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Abstract : Service industry continually grows along with the society developing towards mature and
has become the main source of economics growth. Especially, the insurance industry in the past decade
blossomed prosperously and mostly reached the saturation in Taiwan. For this fiercely competitive
industry; however, there is rare literature addressing on the quality design and relative research.
Accordingly, in this study we proposed an integrated model in terms of the viewpoint of customers to
investigate the service quality and service recovery of insurance industry. Differing from other
traditional methods of measuring product or service quality, we draw the service blueprint of insurance
industry to identify the potential service failures for building the reverse quality questionnaire of
insurance service. Then, we use the Kano model to classify the service failures into different
categories for understanding customers’ perception. Furthermore, the improvement priorities of
reverse quality elements can be obtained by integrating the Kano model with failure modes and effects
analysis (FMEA). The final phase involves transferring the improvement priority into the weights of
quality elements and developing quality function deployment (QFD) for the voice of the customer
(VOC) can be incorporated into the insurance service design. The research results indicate the
proposed integrated model is capable of refining quality elements and avoiding service failures.

Moreover, the model can be widely applied to other service industry for quality design and analysis.
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