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AT B BIEAE B A B REREFFHFART T - EH 2R
BRE R - BIRBF IR - B BEZERIA TR A RRRHAESE
VHIRIRIEAY T % (Shields and Evans, 1998 : 10) » 5 BIBURF ST " BUMF &
W E TR R AN PR - B8N T/NTRE ) AURELRR - MEIEHFER
IEEBEECRKE AT SNEFERES - EMERREE AR - DR A BZF
FES -

H ¥ R BT E RIS ERH #sR K » BAABUT L /HEE R TS SR
EECREFRAZERRT R RUELEEE REMEMEHE S QLR
DIE S R BUFREEEE (OECD, 2000: 23) - 8E4% » {BIBIFETIRA
HIRBERIR A TR - (HEREARB A RIS A R T R
7= | (service gap) (Zeithaml et al., 1990: 20) » IR KB ARG AL E 1Y B
YIEAEY > BUSEE IR "EERE A | (customer-oriented) /A LR » IRE
BEE AR B SRR -

BIHE - BRARBFNE —HEEEERE A RS THIEHF (Osborne and
Gaebler, 1992: 177) > MFFE A RRERTREBUT - HFIEREAR N BEX
FHE | (consumer sovereignty) F ErI A - E BUN LA HE 7 B OIFEMER A
HiR - BARTSMEBNRGENEES » &5 RS 5 U
AP e

FERIAE KIS KRR B B S A EE AR - B » 2E " H
FEWHEZES | (NPR)BIHER~ " BAE @SS, (putting customer first)ZE
e o WH A RBFTHHIREE R EKT - 2k - EBIBUT 5 NPR B E
fiiB "2&#% JJHEZ%£ 8% , (National Partnership for Reinventing
Government) » ZLREHFRETERRABHL - ¥ BUT B2 7B EIRB M
B LA RS AR R R AR R BUN AR h R LR &
MEAILIRBTEN T4 ZEB] A E i/ 2 (Cabinet Office)fit 1998 4FATiE#E] ' AR
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B - #HEE 2 | (Service First: The New Charter Programme )i 2% 2

" AR E A% L (Quality Networks) & Sij - B TR B o A T R A
LB B BB B B PR o e e BEEOR A L AR 55,50 B R R 5
TIZRBRFIRF 1995 R84 "mBERBIRAZ EES  (The Declaration of
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(publicness) » 73738 F3 HE ¥ v B 42 AR A LT WEERE  HSELERE
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AT A6 HR 5T (Gronroos, 1990 35) » FARTET SR 3B AT 38R > Christian
Gronroos B # R R RS S (perceived service quality) B 2 [ R ¥4 b pe
NZ WA > BRI R B ERTS R REEN SR TS
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Hama)ZE R (BI4: Zeithaml, Parasuraman, & Berry, 1985a, 1985b, 1988;
Crosby, 1988; Zeithaml, 1987)%

fRil " ARBSE ) PRI S 85 K Gronroos (19821KIB RIS E S
NEBLELEETE - MR EE S S T HiTEFE ) (technical quality)8d FIJB
REMEATE | (functional quality) AEEINILERT » H BT (RIS S 7EIRAE
MFE TR T (T (What) ; TTShEEMEHIZFE IR " 204 | (How VBSR4
BRI IR B2 AR S RE E GRESHE » £ 87 1 33-34) - MEBBEINS » BB
BN R R R ORI IR SR B E A A SR (52 1078 iy B Sk
2o gt EESRBENEE SRS ERERE SRS E
T > FIRFED RS RS LR R P EE S R S R -

