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In recent years, the government has actively promoted the
concept of gender mainstreaming in the health care and
medical environment to create goodwill to females through
an accredited hospital project. The World Health
Organization has pointed out that the medical systems have
to reflect on the different problems and reactions based on
gender. Therefore, in this study practical research is used
to apply the servicescape model to establish a gender-—
friendly environment, and to help improve the standard of
the health care system.

The research team established the National Science Council
Research Projects in 2011, using service experience
engineering to construct medical system gender-friendly
services guidelines and detail, in order to understand
patients’ needs in relation to gender-friendly services.
Based on the research results, the project expanded to the
medical system servicescape, which included the environment
and equipment and extended to family members and health
care workers.
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In recent years, the government has actively promoted the concept of gender mainstreaming in the
health care and medical environment to create goodwill to females through an accredited hospital project. The
World Health Organization has pointed out that the medical systems have to reflect on the different problems
and reactions based on gender. Therefore, in this study practical research is used to apply the servicescape
model to establish a gender-friendly environment, and to help improve the standard of the health care system.

The research team established the National Science Council Research Projects in 2011, using service
experience engineering to construct medical system gender-friendly services guidelines and detail, in order to
understand patients’ needs in relation to gender-friendly services. Based on the research results, the project
expanded to the medical system servicescape, which included the environment and equipment and extended to

family members and health care workers.

Keywords : Servicescape Model ~ Gender-Friendly Environment ~ Kano Model
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Hp . s 3

] FEER

B 2 PRI I

SR TG A R AR A Tl PSR i BRI R

FR kB A ZAcR T A PIgm F Ry B 3 PO 2 R Ao E R

#ﬁmﬁféLiﬁﬁﬁmé’s#ﬂ%d kAT R AL T E e TRA TR FGR S
A Bl g NI AT PeniF i b AT HaT ) & r@éﬁfi*"ﬁ‘f.—;\é’ L3F 5 I G T
G blde DB DR *oiéﬁmpﬁ)@#ﬁﬁmﬁﬁ’ blde : 3 BRIEY o f 0 R AT 0 PRIFHR
EeRFHE S ﬁla?i#mwﬁo+<ljm*ﬁ’w%:bW@ﬁ%ﬂ\@&¢ﬁ~2@*+
fom LR > g P A BL T OB o

EFRME? R TFL R RAPEF LA BRE RBETR AR IR L TR 0 F
S bR FHTREF DR ERER ERTEFTENF B A HIREG LA R aith o i BERF S
Lo oo B sdm F R o 5 OB L LREE 0 X T2 LMEETIRIEFER o 5] IR
B RAAEHTMESRD B F b RIFRE Y X ¢ MRS o T R %ok € TR
B~ B EIRIAHF &7 (Baker Grewal & Parasuraman, 1994 ) - Sherry (1998)4p ) JRA+ 3% $3+2)

o 4

i}éﬁ"»’ﬁp:—‘:‘ ﬁ: JA r’”ﬂ"‘i%\‘ ‘ ﬁ'] B*ﬂ\ /3%&?‘*/# F‘ —}J%Em'g ,%nlﬁfﬁg&g‘_lﬁ_ﬁ_g oBerry
& Clark(1986)% Shostack (1982)4 ﬂ H AR T g ERED Fﬁé PPRIR R i 4 RAR ST haR
% o Rapoport (1982)7%5 7 BB ¥ ME ER DR E LN F F ¥ O SVRDBREH LS G F

m'ﬁP\?\ et e o

PRARHF AR K 5 PRAR AT i nE 7R 5 (Built Environment) &8 € & 2 d 4 @ 3 2 cHIRIAS-F =
R Ty UG PR o d WEREHERRY S FREGIOREF T URR
AT AR TRBE (8001al Environment)» 3% ¢ 35 w45 B G PRIH-F 4 2 ¢ - Bitner(2000)3= FRF+5-F 2
ELIRIFER S N F E A ARE 2 %Iﬁﬁtfrhuﬁz e mF AR AT R L 4'3'1‘#1%
(Built Environment ) % 4+ < #& 3%t (Social Environment) > 4o 2 1 #77% o d 3P JRG35-F € 452 g % b



