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A study on the Inventing Service Process Development
Model (MAVIC) Based on SERVQUAL
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The service industry is becoming greater importance in the current economy. The service quality has

become an important competitive factor in service industry. Until now, 6 sigma method has well

accomplished in manufacturing industry. 6 sigma method has been applied to the service industry to

improve service quality, but it has not been reported that 6 sigma method is a successful method for

service industry to improve service quality. In this paper, we suggest a MAVIC model to improve service
quality. It is a model which is combined with advantages of a SERVQUAL model and 6 sigma method.
We has proved its effect with applying a MAVIC model to real service techniques.
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W&

570 A9
EER

h
Ac)
By
>,
2
g
o
N
fo
o
in'd
o
lo,

(tangibles)
21273 of&E AH|2E AT & Ja FgsA

(reliability) = 5
w34

(responsiveness)
ERp:

5
(assurance) | &
AL A NA Agshs HEA Foloh B
43

1 PZBE Parasuraman, Zeithaml, and Berry9] 3| A}&

T3

(empathy)

o efofol .

222 AR 2~F A GAP 29
Parasuraman ¢ «/.(1988)°] 7] 3 SERVQUALL 7] 9] A{H]

i%@g 1:1}\4—5—]._‘:_ GAP 2.9 0]1:} /\1 H]A»‘f?gg] _/r:_%_q _77_711

o] 7Itheke= MHl 2~ FEF A 78k AH 2 F ] ZHo|(GAP

5y o3 A =, o] 23 Aol &= MB| A FEska v Es)

= A A A He 47}11 GAP(GAP 1, GAP 2, GAP 3,

GAP 49| A7]9} BaF( + & -)o YA AR A 47}

GAP 70| 8} e shof 7} 7‘401«1 A A1 A A QL S

Holl T3] A3 272 3t} <Figure 1>.

(D GAP 1 - 1A 7| th e} 3 FAF A Z49] Apo]: A7 o] AH] 2of
sl 7)chskes w834 ol o thal A d At 71 Zyetal gle
W& Aol ¢ zfo] & veti T

@ GAP 2 - A YA A 23} Mu| 254 4 ¢ Aol 4 0] 7]
ek AHI 2 W&ol thal FYA7E At olenket
A o] & Arl 2 dAY YEOE detste A A T
Aete Aol & T3k

Q) GAP 3 - A 25 714 3 Wi dE A B 29 Aol AH] 2
AAA A w2 FE A% AAZ 2A0A w2
A B2 ) 8 Abol o] WA shE Afo] T}

@ GAP 4 - v 2l AH]| 28 dejxl AR 29 Zfo]: A7 of A
AlFE AB 29 W&} w2 mltjof o] Faie} e R



SERVQUALS 7)Hko 2 3 A u) 2 T2 4|2 7| ZAMAVIC) 7)ol 33 aF 317

AFUAAE B3l 1
BYA AL E YeRdT
© GAP S - A%
o] AH|2E W] Ao 7|thE & Aul 29 AulAE T2
Tol A7k AfH| 29| Zpolot}. o] Zto]7} 1A Y| WL &

olt}.

i,
>
o
[
o -
N
=
i
rlr
>,
=)
[
1o
_)ﬁ’
9,
=
i
o

N EELEE]
Gar | A GaP4| T oy
GaPL FEECEEE:
AH2F A B 2
A%
capz | A

&h17ke] 7)o th g

—|  A9A9 a4

Figure 1. Service Quality GAP Model of PZB
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Figure 2. Service Quality Process improve Model(MAVIC)
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Figure 9. SERVQUAL items Points of GAP 3, 4
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Figure 10. Before Improvement GAP 5 Category Points
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Figure 11. After Improvement GAP 5 Category Points
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