.459% | 83.32% | 85.61% | . . 82.79% | 83.43% | 82.25%
%FF; E_E b Jfﬂ T_E Gk
B D
11,962 | 11,776 | 11,943 11,325 | 11,340 | 10,151
ERAE ERBEHEK
bR 10,446 | 10,528 | 10,829 v 10,472 | 10,707 | 9,504
ERpREE | ’ ’ EY ETEE S ’ ’ ’
B & D 2
o 87.3396 | 89.40% | 90.67% | . . 92. 479 | 94.429% | 93.63%
ip LE Bk ip LE R
3.2 P-11#» 2 5E

TP EERT A JEZ
B M EPE R E
Rz

LR ARAEREFMRIRDESTBIESOR LT
B2 e BaRBEETEd FE w2 23T TR AT
R R

(importance > f§ # )22 R85 {4 &

BigEr 2 il

/%@’ﬂ‘FF %

[ 25 B RIE R ‘5%\1?

Jo F B fE
=1 (perception > f§ L P) - BEH TR A
B (dod 3-6)0 5 BRIE2 T4 P éﬂ"—i% tEEFLE

il 45 2L
WL R

LiZ 4
WA EINLAFEZ E o8 s T8 5 - l[?;r-r%‘r%h"f—r% £ total
utility value » #3 H # |% A '4

PR R Ia P2 AR (FHLP L5E) 1 E IR
S RJE TR 2 RIR ST R T R L gy o
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% 3-6 o ERZFLE A

FLEs (1/P) = &8 (TFN)
B=E /[ EiE (14, 16, 16)
® /i (12, 14, 16)
e /e 9, 11, 13)
i/ Fa (6, 8, 10)
N I (3,5,7)
/£ (0,2, 4)
B/ A (0,0,2)

PHEAMEHEET R =R 2 e v 0 AR3- 128 20 E 7 5 ¥
B P-I ZFEA S o M P-1 AFEA S N2 Bt > 200 F] TG nAPRIFRE
Vazquez ¥ (2001) 12 Almanza %3 1994 # 3% 412 I-P 2 73] 5 A& & & &

SR A R P F 3R s B AR 322 4

Lin 20104k * 45 R & A 1 58 &k 2 u 5 Biz 2 A% 5 210
Pl 247 4e@ 33 %7 - Bl® L2 REAFTHREH LR P ZH A2 THE -4
BPRELZILARG ST HEEEREE 1 L34 % (competitive
vulnerability) > 2 T ZHZHELIABRERE L FIrl RIIBEED LD
TlE o TR B GHERREARITE IR NI FI EEEY S R
Pl v Rk R R EREY Y 2— L BE % (competitive
strength) P> 2 TREZ HZ BB AR RERA £ ¥4 Y I L O EFRLE
T e R LY S R TR BB LB A EREAED 6
L IR S EREE R Y 3— & MY B4 % (irrelevant superiority ) p¥
TR EHGREART AR § EIrRDACAE E R R 2 b E R

BABRI D NN HREOT TREEESIEE 1 K2 £ BT
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HEF EFHEERY Y A-MAE LR (relative indifference) P¥ > £ 7

GRF BT AR E R BT T g Lt

kY *{—fg"‘_& %'H— ’ ﬁi:fh 4/1:‘7}1‘:‘

FUFRE O RS F 2 TREE R R d TR 33 2 AT LS
%?ﬂ?%,§wmﬁéﬁﬁ%io

®ERM

lLLn4s 2. % BT

(6% -5 20 hd B ® MW=
4. MEARF 3. AMEL BHF
KE R

Bl 3-2 Almanza(1994)z2 I-P Z el 5

eR e

9. B PA

|

3. & M3

-1
o

S

&L B4%

o
MER M

TioE

FERM

B 3-3 123 P-I £§e2 A% (Lin, 2010)
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o 4-1 B ¥ 2 w T st

Ji & LR > r; ;3
0 K 40 i»

AR B Lz 37 i» 92.5%
EATH X 3
(U 40 »

B i 0 % vt 38 1> 959
&R X 2
0 K 40 i»

C R B w e 37 » 92.5%
EATH X 3
(U 40 »

D 0 % W e 40 & 100%
EATE X 0 i»

4.2 P-1 4ok L2 BIE

dAEEHEBE R B L3602 F R i e lkE L 2R
PN

2.2 total utility value 3+ & P-I £ §E > & {22 total utility value ( §§ f-U, ) 3+ & %