FLE M - AL S B SES R— EEIARNEE  BE L
FE IR AR AE R W ENESKE AL ﬂe‘!‘%f%ﬁﬁﬁx
[E]72 8 (Brown, Gummesson, Edvardsson & Gustavsson, 1991: 1) » A#7 8|/
FEHER ¥ Zeithaml, Parasuaman & Berry 2 A 7E 1990 fE 2 /ET B2 S B IR 7S
BB R BE B Y | (Delivering Quality Service: Balancing Customer
Perceptions and Expectations) F ¥ [R5 BRI EE > 85 TIRGSE | (RIEFT
T IR RRYERT & BB B F A AR T R L B R SR
WA M B RS FTIRE (Zeithaml et al, 1990 18-19) « # I » 4R
rn B LS SUE RIS IR RS K E S EREROEE » hBES
PIHFGE R T IRBEENZ ) (service content)B T IR {HE L | (service
delivery process)fii HHIFYE K -

= BUNRBS S E Y i
B A RO BB R A TR IR B b BT A AR B £ B o

2 5[ H Gronroos, Christian(1990) © [ 7% 4% B 81 77 $% | (Serifice Maneigement and
Marketing)-p.35.; BEFA BAIHVIRES B ERE AR EE 55253 Gronroos(1983)
RATHHRIR G R T IRES IR RIS S BB T45 | (Strategy Management and

Marketing in the Service Sector)—& -

LG T BRI A 2 B e - M EREIRE 211
T — RO EREGRY 211
@ﬁﬁEﬁﬂﬁﬁﬁﬁlﬁﬁﬁﬁﬁgfﬁﬁﬁﬁgﬁf@%EE% » BUREN T2 Michael
Hill(1997)7E " $hfTH5%: #e g HIFE? | (Implementation Theory: yesterday’s
issue? )“K@Eﬂ%ﬁﬂﬁﬁﬁﬁXﬁﬁz ’ E%%i‘@f@%f?@ﬁﬁﬂﬁ%fﬁgﬁ
ERAMECHENE  MESEE 1997 F& T BUTES EEIE RS FEh
Wﬁ%}éiﬁﬁ%ﬁ%%ﬁﬂiﬁ%ﬂﬁ@E@E&Hﬁﬂﬁjﬂ 2

%@lﬁﬁﬂ%#EJ‘I‘ITLK%(ASU)Q}%%%%lﬁ?ﬁﬁ Robert B. Denhardt(1993)
E:?nj\%fﬁﬁﬂﬁﬁ’(ﬁﬁﬁ%ﬂﬁﬁ@%Eﬁ@i%‘gﬂﬂﬁﬁﬂﬁﬁmuswm-taﬂored) ' T BLAF
g E David Osborne Eil Peter Plastrik(1997)Rj#2H T BEE M | (customer
strategy) ¥ B ER T 5 » SEAR THEEE (customer-driven) s, 5 43
VT ES = PN 3 "REEEE (client-oriented) fR7% - ¥y&4g AN
BB E -

RABE I BB TS ﬂﬁﬂﬁﬁﬁg%ﬁﬁ%%ﬁﬁiﬁﬁiﬁﬁﬁﬁﬁﬁ
HIBCER T e - NIRRT SR T 5 e - RE R PR RS S RH A
%S B B A 2 L HRIRE R AT EITE RS - RFEFHET BT
BBV B (West, Berman & Milakovich, 1993: 179) - 22 T g3
B & (Federal Quality Tnstitute) i 2 1] 5 B & SR RE 20 B R T EE
5 r%ﬂﬂﬁﬁfg’iﬁ%ﬁﬁgﬁgﬁﬂ%ﬁﬁﬁ . EH@E%%E%E@EE%E@%E%
Ko %’E%“%ﬁ%ﬁfﬁﬁﬁ%@ﬂﬁ%%ﬁﬁ@  EEEE BB IRIE A
%@%E’H@%%@&%ﬁﬁ@f’ﬁi@fiﬁ@%%ﬁﬁ%%ﬁﬁ LR B EW S
*(Lewis, 1991: 1) »

EH "BFENTES B, (National Performance Review)7F B S5 3R 4
o B R r%ﬁﬁ%%ﬁ%@ﬁﬁ%?ﬁﬁ%%@ﬁ%  FEH S A e
%&@Iﬁ%ﬁ%wt@%%ﬁﬁgiﬁ% : E?ﬁ@%f@é@ﬁﬁ%?ﬁ@ﬂlﬁﬁﬁfﬁﬁ il H
ﬁ%ﬁ%ﬁﬁ%‘%%ﬂ%ﬁﬁ)\%ﬁﬂ% TR, RYARESFEA | (Gore, 1993:

