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Applications of ROQ Model to Measuring and Evaluating the Financial
Impact of Quality-improvement Programs — Case of Intercity Coach

Student: Yu-Ching Kuo Advisor: William Jen & Hsiu-Kuei Kuo

Department of Transportation Technology and Management
National Chiao Tung University

Abstract

With the level of the income and improvement that sampled, consumer's
expectation to all kinds of goods and service which enterprises introduce is improving
constantly. Intercity Coach Company confronts the pressure of constantly improving
serving quality, because they hope to obtain customer and advantage of marketing
competition. But quality-improvement must consider the cost, and after quality
improves to reach a certain degree, a lot more of input will not inevitably bring

profits.

This study find that the service quality, customer satisfaction, repurchase
intentions, and profits have signal influence relations after reviewing related
references. However, we find most studies that only focus on discussion about doing
something to improve service quality and customer satisfaction or understanding the
influence factor of customer satisfaction, customer retention and market share. There
were few studies exploring the profitability of service quality improvement. But as
industries, in order to confirm that quality improvement is valuable to invest. It’s very
important to offering administrator the identification of service quality improvement

profitability.

Rust, Zahorik and Keiningham provide the model and approach of Return on
Quality in 1994 and think quality is an investment and need to evaluate the financial
benefits of quality before investing. This research is thought in a situation that
company resources are limited, can expand the Importance-performance Analysis
that Martilla and James were put forward it in 1977, it makes the customer feel
dissatisfied and delight factor to find out separately, by managing customer and
deciding to have priority the improved factor, make the investment on the things that

concern with the customer most, will make benefit of investment maximize.

This research takes A Company of intercity coach as an example, utilize the

customer satisfaction investigation and IPA analysis, understand customer's demand,

II



find out the decisive factor of influencing whole customer satisfaction, and then use
ROQ model to estimate the profitability of service quality improvement for programs.
In order to help the administrator of intercity coach industry to evaluate and decision
the programs of quality improvement, and reduce the risk of investment and increase

the profit-making chance.

1

According to the result of study, improvement program one ' waits station
facility and decoration of the space and designs ', in a situation that only estimate the
benefit of improving customer retention, its ROQ = -27.66 %, the rate of returns of
investment is negative. So not worth being invested in, should keep the present
situation. Improvement program two ' the choice diversification of the personal
video-information amusement system in the car ', its ROQ =14.88 %, the rate of
returns of investment is positive, and is greater than 8% of minimum rate of returns of
the administrator, so worth being invested in. Two programs after the Average of Two
group Independent-Samples Test find that the customer satisfaction of two programs
both increase. But improvement program one is not worth being invested in. It is
obvious that the administrator not only improves the service quality to increase

customer satisfaction but also must consider whether the benefit brought by it greater

than the cost invested further.

Keywords: Service Quality, Customer Satisfaction, Return on Quality, Intercity
Coach
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2.3 ROQ 3

AFL ALY LR FARF ARM S PRGER W2 )E MG B ROQ w9 f 1 &
d Rustetal.3% 4 > ¥ 277 k%ﬁiﬁﬁﬂf’t%%%;}grﬁgﬁn;ﬁﬁ@% ° 1994 & 4 d1R
- ﬂ\‘n‘a‘ mor AR 0 1995 EF A LN EH B D2 F T kg
2 1650 1999 & A AP BT 3 B * AT 41T £(1995 & 1999 & ciElwmAT g ) B LM
b ) o

Rustetal. t 1995 4% &1 7 T & 4R pY en™ 2 > @ B end 17 % 3R o
P arikgp2 w I A AR DK 0 AT AT L

1. & & - 78 4L 7 (quality is an investment)
et - KRR ERR LR A B R T T AR A #HZ b oo
2. &Ry 4w E a1 43§72 (quality efforts must be financially accountable)
Rt - BEERA k> REA - BRF 0 PRI F R
3. F ¥ & F -7 i 7 (itis possible to spend too much on quality )
4. T 2bArg hg TS § 325 2% F (not all quality expenditures are equally valid)

