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Core competitiveness of enterprise has long been recognized
as the driver of profits and sustainability of a business.
Service industry is certainly in no exception. In order to
effectively survive in today ‘s harsh business environment,
services business must maintain its maturity of service
capabilities, treat consumer as the core of the services
and serve the consumer need as the basic of services.

With the extended human lifespan, as well as the rise of
the middle class with concern about personal health, health
checkup service has become a new national sport. In order
to serve customers, who have health-conscious mind and
favorable financial affordability, hospitals in Taiwan
provide specialized clinics and health management centers.
They offer soothing lights and good atmosphere as well as
healthy meals and friendly services.

This study adapts service business process model as
research framework and chooses advanced health checkup
business as the research subject. The main research
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questions are divided into three parts: first is developing
a service capability evaluation model for advanced health
checkup business; second is editing descriptions of process
areas 1n line with practical terms; third is providing a
roadmap of advanced health checkup business to improve
their service quality.

Results of this study helps to define the capability level
representations and maturity level representations for
advanced health checkup business.. This study also
implements a “self-evaluation and improvement
recommendation system for advanced health checkup service
capability maturity level” . Through the stage-wise IT
application adoption, it could properly arrange IT adoption
schedule, prepare budget execution order and strengthen the
maturity level of health care services capability.

advanced health checkup service process model, service
process reengineering, service capability level, service
maturity level, IT application
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Measuring Service Capability Maturity of Businesses:

Model Development, Method Validation, and

Practical Applications (3/3)

Abstract

Core competitiveness of enterprise has long been recognized as the driver of profits
and sustainability of a business. Service industry is certainly in no exception. In order
to effectively survive in today's harsh business environment, services business must
maintain its maturity of service capabilities, treat consumer as the core of the services
and serve the consumer need as the basic of services. Such consumer-oriented strategy
is the key to ensure the long term prosperity of business. It is also essential to Taiwan's
service industry for her successful operations in international market.

With the extended human lifespan, as well as the rise of the middle class with
concern about personal health, health checkup service has become a new national sport.
In order to serve customers, who have health-conscious mind and favorable financial
affordability, hospitals in Taiwan provide specialized clinics and health management
centers. They offer soothing lights and good atmosphere as well as healthy meals and
friendly services. Such reformation in health checkup business has seen vigorous
market growth and received significant investment on both medical equipment and
interior remodeling of examination facility.

This study suggests that in order to achieve a higher quality of advanced health
checkup service, adequate business process reengineering should be carried out as per
need. With constantly improving processes, the service unit would be able to respond
and fulfill the customer needs, increase the customer service capacity of the enterprise,
and continue to improve service quality. Therefore, this study adapts service business
process model as research framework and chooses advanced health checkup business
as the research subject. The main research questions are divided into three parts: first is
developing a service capability evaluation model for advanced health checkup business;
second is editing descriptions of process areas in line with practical terms; third is
providing a roadmap of advanced health checkup business to improve their service
quality.

Results of this study helps to define the capability level representations and
maturity level representations for advanced health checkup business. It could

proactively provide suggestions to and also be adopted as a reference roadmap for



service quality improvement by the evaluated companies. This study also implements
a “self-evaluation and improvement recommendation system for advanced health
checkup service capability maturity level”, which assists advanced health checkup
business to self-assess the maturity level of service capability, and provide
recommendations to enhance the level through IT applications. Through the stage-wise
IT application adoption, it could properly arrange IT adoption schedule, prepare budget

execution order and strengthen the maturity level of health care services capability.

Keywords: advanced health checkup service process model, service process

reengineering, service capability level, service maturity level, IT application
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Al BT BNERERATEORBAA IR E > - L RiER

10



ERIEFABAA R ERP B S REBFRERLAEEST AL
5 FU 0 PR RRALRP AT
(m ) PEP B RBFENRESN NN EERATE  AFEP
PRIFTE E AR RSP 97 U ARAR RS o BE - BOARAAR AN T AR
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g%w%&%\%&ﬁé%ﬁﬁﬁwﬁ BRI AIRTS %) ahg R
FiE- ikt A NEH g K- RiE o

AR A 2 4Rl # I (Service Assets & Configuration Management ) /it
A0 B3B3 LSEIRAT A S A S B 8 F I R BRI~ B
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PA7%22 € 3+ ¢ 12 (Financial & Accounting Management ) /i 4% » H 3 &
1 iee ORI RS~ B B EARTIEARY AR WP IR %z“»?f@.ﬂ_r #
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£1373% % 22 423 (Innovation deployment & Review ) 4z » H 1 & 1
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