SR EDBES PHRBZORLR > AFEFRT ORBFFII LG
RIS F R o B 0 F R Y o FEARZ R ?%}_ﬁ/%?}iﬁij}ﬁ—fé“
PRAES R AR R S e P al ~ s AP FE AR R o ko F i

FRALLE  FHEAF ﬁ%;{;ﬁ;gb%?g§4ﬁ7;a&mygﬁiﬁm}g,ﬁf X

T EERME L Lo
o ARSIl A PRI
5 o 43 PRIEEF 4o in B

IR

%1 %ﬁl‘;aizéﬁ&ﬁaﬁtﬂ PIRE: ¥

& 1§ 7 3 (Built Environment) #+ % & B (Social Environment)
AR e
- = ¥4
57 CER
%51‘% YW Iﬁiﬁ.ﬂ“& v &
ENEY-Y R 7
FRRA
P

(3) Kano = & & #:3% (Kano Model)

S RSO R A B R kR p 1959 & o I Rk i 4p # (Frederick Herzberg) 74 11 ch= ¥4 12
EL (two-factor theory)  Ri&* fles 5 A1 ol ol I TARH 5 P — e iEIL3 # (motivation-hygiene

theory) o i %Herzbergmpi“ CERBEIITRLE LT ELD dszﬂ]'% RS E S - & S
i F]% (hygiene factors) > f R & 1 IFFR 3 APFEE > 2K E 0 2 thgrs g FRL O AHFFT 2
TRE ~ H 1;1*% o @b a8

FRE E R FF o &} LR (7 (extrinsic to work) P %] &
¥ - fifE2 5 ¥R F1% (motivators) » H BRI ain 5 G AR 2%k 0 R AR R4 o Aol (T
,T*}i CEE RT o HAE S BASE T X RS 3 FP (intrinsic to work) e F]F o d 1 P F E dvig
LEFBRLLLA BRI RDREF L > LI R ABRLOFF T FIERL

E1973E p A7 N e E e S 2 MAE 0 X LG FRfEPT o A AR R LA
w %0 5 B (Forward-looking Quality) % & {$ % & (Backward-looking Quality) o w % &5 % 7 & &< i
FEE AL AR FRE R BRRDET S A e BETRLS RS AS L TR
B B )3 Ay A ey R g o

Swan ¥ Combs (1976)4t ‘?Herzberg(1959)/;r@1 FpE ) A B IR R %%fﬁ‘ FF B I
WAL AR A ST NG w G R E o A L ERER —?‘&E% ﬁ_%ﬁ. Blkrrﬂ‘—l% ' e P S
WP AR EHN SO > Ak p AEHE DY FEFEHRE S fﬁ“ o JMITS A &

ST =) A EHmEMGY R A S HE T{am (Instrumental d1mens10n) 27 4 I&F* ﬁém (Expressive
dimension) > & ¥ &2 & & chfe B (Physical) F1 & 7 B > 4o &-cheh g~ i & 0 8 "F,*‘
FlR Mo i R i -

£1.% 32 (Psychological)

Kano= & F #3¢ d %% & p=(Noriaki Kano) ~ % 7}%’@ A pETED $§i4‘1979ﬁﬁ4' v K
& yxHerzbergen "M-HIZ % | 4o fadh 2 % 5 T2 M-Hi2 | o ®1981# %% & P35 3% & L
- A PTIAT o FefE R TR R E R E R o Kanoetal (1984) % - ST HGCR 0 KA &7
FIAZZFBUE B ERTEERLASTS 4 F9 7k o UEMEAFSTE R LG R > &
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TREBRTARR ARRLTTLFLATEFARER AL T IO RATHERIALR > TRETRA
5 % A& F & % (Must-Be Quality Element) » — 7 & F & % (One-Dimensional Quality Element) ~ & 4 & 5

Q % (Attractive Quahty Element) ~ & % £ & 5 & % (Indifferent Quality Element)? & = 5.5 & % (Reverse
Quality Element) » H % 77 4™ ] :

A

&

R R
Bl 1Kano = & F 3" B
SR & JF: Kano, N., Seraku, N., Takahashi, F., & Tsuji, S. ( 1984 )

A% R 5 & % (Must-Be Quality Element)

