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摘摘摘摘  要要要要 

「愛美是人的天性」這句話道出了人類對於「美」的重視與需求，在心理學家Maslow需

求理論當中，當人們要滿足生理及安全的基本需求後，便會開始追求較高層次的需求，當然

也包含了「美的需求」。 

台灣的醫療美容產業在近來蓬勃發展，如何在業界能佔一席之地，實在是業者該深思重視

的問題，因此，本研究試圖為個案醫美中心的服務品質做初步研究，探討消費者對該中心整

體服務的滿意度，其中也一併想要了解在整體服務過程中，顧客認知價值及個案醫院品牌權

益的影響程度。 

本研究係以阮綜合醫院醫學美容服務之顧客為研究對象，計回收有效樣本 279份，運用統

計軟體 SPSS12.0進行問卷資料分析與假說檢定，包含：描述性統計分析、信度分析、相關

分析、迴歸分析等分析方法，結果發現：（1）服務品質對認知價值有顯著正向影響。（2）服

務品質對品牌權益有顯著正向影響。（3）服務品質對顧客滿意度有顯著正向影響。（4）品牌

權益對認知價值有顯著正向影響。（5）認知價值對顧客滿意度有顯著正向影響。（6）品牌權

益對顧客滿意度有顯著正向影響。 

經由以上的發現，本研究對個案醫院提出五點管理上之建議，希望能對醫美中心的經營有

所助益。如次： 

（1）遴選優質的第一線服務人員。（2）加強服務人員訓練。（3）適時添購最新儀器設備。

（4）創造顧客價值，加強售後服務。（5）提高消費者的品牌忠誠度 
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Abstract 

Based on Maslow’s Theory, human beings try to satisfy the higher-level needs, such as aesthetic 

needs, after their physical and safety needs are met. The medical cosmetic industry prospers in 

Taiwan. Therefore, how to gain a market share in the competitive industry is worthy of the 

providers’ attention. The study aimed to explore the customer satisfaction and customer perceived 

value about the provided services, and the brand equity of the surveyed hospital. 

The study was conducted in Yuan’s General Hospital. Data were collected through delivering 

questionnaires. 279 questionnaires were valid for analysis. Data were analyzed by SPSS 12.0 

applying descriptive statistics, reliability analysis, correlation analysis, and regression.  

Service quality showed the significantly positive effects on the perceived value, brand equity and 

customer satisfaction. Brand equity had the significantly positive effects on perceived value and 

customer satisfaction. Subsequently, there was a significantly positive correlation between 

perceived value and customer satisfaction.  

Based on the results, the study made five suggestions for the hospital on the performance 

management: (1) to recruit the optimal front-line personnel; (2) to strengthen the training of 

personnel; (3) to upgrade the equipments appropriately; (4) to create the customer value and 

intensify after-sales services; (5) to increase customer loyalty. 
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