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Abstract

Applying the traditional
Importance-Performance Analysis (IPA), the
major strengths can be found and maintained, the
major weaknesses can be specifically improved
and then the quality of service will be enhanced.
Originally, the traditional IPA must equip with
the importance information. If not, the
importance information can be derived by
weighting methods. There are three weighting
methods introduced in our study, namely Pearson
correlation  coefficient  weighted  method,
mutual information weighted method and
generalized correlation coefficient weighted
method. The conclusion of comparing the
consistency between the result of each IPA
method with the importance computed from each
weighted method and that of traditional IPA is as
following: mutual information weighted method
and generalized correlation coefficient weighted
method are most recommended for implementing
IPA method when the overall satisfaction is
unavailable. The consistency between the result
of each most recommended IPA method and that
of traditional IPA is about 76%.
Keywords: Mutual information, Generalized
correlation coefficient, Importance-Performance
Analysis, Satisfaction, Service quality.
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