FRAFTEZFA-TASY AAFANDED > LBy AEFTRZF LR EIREIER 7 &
Looofey LLIEW%‘D,?& LEPES G RAETRA R TR S L R R SRR R B2 g7

BLT AR FEFARSFT AT RERT 6 L AR RL TG R AT RRET AL
SR o RN L EN SRR RS M7 R T A

B.—#~ & & % (One-Dimensional Quality Element)

AR RS TR A

LIRS MG R FARE S HIM G 7 L F hRAAR
BRELRL RS TR F 2o R RREZRBREF > BFLIREELRIFRL - - ~&F
B A AR P g o

Cok+ BH &3

% (Attractive Quality Element)

PHEETERAASLE m?ﬁ
A AR E P g KA A

2V 3
L BER USRS R EF‘TJ; g grj

D.& £ 3 5 & % (Indifferent Quality Element)

A N I ;4:4;"1‘*&5]%‘« Ko LB F oK T LA
#&l—fliﬁ#@ °



E.F = & B & % (Reverse Quality Element)
FHLREZEAFEIAREDT B FALAFRERAIRLIIGR °

Kanofzt ¥ ﬁ»é#ﬁ%éﬁfi%fr%éj? PRk SR LMo As HFREERL - R
B e 2R e E R R A is&if@/&w&%;ﬁw%@%ﬁ%?%ivsmﬁﬁﬁhﬁf P AR R
R ARALR o MT Ao BREEEL R R - BRI SRR T 250 E A R
hgik\iﬂ}gﬁf\%wiuiliﬁ fEHE o

pacuxm

FAEl(@) Mo FEAR g8 M

DEE oORZO 0T AR T o AR 07 EE
RALL(b) WP > FEA R g4 F M@

nEE ok o AR on L% 0 FE

Kano (1984)i¢ * /& &, ~ 3% ~ 7 Mo ~ yH2 ~ 2 B L EH U 2 577 & 5 R pg®:h o ikt
FhERRFHAEFLF > rh 2.

% 2 Kano (1984) = ‘&g f 4 %

% & 3% AR | RpEE | AR #
Bl [ RQ [ @) [ %F@A) (@) [- A0 |[dvEh
Bz | Fe®R) | #ARD | RLED | ELED | FAM) | H =
AMe | Fe®) | ELRED | RAFO (ELED | FAM | HvEG
ik [ Fe®) [ &ARD [ ELEQD [ ELEQD | FAM) | HvFE
2Ed [Fe®R) [ FR®R) [ Fe®R) | Fe®R) | #%Q [ HviEi
Hu Homl | Homy |Hdomg [HoEy | EvEg | 2vEl

Matzlerf-Hinterhuber(1998) i * L gt~ 7§ R - T AR T - L XE 2 TP T AE R L TR
= /El‘ﬁ G ):V I I O R ..:B.r-rv?fr/w BE 2. 1R#§1 k3o

#. 3 Matzler f- Hinterhuber(1998) = &5 4 4f

LB merE Rk | Tap ¥ P S

T ##(Q) a4 (A) T4 (A) W (A) - ~(0)
merg k| Fe@®R) | BLZREQ | 2L20D | 2LED | F AWM
TERE | Fe@®R | LR | RLBED | 2LED | FHM)
L omasE Fe@®R) | 2480 | 24280 | 2220 | %2M)
2E%E | F+®R) F % (R) F % (R) F % (R) H 4 (Q)
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FATHE T i (%)
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- 147 55.9
19 m* 5 1.8
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50-59 70 24.8
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N i 7P B v 5 (%)
2k 3 1.1
i 36 13.4
* BB 178 66.4
e 47 17.5
Yo Ay 60 21.3
° 4 205 72.7