6) - 4 BT "ANEHEE | (Citizen’s Charter) REE T REIIEN T %58

3 FHEH Lewis(1991: 1o [JZaC0F: « comprehensive customer-focused system ... to
improve the quality of products and services, It is a way of managing the organization at
all levels, top management to front-line to achieve customer satisfaction by involving all
employees and continuously improving the work processes of the organization.”
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{FHENEEREALRE: RALUK RS E H 8] - HIEZE
EEZ T FERYREF (L | (Prior, Stewart & Walsh, 1995: 56) -

C TERABS AT 0 EE 2 EMNE i ® (National Governors Association)H]
SEFR THNEEERE DB B o B NN ROASREEEA
TR o T A B B i 5 S BUR BB R R TR
(National Governors Association, 1992: 6)- & A EHEH L 23 Michael
E. Milakovich (1995: 162)& %12\ FEERFT S E SR ry e B 1] - HEZREA
RO SLAH R SRR R (I — (A R eI T 28

(*)Eﬁgifﬁ%ﬁﬁ%ﬂ%f&ﬁ?ﬁﬁi’%%gﬂ’ﬂfﬁE%Eﬂﬁﬁ?ﬂﬁ%?ﬁ&ﬁ% °

(OBURE "HE ) BEEATEEOHEANBEIREEER - M
A~ RBEAES) -

(E)BABHE R EIER D AR E BRI FESR -

(M) SEE) Bz & BRI e - WS TR @ T LIz &8 -

(TO)HEHE38 R MR Rl R 77 22 B B Pl R e -

(RERABHRATE BRI E T2 -

() AR HERE S0 A 1 A B B PR AR EER

(VOBERR TAF S ATH 2 R B R it 7 B T R s ry S i e

(0 TEB H B s S iR e LE T R

B IRBHBEHREN

HEHAE S EHERRAYZRER - MEnTEE B BRI FE S R B AL E 1Y
BHZe = E (40 . Sasser, Olsen & Wyckoff, 1978; Grénroos, 1982; Martin,
1986: Schvaneveldt, Enkawa & Miyakawa, 1991 » Z23#3&—) - £ R ZHEET IR
L AR T B 223 Parasuaman, Zeithaml & Berry Z& A fE 1985 FEFTHEH
T IR S E R ORED | (PZB Model) & B FE F SR B IEEIZ o 1850 - BTk
EofMSEEHSFRAESEEPS > R - TS ER RSN
3 (Zeithaml et al., 1990: 27) » WARBR LA FEAE FIR IR M E R R

ER TR E WS HREENEE 23

M > #EEEH " SERVQUAL | &3 » SRS S L T B 2 W e B e g
Ao B3/ R B B WS IR P 4 8 T A s i A
B SR R R R RELUBE AT IE R AR BT

R MBS G BRSE 2 A 7

FER 1

Fi SHEEZEE, s o B o B

1978 |Sasser, Olsen & }jﬁ%m’ggfjﬁ%)‘%ﬁ
Wyckoff L2 (security)

—Z% (consistency)
AR FEREFE (attitude)
5684 (completeness)
[ %8 (condition)
U (availability)
R34 (timing)

SR oo =

1982  |Gronroos Eﬁﬁungﬁ}%ﬁﬁﬁﬁ

L RGPS R AR P A S -
2. THRETESLE: ARISIENERE S -

1985 |Armistread R &L B T IR g B 2

1. fHig: RERSs G -

BB IRBRULEN S e e -

VAR IR ERIR R R A -

B SR LIRS ARG B A A 2 i -

HE SEABEE R R EE Y
=5 o

SR W

1986 |Martin AR S R E A
1. FRFFiEm: ?aﬂ"ﬁfﬁﬁ%ﬁ%ﬁﬁ’ﬁ% .
2. REMWE: 1BIRHA M ETRIE
HIIRAERE 17 -
1988  |Parasuaman, Zeithaml & PZB f& 1Y TIEHR RS E REREFBBTES
& Berry {#ﬁﬁrﬁﬂﬁi‘%uug R