Bdod 4-2 0 U B H|EP Afé-rr»’%ﬁ M1 ERMZM%RSU 223835

Afé.37 fi)éﬁ‘f%‘.f“‘ d»r_r,?fr}ij'lv}l %FFB’§ _L_\;c)u %&KIT%_B ﬁé}éﬁﬁlﬁnﬁ
1 }f\_—‘%’}ﬁ%ﬁl AR e dcac) %% 2 TFN 5 (a, b, c)=(14,16,16) ¢ TFN 2. U, i&

sL g .
2 e o

% 3-6 2 TPN %47 > &+ #E(max) = 16 > & | & E(min) = 0

B ¢ —min B 16-0 B
(max—min)+c—-b (16-0)+16-16

max—a _ 16-14

= : = =0.1111
(max—min)+b—a (16-0)+16-14

U =U, +1-U,)/2=(1+1-0.1111)/2 =0. 9445
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MR N EE A 36 R ERPEN U, @15 0 b TiaE 3

0,794 3@ > 7 518 37T AL 2 B (S37H U, E2 T35 (.800 -

4.3 L REIRIBFEFTHREAL %
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24-2 AFRERPU EWKLU RE

L AR B & Cr D}
EEP | MW%E | EEP | WkE | £EP | WwmE | £RP | W%
SRR 2 U, 2 U, 2 U, 2 U, 2 U, 2 U, 2 U, 2 U,
1 0.853 0.859 0.752 0.762 0.761 0.785 0.885 0.900
2 0.855 0.872 0.835 0.805 0.833 0.840 0.902 0.900
3 0.846 0.865 0.785 0.771 0.834 0.830 0.914 0.903
4 0.852 0.863 0.785 0.764 0.828 0.830 0.907 0.898
5 0.873 0.863 0.822 0.822 0.814 0.779 0.803 0.841
6 0.845 0.869 0.791 0.811 0.796 0.801 0.870 0.891
7 0.850 0.846 0.757 0.771 0.745 0.749 0.873 0.874
8 0.849 0.827 0.769 0.766 0.739 0.740 0.839 0.852
9 0.878 0.872 0.791 0.820 0.800 0.819 0.858 0.881
10 0.870 0.887 0.787 0.832 0.798 0.802 0.839 0.891
11 0.876 0.882 0.850 0.874 0.853 0.823 0.908 0.918
12 0.880 0.872 0.856 0.860 0.823 0.808 0.844 0.912
13 0.882 0.880 0.864 0.868 0.844 0.826 0.892 0.925
14 0.881 0.869 0.848 0.829 0.839 0.838 0.894 0.910
15 0.882 0.882 0.859 0.815 0.834 0.869 0.895 0.920
16 0.869 0.874 0.841 0.815 0.807 0.791 0.895 0.910
17 0.819 0.804 0.749 0.758 0.740 0.743 0.747 0.820
18 0.858 0.840 0.809 0.798 0.782 0.790 0.832 0.895
19 0.861 0.866 0.821 0.800 0.784 0.800 0.868 0.907
20 0.876 0.861 0.830 0.806 0.787 0.840 0.854 0.901
21 0.870 0.842 0.822 0.822 0.820 0.852 0.844 0.921
22 0.908 0.884 0.848 0.841 0.732 0.763 0.852 0.898
23 0.907 0.885 0.797 0.789 0.699 0.730 0.828 0.869
24 0.858 0.856 0.775 0.781 0.668 0.729 0.810 0.832
25 0.885 0.885 0.791 0.763 0.744 0.772 0.856 0.907
T 35 0.867 0.864 0.809 0.806 0.788 0.798 0.860 0.891

4.3.1 A RIS A 47

Agent &8 U T35 5 0,867 25 B & F itz U, 62 F 5304 4-3 2

A1 ARFERERRE e THER LB BFaPFngTHEES 56

|

B LA BRI EF X8 R 44 RP AR AR TR 4
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B %3 i S o 2 06 FF AR EE AR ELEE - Rty

?4 o

243 ARERPEIMKGU, &

FURE R | BE | B | B | B | B | B | BE | BE | B
1 2 3 4 5 6 7 8 9 10

teons U w

F&2pU, & |0.853]0.855 | 0.846 | 0.852 | 0.873 | 0.845 | 0.850 | 0.849 | 0.878 | 0.870

Wekis U, @& | 0.859 | 0.872 | 0.865 | 0.863 | 0.863 | 0.869 | 0.846 | 0.827 | 0.872 | 0. 887

EERE ) i | B | B | B | Bi | BE | Bi | BE | B | BR

gxonm UDx

LU, ®E |0.876|0.880 | 0.882 | 0.881 | 0.882 | 0.869 | 0.819 | 0.858 | 0.861 | 0.876

Wekis U, @ | 0.882 | 0.872 | 0.880 | 0.869 | 0.882 | 0.874 | 0.804 | 0.840 | 0.866 | 0.861

