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ABSTRACT

The objectives of this paper are to introduce some characteristics of two-dimensional
concept of quality and to find out the possibility of the application of two-dimensional
quality concept for improving the service quality. The concept was applied to small &
medium-sized foreign language institute. In order to select some service quality
dimensions and decide attractive quality factors among numerous factors, factor analysis
and frequency analysis were used.

The result is that all quality factors in empathy dimension are identified as attractive
quality factors. This implies that customization program is necessary in small &
medium-sized foreign language institutes for improving their competitiveness. However,
all quality factors in tangibles dimension are identified as must-be quality factors.
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