FIOTE: ERERLHE - M 8 TH41 8 -
2. FISETE: MRESE AIfE e — it - pE TS
- E%ﬁ@iﬂ?ﬁﬁﬁﬁ%ﬂ@ﬂﬁ%%

HELEE S -
P BN BRES A SRR R

4 RIEME: BRESA BRI ie g s =
(ERA

L BUTRMERERE A skl 2
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1991 |Schvaneveldt, Enkawa

REMEMRBEA S B A AEE:
& Miyakawa .

#¥E%% (performance)
{355 (assurance)
SEEE % (completeness)

5, Fi 1% (ease of use)

1% %4 /5215 (emotion/environment)

[

Y D

1991  |Grubbs & Reidenbach BEZ RS MmEE R = A EE:

1. AR7EZHZE M (Professionalism)

2. APBERH{RM (Interpersonal Relationship)
3. BEEERHZ (Knowing Customer)

BRAE: AR EEE > 2H$ K2R 89: 25-26)

[FUBAAR 75 S B T RO MRS - RS R R E IR AR T RS
S IE BT BT AT » SR BURES PRI S B R > A
RRRERS EBUFHTIBR 5 RS S THERE - flE
HHEB) R BIBFB BT TQMERN " E RS > TERLEHEURE
B RREF—REZBATIRTS - he e RARKILERRE - Hifss
B TSRS S E A& EER A (Lewis, 1991: 2-3): ME%rEE « &
SHRES ~ FIERAE © IRFFATAE M (durability) ~ —FHE (conformance) ~ & Bk
(available on a timely basis) 1 fE## 4 (change over time) » B[IyE48 41808 S0
BRERBELENTER 5% LEEZRENTEEEE(1994)E £
FEBBARTRTENT " IRESIRYE | > AR S BT B T A IR S 1 — T R
B IRFEEE R R AEE | (Putting Customers First: Standards for Serving the

American People) » FRY BT IRISBEA IUIEHE » FISIR ARG R S EE

SRR -
ot - Jell TARAEZE | (Citizen’s Charter) HR&AIREZ RS A TEHEE

IR HEB) T RSB SIS | (Service Quality Competition)Z BiEE /522 e
K TANIEERTE 2005 £E5HE | (Republic Service 2005); N T EZ IR EE
(Customer Service Charter) " /A iR F5TL 4 3% | (Public Service Reform Act)

BRI T ANIREER ) AR TARRBERES,  WETN TR

EETTERIRS R E W BREAEL 215

HEE - DURAEEINE S T - BB BUS R A R E e ia iy i
MUKt | (Performance Pledge): G ENECEL Sl Pyl -t
(Client’s Charter): B " 2EEFRIERE 52 | F R BB B 5 AR
Rt FeER S V:JETL){?;E'E{i’éf%g_EE"Jﬁﬁﬁiﬁﬂ@%&ﬁ?‘%ﬁFﬁﬁﬁﬁ%EZW?ﬁ%% :
R 25 B R o B T 5 S B R 0 1 S S HLUER A IR AR -
IR A GE B A D B s - FEBUFLESEE BT i S e
AIRBSH T ERFS AR TREETIREEESERTE - EHRF HEEN
" IREEARE o DIEESE] 0 1993 FRMEBF TR S £ =8a
ﬁ%ﬁﬂﬂﬂ?%%?ﬁﬂﬁ’E,%?F%HEE%%%/A#&I&%H@ "R ) BEEEREH
&i@ﬁ[ﬁ%%%(results)ﬁﬁé}ﬁ%(outcomes)é@{ﬁf%@ore, 1993: 72) o FkE > 1993
FBIR R RS T e R e B F AR B A S B P B SR BT S s A
M A 22 B2 BT 48 (Baldridge Awards)(Gore, 1993 74.77)* TLUEERE) - It
b RBIAEFI IR E % S B e e TE Q1158 B K895 5 T 4% (President’s
Award for Quality)’ - 2% | By JfF Bl %7 #% (Innovations in America Government
Award) ~ 73 H IR 35 B85 4% (Public Service Excellence Award)%: - BB
AR TS R R 47 B 1A B ) AT IR B B AR b > T
ﬁi’%é‘ﬁFﬁEﬁ‘:E%‘@EI"J?F%f?&i@h’%i‘%{%ﬂﬁ%%g&fﬁﬁiﬁﬁﬁﬁﬁéﬁ%ﬁ% :
FERRBAENERE I INE RS B R W T S e T s
HHE— BRSBTS RRESRG » 10 " BRI A
RMEGHEINSE RN RS S MBS | (Department of Finance, 1995)°
TERBORE R » WSk T 5 AEF#E S | (Declaration of Quality Service) » {7

