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A study on the relationships among service quality, perceived value

and customer satisfaction: a case of a medical cosmetic center in a

regional teaching hospital A
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Abstract
According to Maslow’s theory of Hierarchical Needs, human beings try to satisfy their higher-level
needs, including aesthetic needs, after their lower-level needs, such as psychological ne‘& and
safety needs, are met. Nowadays, not only women, but men pursue the good-looking&é\ar%es.
Accordingly, the beauty industry rises.
Customer perceived value varies by circumstances. As well, the re-purchgge i&t%lﬁ depends on
the brand equity, customer perceived value, and service quality. As a 1 \é/study aimed to
investigate the service quality customers of the medical cosmetic centelergeived by evaluating the
customer perceived value and to explore the relationship tween demographic factors and
customer perceived value. %
The questionnaires were delivered to the customers who ceived the medical cosmetic services
in Yuan’s General Hospital. 279 valid questionhaires- were collected. SPSS 12.0 was used for
analysis. Multiple regression analysis was Kwd.
The significant differences were&vﬂ(@een demographic factors and the service quality,
perceived value, and customgr %}% There existed the disparity between expected service
quality and perceived se Vi:Xua . Service quality showed the significantly positive effects on
the perceived value. Subsgquertly, the perceived value had the significantly positive correlation
with the customer ti:fastion.

Demographi s, service quality, and perceived value affect customer satisfaction.
Conseq tly& study provides the investigated medical cosmetic center with five performance
sudgestiqos as follows: (1) to keep the positive customer service attitudes; (2) to understand the
needs Of customers; (3) to make sure the each service to be well provided; (4) to employ the

billboard to demonstrate the information of the services; (5) to provide the value-added services.

Keywords : customer satisfaction,perceived value,service quality,demographic factors
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