9% 2 5 ATOF Lok R K £ dod 5 A

3 5 it st A4

Tiogk  HRERL

1EEEZ L3 4.20 0.61
(DA RN AR FEL Y v nige 4.23 0.56
(Q)FF % F B A GERRIRGE S 5 R A EHEVF RS < 4.23 0.56
)N g BB 2 I P F DY < ith 421 0.59
(DEFERIREPF > A ERPLFRELY w75 5 - BL 4.23 0.60
G)AFEAA KPS EPD > BF AL TED? SRtk 4.21 0.65
(O)F 5 higTdtte o hip i F R B i 7 8 o 4.06 0.68
2REZRIHLF 2.68 1.05
(DA RNBEN > AT FHANFEDS Y itk 2.57 1.06
Qs B FL P ol R > A gL IRaRR 2.79 1.05
BAE LA R R h AR 3.74 0.73
(DA% P REF-L > ADREFFLLFRDY itk 3.52 0.84
QAL BL AR PHEINCFED Y it 3.46 0.85
G)EM AR > AL F DD R IEL 3.99 0.60
(et Bt Y R dPRGEa 7 0 B HRAE RS 3.99 0.62
EERAY cHRREETHEANL (2o ERE-ZF

18y cHEERART 4.43 0.53
(1) 4% &3f g B 4.38 0.51
Q) 2 ehz § &F o 2 BEZE T f g sk 4.50 0.52
()il B Ak i+ 4E 4.41 0.52
(DB E ch2 B 3 o B4 &g g 4.42 0.53
)EGETFIRIPLEBAEFT R 4.46 0.54
2AHEREEY 2R Z H R 4.35 0.62
MAFGHETERFAEF IR R B2REIRLTDR2H  FE - #3 4.49 0.55
Q2 L x2F ~RAEREF 2R FRETR ML ER 4.46 0.57
GFEF(BE)Z > TFPHEEEE 4.28 0.70
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OF (B)F 2k EFRFBFE#0 > VRPEIMZ A TRET L 4.33 0.67
TH k&ﬁ~@@&%~?ﬁﬁﬂjﬁiﬁ~%%ﬁﬁ%§ﬂ%ﬁﬁ

% F Nk * £ 2K ¥E

)R #TendicE 2 KR AL ERF AR 4.33 0.60
(6)3& F M+ B 7 4.18 0.74
()X & 2% @ % K F chynfe » @& 92 L IR 3] i 4.36 0.58
@)V #7F B ~H 2 fii REARRIF IR GFL Y & 4.34 0.60
VR “Temk 3 2 R & > RIS iR 2 L T HRMPER T { 4.38 0.58
BAEHREREY wWT ~ PE - AZF R 4.26 0.59
(D EES L Ladnig > Fdo ! FE R BI BRI = 4.24 0.61
QDT -~ R EZ 2 AF 0 TR ERALIILR 4.22 0.62
(ﬂ%%ﬁéﬂ~ﬁ~w¢i$m5~ﬁé% 4.24 0.63
DL HBAREDTE | 5 4.30 0.57
G)EH T P d >kt ai 4.32 0.54
Aighiba? sIRBAREAENAFABEILR 4.44 0.56
(DK ERY 4rf B LW IR R LB REGF 2 BFAL Y FIRK 4.50 0.54
%

QEFLMELT EELAARY ) TRIERF S 4.47 0.55
G)PRFF 4 B iL R G egf ik 4.47 0.55
Mtk ai@Aa?  2FRHAR RV FL AV FLG ABELETRLE 4.41 0.58
4 i

O hERLEBEELR 3 EFRBDER >+ 7 LS BRI D 451 0.52
L% 1|

0)F G HBEPRAARAPF 2 ERIAFLLAET L 4.37 0.62
(D h 4 |5 RS2 2R L ] o 4.40 0.57
)T B2 > JRIFA R EFHURER > 2 XX E Ak AEAY D7 & 4.42 0.57
FR

5% % X PRIE 4.25 0.70
m;*w*yg&iwémw REdrprtied e gigiem i 421 0.73
Q)L KB FD oS 4.28 0.69
G admank: > T EFMHnL R (blde BT P2 LPLZ-BRE 4.27 0.68
BLA o BiARY 0 B € R FIE v B )

EERAY CHRRSTEEAL (FRERFE-EFT7 L E)

