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ABSTRACT

ABSTRACT This study is to explore the administrative service performance of a private university based on the viewpoints of

organizational learning. Through the literature review and the analysis of a case study at Da-Yeh University, the purpose of this

study is to extend the theoretical research on organizational learning and provide evidence and documentation as reference for

future research on higher education competition and development. Organizational learning is a process of inquiry that results in a

learning product. Inquiry does not become organizational unless undertaken by individuals who experience an indeterminate or

problematic situation, learn error correction and reach an expected outcome. Through the process of the exploration, staff members

may find out strategies and solutions for a change in programming policies which give rise to further progress for both individuals

and their organizations. Based on investigations and analyses of case studies, this study measured the inter-relationships among the

following variables: customer expectations, administrative policies, exterior inquiry, interior inquiry, performance production, and

customer satisfaction. In order to understand how these variables operate together, the study integrated the theoretical structure

shown in figure 3-3-1 and provided the results as follows: (1) Administrative strategies are made and modified based on customer

expectation. (2) Administrative strategies are influenced by internal and external inquiries. (3) The process of strategy making takes

the form of interplay between internal and external inquiries process and appears at any time and place. (4) The power of internal

and external inquires may influence the executive decision on administrative strategies and directly affect the production of service

performance. (5) The external inquiry may interfere with the process of strategy making because of a customer''''s negative and

defensive feelings aroused by the discrepancy between their expectation and the service that the administration performs. (6)

Customers'''' satisfaction cannot be improved if administration staff displays negative and defensive attitude toward customers''''

inquires. Organizational inquiry reflects the features of open, reasonable probe and discovery. It leads to learning in positive ways of

thinking and acting that enable the improved performance of an organizational task. Key Words：External inquiry、Internal

inquiry
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