SRERTF A VEALOT TR S A TR N e S o
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A2 ETfBZALARAB I TR R A AN 5 MO T BLRERY
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e ik i rLLﬁFiifr% AR5 b o S J‘rbLﬁFiiﬁ%I‘kﬁ , ( Babakus and
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Lo ZBLARE S ERY 2 RY RMB g™l - g3 1~54 24
BEE 5 B @I P AR AT Fla L@ 4§ o st g L et
S ESEAE LY SRR R

2. EERELIBE EHREDD LR EIINE L LG AQE 0 < N5
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6~7 2 HI T EF 8 A o - AR BHRATFELEN LA SREY
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] > Rust et al.(1995) 5@ d b AR LB LD & - BRI > EH% T
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X425 1lm
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EN %i.ﬁ» 2m
TARR 1
> =5 N xALR 2
=X ii;i Nm
2.6 SbAFEEgenf£mnL 2

W 2w e e '?34 R AR g4 o & B B (QFD, Quality
Function Development)#? & & (House of Quality) @ 2 = 7 & iv e B3 450
LoEdos iR N B A PR R AR ﬁnﬂ%‘rfrﬁf 5% B+ F] + (Hauser v
Clausing,1988) -

SRR T AT J MR 1R ¢ R0F
YRR B G /,%ff(bramstormmg)i SN S e T R
FBiex42R » 2 L/ E® - 38 £ & o% & & AB# F]F (drivers of satisfaction)
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ROQ & e 4 4z /i (Rust et al., 1995) » 4o 2.7 #7577 o % FFP 4o
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2. B
(1) BFBEAET LMoL RT -
Q) ®FARAE LRTEE T E I HE -
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(1) *FeNFIRBLFF o
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%41 BEEFWF EHTE(FA KR Rust, 1999)
Fi g #ar HERE Rol e & | Ty A
R 74 23
% H 21 34
(A= H: 5 31

= Bk FE £

BERE B30 v R E TV LA TR IR R A A4 5% B ik
FAAH BN A O RIPIGERRT T ForE o Rip SUDORBI T o H
SRR A A B S RER A SIED F B SR SR E A (U
BEIDE L EgR) P AITIRE R R A RS F T A 0 B 54U ROQ B 2
Sk eng mwﬁ TR AR BT TP IE] (£42) e F P EFR R
SREE BB EIFY R o PIFE R T KACE S0% L FAR S o B4
BAl> 2 EE N FRIBAEREEL Fe 4 e

%42 EAEEEBRLDLREF TSR MIREPIERI(FH KR - Rust, 1999)

BRE BT R 5%67’113“?5%15&?%?’{{%?11%@"

}éﬁ’i"_,.iﬁ'—ég’_fw:% B ET F g% 91.6%3 4 3 91.8% o

Hot ek 4TI 26% 0 PR L Z & o

PAFs i 5 EE ] 5= g
W O 4 IR & i $254,649 $492,690
FSELE: EE $380,000 $39,000
EI i ($125,351) $454,690
FRERE ($99,223) $188,047

RisERERE :  —$188,047
HEEPE (ROD): —57.6%
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%43 FEHDFHTVPGEET AR F B H|P R A (F A KR Rust, 1999)

e B % e
¥HE1 rgﬁiéﬁ'ﬁ/w\pb
Zoa (112 /12 % /1 %) 72.7 77.1
218 (67 /11 ) 71.2 79.8
% 1.5 (% P &R 24 (2P 87)
HAELI2BAL T A
Zow (117712 2 /1 % ) 2.8 2.2
2.t (67 /11) 4.8 2.1
% +2.0 (A 1014 P 5) -1 (2 pEg)
mgpdled o BEE R IR E v DB F R A 2% o FtPRAR I L3RR 0T A
WAL RL OB c BFEFT AT N2 BIAELH A 2%7F K o
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REZBAARZTE 2% PHALBL ML FIRGEm s 2 BA -
WA B fs E R EILE 1 $471,000
20 A AL IR  $326,000
{#Tenf TS (ROD) -
ROI= (BLdf2émEmi — * AEiiE)/ = AR
= (471,395 - $326,357) /$326,357 = 44.4% o
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