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Abstract

Due to the transformation of family patterns, the transformation from a traditional big family to a small family, coupled with
the increase in the number of married working women, the maternity cannot be as good as in the traditional family after childbirth, so
the professional maternity care centers become necessary in postpartum care. Getting along with more and more maternity care
centers established, it is inevitable that there will be mixed phenomena in terms of their service quality. In order to make the
maternity care center stand out as a winner in many competitors, the good service quality provided to customers is fundamental. In
this study, a questionnaire survey was conducted, 200 maternities were sampled to collect their opinions about the service quality of
maternity care centers. Based on the service quality model of PZB (1985), the service quality provided by the maternity care center
was analyzed. The results of the verification showed that there is no obvious gap between the expected and perceived service quality
of the case maternity care center, but there are gaps in individual items of questionnaire. The 22 items are divided into five aspects:
tangibility, reliability, responsiveness, assurance and care. In reliability, there is a significant gap between expected and perceived
service quality. In addition, the two-dimensional analysis of the importance and satisfaction of customer identification was carried
out. Only one of the 22 items fell into the ‘Concentrate here ‘. None of the five aspects fell in the ‘Concentrate here’. It showed that
the service quality of the case maternity care center, overall, is OK.

Keywords: PZB, Maternity care center , Service quality
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