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ABSTRACT

This study developed a performance evaluation system to measure nurses’ service quality for the
improvement of medical service to meet patients’ service needs. Through a literature review and expert
interviews, this study categorized and applied the content of nurses’ service quality into 5 factors of PZB model,
including tangibles, reliability, responsiveness, assurance and empathy. This study applied an expert
questionnaire and conducted interviews with experienced experts to obtain the opinions. We analyzed responses
to the expert questionnaire through the decision-making trial and evaluation laboratory (DEMATEL) method
to determine key factor and create a structural model of a decision-making system. Finally, the result revealed
that the key influential factor is responsiveness factor which influence the other factors.
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