14tk cHERB R 4.24 0.74
(1) & =4 & 5 # 4.20 0.70
QzF&F* &> 2 5 5F 2 {1 f hjek 4.29 0.75
G)Flm;kF X ieky +iE 421 0.74
(@%mmﬁ&ziéﬁ%awazﬁﬁﬁﬁﬁ 4.22 0.75
)EB2 MR B EBAERE 4.25 0.74
248 HEEREP T F2 H AR 4.11 0.86
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MAFFEAYEBRARF TR H2HREZF 2 XFD5R BE - 4.23 0.87
A
QW L 2FZF P22 FF RLPFF B RZFR ML AR 4.20 0.89
QEREF(B)T I PEEE AT 4.07 0.87
O (B)F 2k R RFBFE#N > RARPIHLER R RE 4.09 0.85
FREAER G EEERN LT RRKE R PGP R E
Rofrdr B RATKE ~ LG R K
G)R *Temk 3R A hE Gl 2 4.09 0.82
(6)i 7 K J A+ R eT 3.98 0.87
(7 % d\ﬁ» PRt R F AR RIGR P H 4.09 0.85
BVF*TitF KT EL B IZHH 2 REARRIF I HEFL Y & 4.12 0.86
OVF iR 2 Rt > RIE e R 2 L THRHMPR T2 2 4.15 0.86
BEHEEKEY T~ FEHE A ré#wmf 3+ 4.05 0.84
(D7 REEL L NG Fho BE R RFRd > 4.02 0.85
Qi FoReEF ~ TR E > 28 iﬁ E SER R R U A 4.00 0.83
QB E ¥ il FEp A ken® oL 4.06 0.83
(@Eiﬁ%ﬁﬁﬂﬂfim;p PR R AERMEY LR 4.12 0.85
(C) N ¢ 1= e N Sl 4.03 0.86
4B AEY SIRIBAREFBU AL AR 4.15 0.89
(DitteEa? &oF B LMW R 3 g LdR G § 2ot FE 4.19 0.87
B
QEFELMKBEARE 3 2 XA RRE > R REGYEE hpes 4.16 0.89
G)PRAr A Bl LR P& _m‘%f‘ A S 4.18 0.90
(it hiEf? ~FRAA TV FLAVHFLRG ARG DRRE 4.16 0.88
4 & 3
O hERLFEELR > FAEDER > 7 7§ s 5AREHEH 4.15 0.89
O)F B HEHARAEAEF §RIZFILST £ 4.08 0.91
(7)4@5 LR R R EE R L B 4.14 0.89
(B)F AR > PRIFA R A LG MuAR AR €33 Ak AEAY D74 4.13 0.90
PR
5. % % ¥ FRF% 4.01 0.91
(1)i2 } 454 iﬁ;%ﬁ? > B pRFR > ,%Jﬁ%ﬁ}‘%ﬂ—*»?ﬁiﬁ R R 3.95 0.91
Q* L RIEBET o 4.06 0.91
4.03 0.91

(3)1%?3%@%:11&” CRFF RIS L B (Glde 2 G BT LR LA S
- BHRARMR  hERY 0 EXTHE T B BOEE)
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* #7312 Cronbach’s Alpha & Z_%& B * 38 2. 7 & > Guieford(1965):% 5 Cronbach’s Alpha % #ic7k &
LZEF07AVESLTHLIGRE EFF2HFT w2 M IEE  F 2 > B4 Cronbach’s Alpha % #ic
0350 AP FFRORE AL E G M- R AR L L B 2 Cronbach’s Alpha & % 0.7
P f AR R e

6 TRAT

Cronbach’s Alpha

IR N S 0.84
B R AR LR 0.98
foo BPRE-5 07 L R Rk 0.99

MFFAPFEEFTRS S BERELST RIS R FJ’%@!&_@_;’V?{’FQ X g#c %
oo RREME-F 7 L X RBOEFFR A AT F ZB N R R F S o g S 2 ¢ 7 Kaiser ¥

g iv &9 Promax ;£ o

%7 FlE A AT

R R RRRARREEDRG R
BRE PR 78.90%
75 8% % BEE R R 85.27%
B R RE A 67.50%
FEEB R 78.74%
7R R 75.58%
it B BEFR - Moo~ RELS A b gkt 81.43%
WL URUREE 3§ /'S JRAZA R E ] % F A2 R 77.94%
R
AN EE AT 85.91%
TR R M 91.52%
ZRE ARG @ 88.98%
£ o BY AT - Moo BELS AR R 7 i@ 89.21%
R LR B R REFERALIBEE 90.79%
B
ik 2] 5 L PRI 93.87%