4 ALERES 2 T Malcolm Baldrige National Quality Award 1 REEIN 1988 4E5
AEHIPEHSET & Malcolm Baldrige ¥/ 42 FE H RSO B e TR Bla i REEE
XMBEREEE 1818 HEREHRPHHTEES AR N2
http://www.quality.nist.gov

5 T REIEA LS BB BT A SEE R e EEes HEGTEE RS E sy
R U S %@ﬁ%ﬁﬁ%%%@ﬁﬁ%ﬁ&&ﬁﬁ%ﬂ%ﬁﬁZﬁ% "
B FERFT e 2 http://www.opm.gov/quality/

6 FEZRME A BET RS T 1995 FEMBERBEFTFIEHES | (Canadian Federal

Budget 1995) http://www fin.gc.ca/fin-eng htm]




216 {TEHCEBIREHR

Be AR R E R A T WR R R R R RS ENRE - RS
BTSRRI AR > RERE N T RRES TR RO
SR FS -

i~ HFERBRNEE

B ORI » 57 % Bl A 12 4 (b 32 B B AU AR BR L RO 2 B U
Uit o FE R BUR EE M A B AR B - R SR B ELRAE [ iE (customer
value) /A S IR TS » ST B A RSB E R SE R RSB E
ST — B2 ER PR N S5 B 4 i (Kett], 2000) » S REHEH A SLARES AR
YA - SRS TR R AR o R - FEEY  EREHIRIAERE
AAEREERHE OSSN d - B IO RE N R R 5
M A IR A TS AR EL YA BUR RS SRR I 8 AN{T AT
R T DR R R RS AR SRR ABUNBIR E R - %
SEBFTERRR SR - BEREE FENRT - REFETFELM
FEE B ENBCE X - BRERST AR RERENRD -

— ~ 2R i R

151 225 ] g o B 9 2 A1 (customer-focuse ) BURF R ERR » 5
£ TR A 7 BB R AT BUBSBORE B 0 BB O SRR BUR e &
ERT > BIREST— RYIETEE hEE RS RTINS
ST WA AR R - (0 1993 4 T B R R A ) (Government
Performance and Result Act) @3 » TSR FR BN H B JEUE I SR L ~ AR
S B A S T BT TR REEERE  FEEER
SRS EORTR R - PR B T B R B R R A MR BUR A A B AR

RN

7 AR A R S R SR E R B (GAO):

http://www.gao.gov/index.html -

B[S TSR E R - frEEEaigl 217

B BT 5 (CustomerService, 2002)° » 52 B3 36 B BT 8557 0T 7 BT AL 2 -

ik NPR st - £ 1995 £00H 214 (BRG] 7% B EE
(Osborne and Plastrik, 1997 196) » #£ 1993 %= 1998 4F 7 RHBEFS B T 44T 570
{75 B 8 fee it 4000 THAG AR 5#55E (Osborne and Plastrik, 2000 330)4F
b B 5T - fcdR 1997 FE—(0St B 23 A LT8R 10000 A S5 89 i KCBH 3
B 0 80%HZHIE BB ATS A B B 5 B & Hm r I 5 % ;
T5% T BUN E B RRIE PR 3 I A ER RS IR 6298 BN e
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BE > REBFEN EH A MR EENRERE - 1994 EREERTF
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DEEE 0O fE—FNBEXREWMEEH 4% 5 87%(by
ACSI) -
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BETRA 0 [REENBUTIRBIRA » SFUUsrEgER -
B RIRE

