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o fiRER 2 - MEEC % - ERETE
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®2 MEREAGEDMH (8)

R 5 L 9 (5.4%) 6 (3.9%)
TfE ErrasHt 9 (54%) 25 (16.1%)
B EEHRS 4 (2.4%) 4 (2.6%)
HoAh 7 (42%) 4 (2.6%)
HEH 5 (32%) 6 (3.9%)
B3 T2 AT 14 (9.0%) 14 (9.3%)
- TAERh 41 (263%) 15 (9.9%)
HE 40 (25.6%) 25 (16.6%)
[ AR 37 (23.7%) 54 (35.8%)
BT E 19 (122%) 37 (254%)

AL AR RS RIS 2 MISS H

®3 FE (SIEH) S RRASEEEEENE

4 REIBIEREISE 07 DL Aabm 0. TEEET WEREL
. . by , actor , actor
ﬁﬁ&&g%%%ﬁ/\\\ 04> ER@—I’E\% 0.694 > Cronbach’ a loading Cronbach’ a loading
HERMEGAKR 0.7 - FHEL P A BIEEEE Lo 0.881 0.694 0.856 0.718
BRI E - 2 Fr & Al 0.829 0.776 0.805 0.856
o JETHS 0.854 0.728 0.908 0.860
n e 4 FH58 0.809 0.794 0.876 0.878
xR2 MEEREIEBED M 5 B 0.889 0.872 0.907 0.923
. . EAHERE 6. 5% SR ol i 0.861 0.792 0.914 0.859

A IE e 43I
HE A B BB 78 EEEE 0.851 0.704  0.907 0.870

x4 EE (STEM) F_EERAEREEEENE

- 5 109 (62.6%) 111 (71.2%)
58 65 (37.4%) 45 (28.8%)
e 28 (162%) 16 (10.2%)
B KH 136 (78.6) 129 (82.7)
WFeRT L L 9 (5.2%) 1 (7.1%)
1 LT 26 (152%) 19 (12.3%)
1~3 & 67 (392%) 43 (27.7%)
FE 465 44 (25.7%) 48 (31%)
7~10 £ 10 (5.8%) 18 (11.6%)
10 FE2L 1= 24 (14%) 27 (17.4%)
fh PR 59 (35.1%) 46 (29.7%)
égj Bk 63 (37.5%) 62 (40%)
B ALHEZEE 11 (6.5%) 8 (5.2%)

PR A PRAIRR A
fhy A Factor Factor
Cronbach’ & . Cronbach’ a .

loading loading
1L /EBREE 0.928 0.798 0.897 0.815
2. F &l 0.869 0.821 0.829 0.842
3.BTEE 0.903 0.851 0.884 0.862
4 T8 0.868 0.865 0.901 0.883
ST 0.916 0.900 0.921 0.939
6. B SR [ElfE 0.934 0.815 0.841 0.835
7.8 E] RS 0.909 0.774 0.932 0.875
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HE > kSHBUEESEHFBZEEMEAN  AINEE (5 TR fEELLmit ErF K
PR R o lEERRR R AT R Y TR -

