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ABSTRACT
Within the next few years, due to rapid environmental change of society and the great amelioration and development of politics as a
result of declaration of the end of martial law, people demand higher service quality from government. Therefore, how to fulfill
civilians’ expectation and to improve government’ s service quality has become the most important issue that the government has
to confront. To investigate the problem in government employee’ s service quality, this research scrutinizes the perspective
difference between local government employee and local entrepreneur. This research investigated the hidden problems of
government employee service quality based on the interviews with local entrepreneur about the service quality of government
employee according to the routine transactions. Meanwhile, the “ government employee service quality problems” brought up by
the government employee were also taken into consideration. After thorough analysis, the following conclusion can be made: 1. The
government employee service quality can be substantially divided into two categories: process flaw and insufficient parking space. 2.
The government employee service quality regarding reliability can be divided into four categories: not being able to know who the
undertaker is, the undertaker not willing to offer convenient service due to his or her fear to violate the rule, constant change of the
undertaker, lack of communication between different departments in government. 3. The government employee service quality
regarding attitude and response can be divided into four categories: not being able to contact the undertaker, undertaker’ s response
attitude, lack of efficiency, procedures not visible to the public. 4. The government employee service quality regarding practicability
can be divided into two categories: controversial ways of solving problem and disability of agency to carry out its task. 5. The
government employee regarding concerning clients can be divided into three categories: not paying attention to public affairs, not
being kind to clients, and lacking service attitude. 6. The violation of the government employee can be divided into three categories:
finding excuses to avoid responsibility, promoting company sales to the public, and duty problem.
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