EPRE ) g | B | B | B | B | s

21 22 23 24 25 i

&2 BU, & |0.870 | 0.908 | 0.907 | 0.858 | 0.885 | 0.867

Wekis U, @ | 0.842 | 0.884 | 0.885 | 0.856 | 0.885 | 0.864

T R e i1
0.950]
0.900 11~ 23
0.850]
0.500-]
0.750-]
0.700
0.650]

0.600]
fei B 571

1 | | | | 1 I 1
0600 0850 0.700 0.730 0.800 0.850 0.500 04950

{858 R1E \E R

W41 AR IRAESFRALA S %
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I EETFHRHI(AMRLIRERF) X7 O0BETHEE (1-2-3-4-6~19),
*E £ 4-To

\\\
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£4-9 BRERMEMAGU, &

24

FERE B | e | B | B | B | B | BE | B | B | e
| 2 3 4 5 6 7 8 9 10
teerns UDn
LU, & | 0.752(0.835 | 0.785 | 0.785 | 0.822 | 0.791 | 0.757 | 0.769 | 0.791 | 0.787
W%t Ut @ [0.762 | 0.805|0.771 | 0.764 | 0.822 | 0.811 | 0.771 | 0.766 | 0.820 | 0.832
BiE | B | B | B | B | B BIE | B | B | BIE
11 12 13 14 15 16 17 18 19 20
ez oasn U
TE Ut © | 0.850 | 0.856 | 0.864 | 0.848 | 0.859 | 0.841 | 0.749 | 0.809 | 0.821 | 0.830
tWekis U, @ | 0.874 | 0.860 | 0.868 | 0.829 | 0.815 | 0.815 | 0.758 | 0.798 | 0.800 | 0.806
FERE e | B | B | B | Bl | wss
21 22 23 24 25 iE
teenn UDs
LU, & |0.822(0.848 | 0.797 | 0.775 | 0.791 | 0.809
W%t Ut @ |0.822 | 0.841 | 0.789 | 0.781 | 0.763 | 0.806
o TR
0950
0900
S
0850+ -
012 2 322 15
S2%l4s o o
0.800] 24,2 1892%’)21E
17 973
8o
0750 8,5
0700
0850
0,500
ﬁﬁmﬂﬂt T T T T T T T T
0500 0850 0700 0750 0500 0850 0800 o850
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4.3.3 C b pRAs 5 A 47

CRenE & PU T35 0.788°20 B &EF B2 U, B2 E 853 4 4-15 2
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24-15 CRERPE MHBU, &

Bl | B | B | B | B | B | B | B | Bl | B
1|2 | 3 | 4|5 |6 | 7|8 | 9 |10
e ens UDxs
_iﬁé']i{Utl’E 0.761 | 0.833 | 0.834 | 0.828 | 0.814 | 0.796 | 0.745 | 0.739 | 0.800 | 0.798
2% (s Utl'E 0.785 ] 0.840 | 0.830 | 0.830 | 0.779 | 0.801 | 0.749 | 0.740 | 0.819 | 0.802
L% | g | B | Bt | B | Ba | BE | BE | B | BR | B
11 12 13 14 15 16 17 18 19 20
e onn Uls
é‘-‘ﬁ']“iUt ® | 0.853 | 0.823 | 0.844 | 0.839 | 0.834 | 0.807 | 0.740 | 0.782 | 0.784 | 0. 787
LR Utl'E 0.823 1 0.808 | 0.826 | 0.838 | 0.869 | 0.791 | 0.743 | 0.790 | 0.800 | 0.840
LE= | g | B | Bl | B | B | =e
21 22 23 24 25 &
tzens U s
é‘_-‘g'ﬁ_UtTE_ 0.820 | 0.732 | 0.699 | 0.668 | 0.744 | 0.788
2% 18 Utl'_ﬁ_ 0.852 | 0.763 [ 0.730 | 0.729 | 0.772 | 0.798
0.900
0.850
0.8009
0.750
0.700
0.6507
0500
B 2 5T 1R
U.E:UU U.E:SU U.?IUU U.?ISU UBIUU U.BISU U.EIUU U.QISU
16 Bt dE R
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30 B (12, 14, 16) 0.8334 & it (14, 16, 16) 0.9445
31 ¥ (6.8, 10) 0.5 i+ (12,14, 16) |  0.8334
32 % (12,14,16) | 0.8334 3 (12, 14,16) | 0.8334
33 1 B (14,16,16) | 0.9445 it (12,14,16) | 0.8334
34 1 % O, 11, 13) 0.6667 i (12, 14,16) | 0.8334
35 B (12,14,16) | 0.8334 it (12,14,16) | 0.8334
36 138 (14, 16,16) | 0.9445 i+ (12, 14,16) | 0.8334
37 15 % (14, 16,16) | 0.9445 H i 9, 11, 13) 0.6667
T35 - - 0.853 - - 0.859
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