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Abstract

Because of the slow growth of Taiwan’s economic, and the influence of
liberalization of Non-life Insurance premium, the Non-life Insurance industry
has a great change. Many companies gradually shift their management
orientation from price competition to differentiated product design, and
promote their service content and quality. In order to increase the loyalty and
repurchase intention of customers. This research was based on SERVQUAL
gauge (Parasuraman, Zeithaml, and Berry, 1988) which includes five aspects
22 criterions to evaluating dimensions of the service quality. The research
object including Non-life Insurance companies and insurance brokers
company employees. Rely on practical experience of senior staff to assess the
services quality of Non-life Insurance industry from the perspective of the
customer. The relations among the aspects and criteria were determined by
DEMATEL and a new vision of DANP to identify the weighting of each
criterion, to build Non-life Insurance Service Quality evaluation. Then we
proceed the alternative evaluation that apply TOPSIS to evaluating the service
quality of the first four Non-life Insurance companies. The result of DEMATEL
show that “Reactivity” was highly prominence among the relation of five
aspects of Service Quality. The result of a new vision of DANP show that
“Customer service”, “Customer equity”, “Problem solving”, “Proper service”
are the critical factors of Service Quality, all of these factors stands for 27%
overall. In the end, evaluate the top four Non-life Insurance companies by




TOPSIS, to generate Company "M" has the best Service Quality.
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