TRl 0O &3/ (Two-fer saves time)

At A

ERAE T AR EH 0 223 Gore(1997)” Putting Customers First *97”
(website: http://govinfo.library.unt.edu/npr/custserv/1997/chapter].htm)

S REES EHERBRBUN I REENBN RS R ERR - EARRARH
BUFEERREUARYE - B2 - BEFRBUF Y 1998 £ BEKERTEEZSGENT
e TERRBIEEEESY ) REEAE: £ EEEAMOEANRS
fnB > 33 " Access America: E-Gov; HXE @ ERRAREBITER -
THRER - BERBSE LUt - HEZEDUEAMREINRRIFAZE -
BB EAE TR A RBUTHIMR AR - BEEAHIRBITEI T E
B ki EERERE (High Impact Agencies)FYFHERR » BRI —EHE
HAEH % (more accessible) BT » BERATEHB g SRR EA AR
A% - BB BRTERER AN - BUNEEEEE - BN ERER
(Performance-Based Organization)ZE & #r21E + REM BT B EEH RIS T
BHIRSA = BB 1999 S ERIHT B BUM AR fE 1V RTIR 2 BR > 1
#—IHEAE NN EEREADNE RREBABUNIRER » #5h " 2E
EAE M= E+E | (American Customer Satisfaction Index, ACSDFE M B 7 & 8
HIZ2FKER - stE K ERESEEAE=THEEHEEHEETHE -
Ho A3 AP AR AU B 2 B B (R DUBR - B HATS (Customer  Expectation) BE LAY &4 B
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WEENESAEEEE  HNEFNENEESEE GBEEFNER AR
A BT » FIb N AERTIBEET RIS Emse” -

T~ Dl e A% vty RS

9 AIMIEREAIYSE I EAAGREZESET R EZ R R AR | 2l IEEEAE
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http://govinfo.library.unt.edu/npr/index.htm -
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02 2000 £ 2TEHEZ LA 200 THZ )| FEEBLEE 10000 T 5 BUR IR
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2002 4N - B RO 4E5k 25%L1%?4ﬁﬁﬁ%%)ﬁ(cabin§t Office,
2000) » FFgErhul, EHELET [FEBOY B3 - JE L (accessible) }?ﬁﬁéﬁi@
FEE > EEBSTRBER
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AR#ssse |« MR EE L " EEAZE0HE | (Charter Mark Award) ] B

BT E M A ETF R (M S Charter Mark, People's Panel and Better
Government ): 5 - BIFSCEBUFEM « AFMBTRES ik - ZHES

HIEERHAREEEEHRATIEFERL - KBk E SR EHEAENE I
FETEEERR TR ~ IRARBGME ~ HER R s L BT SRR &R
FRAREO VU TEELRE b - ZERFAL - AR5 |1 05 58 P 7 B 2 ) B T B 2 S T
N BEHRHE » BRI BB AN SRR G 2.2 Th A -

EREBUTH 1991 7 AAMBEARE (AREE  EHER) (The
Citizen’s Charter: Raising the Standard)i&ZH/H:ARFEMY " iBEE | =k > #2
HEEIRE SEE BRI AT AL FEAL 485 (Charter Mark
Award)EENBEIIRAER) T AR B =B AT (Citizen’s Charter Unit) » T @i &5
% AEE A REERES > NS E IR e S o 2SS
WY RS R » [FIRE 38 e L SR AR TS (iR A LB R Y SR EE AR
J(accessibility) ~ W JJEITERAIFTRENWEENE - LR EIERRER - 25
AR B - i CRAELARSSAE B 5 (L BT ER M R & P 5 (R P TE L L R e L A
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R~ B T IREES—HTEE AR R