16



i

C BRI (F R A Y]

* 7 3 ik JpMatzler{rHinterhuber(1998) £_i¢ * % gt

i&i’ilp;\/ﬁj'ﬁmﬁp ¥ FiT L o

%8477 &

R
Element) ~ — = 5 & % (One-Dimensional Quality Element) ~ % 4 & 5 & %
# £ & & & % (Indifferent Quality Element)£ & = &5 & % (Reverse Quality Element) » & 5 & % ;2 4c

CIEATE RS EERR R LR e E
B2 &Py &F ®A A% AR&F L& % (Must-Be Quality
. (Attractive Quality Element) -

‘rf—-‘

48 SFE2Rfi
Bh | merds | 2ARE | W% | 1 EE
EE 21 (Q) i (A) B4 (A) B4 (A) - ~(0)
Zarg | Fe(R) 22320 | 2EZ320D | B2 R0 B A(M)
TaERE | FP®R) 2220 | 2EZE0D | 2220 ¥ M)
i % F % (R) 21380 | 2LE20D | 2ZL20 B RM)
AEE | Fe® | Fe®) | Fe@R) | F#®) | ##(Q
R 5 R T
59 mAnA 4
PRAZJ 3 & & Kano & F B itizap £ b
A (0] M I R Q
14K EERE? ~FRBRBE R 12.76% 1.23% 0.00% 53.91% 8.23% 23.87% 1
(HadFs&Fang B
DAFAWFNZ F ET 2 LG EEZ 14.75% 1.23% 0.00% 43.44% 7.38% 33.20% 1
(2)4 e Ff’ﬁiﬁ S
k) g vR
Q)FdZBErEF O+ 12.76% 1.23% 0.00% 51.03% 7.41% 27.57% 1
DRF R B L e LA SF R | 13.17% 1.23% 0.00% 49.38% 6.58% 29.63% 1
NEGET BRI RLBALAERST R 16.05% 1.23% 0.00% 45.27% 7.00% 30.45% 1
( )FE 7 Ki e M’f‘ il
2HHERKRAY w2 FE H AR 14.05% 1.65% 0.83% 41.74% 6.61% 35.12% 1
(DVRHGELE B4 EFE £ kT B2
WMAZRITFZRF ~ FE - #S
PA)} B W B PREE % » & f ¥ i 14.23% 1.67% 0.84% 42.26% 8.37% 32.64% 1
(2) LR Z Bt & IREES i1 i
I INY
Gk Erf(R)irz & ’ﬁ PEZ EE S 13.39% 1.34% 0.89% 52.68% 6.70% 25.00% 1
@ (B)F a7k £ 5 ﬁéz@ﬁ}ﬁ 14.41% 1.35% 0.90% 50.45% 6.31% 26.58% 1
A 0 TR /j/’ﬁgif?% i S
FH G TR DRRE T
PATE LB R 3 6
FW X
O)p #renfic g 2 K3 A 1 XiEpERAp 12.29% 1.27% 0.85% 54.66% 6.78% 24.15% 1
[
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BRSO
Integrating DEMATEL and ANP techniques for evaluation of green

project management

Ying-Chyi Chou
Tung Hai University, Taiwan
Ching-Hua Lu
Tung Hai University, Taiwan
Hsin-Yi Yen
Tung Hai University, Taiwan
Yih-Chun Huang

Tung Hai University, Taiwan

Abstract
This paper is based on the TOE framework for examining critical success factors of green project
management under complexity. The increasing number of recent project management related papers
highlights the importance of complexity. Project complexity is a result of both internal and external
factors. This paper examines green project management (GPM) to propose a multi criteria approach
based on the technological, organizational, and environmental (TOE) framework for green project
evaluation. The Questionnaire was completed by fifteen project managers in the environmental
management industry. The mutual influence and weights of dimensions and criteria are calculated by
DEMAEL and ANP. The usefulness of the proposed framework and method can help managers clarify
the mutual influence of the complexity of green projects at the front-end phase, which helps decrease

financial and time costs resulting from complexity.

Keywords: Green project management, DEMATEL, Multi-criteria decision making (MCDM)
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