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ABSTRACT 

This study is primarily to develop the measurement of customer experience which could apply to any service
industries.  The  importance  of  customer  experience  has  been  rapidly  and  dramatically  increased  in  both
service and manufacturing companies. As a starting point to develop an instrument measuring the customer
experience, this study developed the multi-item questionnaire for a medical service and empirically tested the
validity  of  the questionnaire.  The survey was conducted to  127 patients  who are currently  experiencing the
medical  service.  Consequently,  the  instrument  which  could  measure  three  types  of  experience  clues  in  a
medical service was proposed.  
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