FlEE |- IR RFEHRG People’s Panch LIFIF A R BEHTA T
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ABEH SR RNE -
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T | BRI R B T BN E R ASCE IR ih S . TG
M~ B MR E SR A -
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- REREEBNESER EAEAR R BN %

PRI Y RS E - AR E R R AR B A R AR
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FBUR T R EH T BT A L IR HILE - SR MBI A = H e
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mm&&ﬁmﬁﬁ%mwm%Mwwmw%ﬁmgkﬁﬁﬁﬁﬁﬁmﬁﬁ
BEFEFR - FRE JINZE K P B 8% e o> (Canadian Centre for Management
Development)mﬁﬂﬁé}ﬁﬂﬁﬁﬂg r HEML#E T H 2 (Common Measurements

Tools, CMT)™ - H B 7F FE M A% B G & TR 5 - AT MR s R s O i 2
o

13 I RE B o R RIEIRE A BT S ey BEINZ A BT AN
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14 K342 4% Canadian Centre for Management Development (CCMD)FFJE T NG,
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Schmidt(1998)344% » E 4 Client Satisfaction Surveying: Common Measurements T
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BEET  WEEEE SR RN SEOELY: - SEEER | EOREERNR
- e = - © RRRETERGE SR
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- FEREEEE M (Concern)

o R HFREEPE(Accessibility)
- FREETE|FEME(Responsiveness)
- RF381E M (Environment)

B — - QualityCARE #f & 28%8

(O BRI

S RELR (% QualityCARE I UM » HREAKEMETRHEER
GRS  ME 2B Gronroos (1982)FfHEHAY " B HE 4 (technical
quality) » HEHEFEINNEEREHR FRENEERT B FIRTRO S B RRHE - fER
AR S AR T - O LR R —ZGRIBEEE IR - MRS
NZERSHIRIE - Osborne Bl Plastrik(1997)7ERE% S HREE (L " BIE M E
FE{R | (customer quality assurance)JSRISRTE » BIRRIERRZ I BHRE - =1
TREE I 2 P 2 P B FE TR SR 1T 1B BE 22 B 41 & (Ombudsmen) 5 B8
TH HREBLEES A RELEEANERNE » #2K - Osborne Bl
Plastrik(2000)£EH73% " i EWEH Ty (The Reinventor’s Fieldbook)d -
B fesR AN LA T DA PR S e (R TR B IR AR RS (B
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P~ FERERIRE A - R R SRR S R R R T
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Bl o BB EARBEER I -
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B E B AR A R -

o
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(7 5 [ FE 1% (Responsiveness):

(RISE FE R R AT R BITER AGE - BE A BB E RS MEVEE
BE > WRETFEERAYEEMER A - BRIFAEBERE 1 S RS
RN B B G RHES IE - SRR EAS T BIE 222 Y BORT T 3 S 1 &GE
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(Quality Assurance)
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+  Gronroos(1982): Hiffiptk &

+ Parasurama et al. (1985): {E21% - &%
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A Study of Service Quality in Street-Level
Bureaucracy:
Measurement Dimensions of Service Quality

Wei-hua Chen”

ABSTRACT

The nature of management in the public services has substantially changed in
the past few years. This research aims to explore how customer-oriented public
services can be best designed and managed. Based on the literature and the
experience of western countries, this study specifically evaluates the feasibility of
quality management for public services in Taiwan, as well as the establishment of
public services content and delivery.

The research findings reveal five dimensions and relevant factors of content and
delivery for public services, named QualityCARE. The service content includes a
single dimension called Quality Assurance. Another four dimnsions-=Concern,
Accessibility, Responsiveness and Environment—are categorized in the service
delivery process. Hopefully, these findings can serve as the foundation for future
empirical studies.

Key Words: Customer-oriented, Service Quality, Quality Management, Street-

Level Bureaucracy
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