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A DEMATEL method in identifying key success factors

of hospital service quality
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4. Conclusions

This study first conducted the survey based on SERVQUAL
model to identify seven major criteria among 22 criteria from
the patients’ or their families’ viewpoints. When the key criteria
were found, the second survey developed for applying DEMATEL
method was issued to the management of Show Chwan Memorial
Hospital. Unlike the traditional multiple criteria decision-making
techniques which typically assume the criteria are mutually inde-
pendent; DEMATEL method does not require this assumption but
further helps the decision makers in identifying the casual rela-
tionships among criteria. That is, by applying DEMATEL method,
the importance of seven criteria can be determined and the cau-
sal relations among the criteria can be constructed. The results
show that trusted medical staff with professional competence
of health care is the most essential criterion. Though well-
equipped medical equipment has the influence on trusted medi-
cal staff with professional competence of health care, there are
five criteria which have the influence on trusted medical staff
with professional competence of health care but the contribution
of well-equipped medical equipment is the smallest. Thus, well-
equipped medical equipment is not a necessity. In contrast,
service personnel with good communication skills and service
personnel with immediate problem-solving abilities are the two
more essential criteria to strengthen trusted medical staff with
professional competence of health care from hospital manage-
ment’ viewpoints.
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