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Abstract : Purpose: Research on electronic word-of-mouth (eWOM)& online review has been widely used in service industry
management research in recent years. The SERVQUAL scale is the most commonly used method to measure service quality.
Therefore, the purpose of this research is to combine electronic word of mouth & online review with the SERVQUAL scale. To
explore the comparative study of positive and negative electronic word-of-mouth reviews of a certain armed force general
hospital in Taiwan. Data sources: This research obtained online word-of-mouth comment data on google maps from a military
hospital in Taiwan in the past ten years through Internet data mining technology. Research methods: This study uses the
semantic content analysis method to classify word-of-mouth reviews according to the revised PZB SERVQUAL scale. Then carry
out statistical analysis. Results of data synthesis: The results of this study disclosed that the negative reviews of this military
hospital in Taiwan have been increasing year by year. Under the COVID-19 epidemic, positive word-of-mouth has a downward
trend. Among the five determiners of SERVQUAL of PZB, positive word-of-mouth reviews performed best in “Assurance,” with
a positive review rate of 58.89%, Followed by 43.33% of “Responsiveness.” In negative word-of-mouth reviews, “Assurance”
performed the worst, with a positive rate of 70.99%, followed by responsive 29.01%. Conclusions: The important conclusions of
this study disclosed that the total number of electronic word-of-mouth reviews of the military hospital has revealed positive
growth in recent years, and the positive word-of-mouth growth has revealed negative growth after the epidemic of COVID-19,
while the negative word-of-mouth has grown substantially. Regardless of the positive and negative comments, what patients
care most about is “Assurance” of the professional attitude and skills of the medical staff, which needs to be strengthened most
urgently. In addition, good “Reliability” will help build positive word-of-mouth. However, poor “Responsiveness” can easily lead
to the spread of negative word-of-mouth. This study suggests that the hospital should focus on these few service-oriented
quality management and audits.
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