x5 HBREREBEHEZEGSEZHS

i L BEE P MEEER YR i MR
—~ LFRE
N AEE B4 L 4.607 1 4 4.616 2 6
. ITAEG T THLE 4.596 2 5 4.629 1 4
3. TAEBREE 22 SR i R 4.483 3 16 4.509 6 28
4. TAERBE LM AL 4.449 4 20 4.535 3 21
9fEftB T HEEH 4.433 5 25 4.465 8 35
107506 F [ 2 AR HERE I 4.360 6 29 4.535 5 23
7. TAESS Pt o2 22 3 &7 8 4.354 7 30 4.535 4 22
2. T AFBR BRI 5 P2 ] 4.309 8 34 4.428 9 40
12 (EAS AL e - 4.258 9 37 4.411 11 42
1. TAES A 2 22 [ B & L 4.236 10 41 4.409 12 43
6. TEER BT i B 7% Bl 35 1 4.180 11 44 4.465 7 34
5. TAERE C Hi - 4.174 12 45 4.415 10 41
WEIEISEYY 4.370 4.496
&
1.B TH&E ST H 4.624 1 3 4.443 2 38
4ttt B T TIERE L 4.506 2 13 4.440 3 39
6.~ AR Z & L PR EHAL T 4.416 3 26 4.541 1 19
SRR HE R BB E L 4.230 4 42 4314 5 46
2 Fe P i 55 o2 25 BRAL B i B R B 4.096 5 47 4371 4 44
5. 1E£2 HE Y B 8 S P L 3.876 6 48 4.245 6 48
WYY 4.291 4.392
=BT HEE
1.BE LB HE L 4.444 1 22 4.591 2 11
ANFFEHBETZEE L 4.438 2 23 4.563 3 16
5.5 TR AE # & 2 i R 37 B HE ) 4.309 3 33 4.541 4 20
2. B THH IR 2 #8 2 Bl FF B 4.270 4 35 4.522 5 26
6.4~ B EHili A A 7 H 4.258 5 36% 4.686 1 1*
3HBE TAEA SN LR ST H 4242 6 39 4.478 6 30
WY 4327 4.563
v~ AE
2AEDNY ~ RIEWF B E 4.584 1 6 4.579 1 13
1A E R LB HERY B - 4.500 2 14 4.535 3 24
3AHEIEEHR B T 2 4.455 3 19 4.560 2 17
4. N F LN FE e R HASEEAE 4.186 4 43 4.333 4 45
TS 4.431 4.502
7 BEAE
2. FE A B A HRE 4.556 1 8 4.503 4 29
5.0 E A 2 YR Ok 4.466 2 17 4.579 1 14
1.3 &) i 2 05 B i B 4.438 3 24 4.478 5 31
3. EEH S < SR B R 4.393 4 27 4.478 6 32
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x5 TSREEBR/MEEEEEIHS (&)

4. N E B BEESE R E 4.388 5 28 4.528 2 25
8.2~ HI ¥ A H HE B T 58 2 89 Ik 1ii 3l sk 4.337 6 31 4.459 8 36
7 EEHRYN B T AT EHE 4.337 7 32 4516 3 27
105 Ji 98 M AL /Y b BIE A1 B 4.247 8 38 4.472 7 33
6. fETE G My HIRE E 4.236 9 40 4.453 9 37
9.2~ A Hll AL HY T 1Eda 4.118 10 46 4314 10 47
MEESEY 4352 4.496
N~ R EIE
1A EITE A SE SR B R L 4.663 1 1 4.660 1 2
2.8 H T ALA R 2 ik 4.646 2 2 4.579 5 15
3AER A At 2 ik 4.567 3 7 4.560 6 18
4.3 E {EER L BB 22 < 1 4.534 4 10 4.635 2 3
53R B T Aoy Mg w5 EH AR 4.522 5 12 4.604 4 9
6. 1F 5 B 43 Pl A% = SR A LR | 4.461 6 18 4.623 3 5
WH YT 4.566 4.610
+~ A AR
1.AFEREE B TR EIHE L2 Mk 4.551 1 9 4.614 1 7
4. FREE A B E il R A ) 4.522 2 11 4.608 2 8
QAHEEHETRERRKESR 4.489 3 15 4.589 4 12
3.2 W R B T E A i Z U A e O 4.444 4 21 4.595 3 10
MHESEY 4501 4.601

iF 0 LD E R/ N R EHES
2.Pearson FHEIIREL=0.74*
3.a=0.05
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Abstract

Its employees are a company’s most important resource for the achieving of
excellence. Therefore industries pay much attention to the assessment of employee
satisfaction. But only to assess employee satisfaction is not enough. If firms have a
scale that can measure not only employee’s satisfaction with regard to various items
but also the relative importance, to employees, of these various items, then they not
only can understand their employees’ requirements from the analytic results of the
“importance” survey, but can also determine where to make improvements from a
comparison between the degree of importance degree and the satisfaction level.

In this project, therefore, we developed a measurement model of employee
satisfaction by imitating the SERVQUAL model: we call it EMPLSATI. If we
conduct an evaluation of employee satisfaction by using the EMPLSATI model, then
we can understand the employees’ requirements in terms of both real perceptions and
(perhaps unrealistic) expectations.. From the analytic results of the EMPLSATI
survey, the items to be improved can also be verified.

We also conducted simultaneous surveys of “satisfaction” and “importance,”
using EMPLSATI, for a high-tech company in Taiwan. From statistical analyses and
comparisons, we found a few differences between our evaluation results and those of
McDougall & Leuesque (1992) and Comm & Mathaisel (2000), who thought that the
evaluation of degree of expectation could be replaced by that of degree of importance.

Keywords: improvement index, employee expectation, employee perception,
employee satisfaction
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