gobdobuooboobouobboobouo-oobooobouooboon
goougon

E-mail: 9417980@mail.dyu.edu.tw

g
gbooobgoobobbooboobgoooboooboobooboobooboboobuoobob oboobOooboon
gbooobgooboboboobooboobooooboobooboobob obobooboboboboob oo
gbooobgoobobobooboobgoob booboob obobboobooboobobboboobOoobon
gboobgooboboobooboob bobobooboob bobobooboobobboboobOooboon
gboobgooboboboboboobobobobooboobobbobooboobobbooboobOoobOon
oo obooobooboboboboobooboobobooboobooboobobooon

goo0:0bo0obooboboo
oo

o000 obobo0oboooo0ob0oooooOoboooO0obOoooOooDOobOOoUoOgDWbODoooOoboboboOoDoOoo
goodoO0oo0oooO0ob0oooOO0oooovOoOOoDbOoOoOOoDODOoOO0OO0oDOO0ObOOOoOOoDbOoOobOODODbDO VD
goodoO0obo0o0ooO0ob0o0ooooooOoooOobOoooOOobOOviiDboooOOobOO0obOOoU0ooOOoDbOobbOOoDODOo
00000000 viioODo0o0oOo00O000000bO00000OD00O000O0DLO00ODO0DODOxObOoODO0ODOODOO
0000000000000 0D00D00000XxiOD00 00 OD00O0DO0DO000O0DLO0oOO0ooOOobOOoOoDOOooDOoO
gbooobgoiliooo bobooboobooboobooboobooboobob4b00b 0bO0o0bOobObOoDO
goooboooooobooogoosogbo booboooobooboooobboooobobobooDUobbeUDO
oooobooboooooboooooobooooboooosbooo ooob bob boooobobobooooo
ooooooooooobooosboooooboboooooboooobUobbOobDobDooboO1200D O
gbooobgoobobboobooboobobooboob2rbgo obooboobobbooboobOoobon
gooobgogosoobgo bobooboobooboboobooboobobboobDs4 oo ooboobobo
gboooboobobboboobooboyoob obooboboboboobooboboboboobooboOodo
goooboooboboobooboobuoobobobobooboobobooboob4rb0b ObboobOoOoDbOn
gbooobdoobobbobooboo48ibb0bgboobuobobobboobooboobobobobooDb48n
oo obooboobobooboobooboobooboOobosoobbbooboobooboOobbooboooon
goooboobgoosiboboo oobooboobobboobooboobooboobboooseboooobobo
Oo0odboboobo0obobooobo0oboobobbooboOobossgob Dbobobooboobooboboo
oooobooboboboe20b0 bO00DbO0ODbUODDOODbDOODbDO0ODODODDOODDOODOOKMUODO DODO
oooobooboobobooboobooboosdboo0o oo oob bbobooboobooboboo
gooobooboobobowobo boobooboboboobooboobobobobDbooboooUobo booo
oooobooboboboboooboobooboobosooob bboboboobooboboboboooboobob
goooboob g20000b000boobobobooboooboobobDoobDoobOo e DODobDoobOon
oooobooboboboboooboooboooo

gogno

gboobooorLooogzopoobobooboooobo—-0obobooooooooobobobobobo bbb 22000

g0l 0000000000 00DOOO000DODO0O0ODOO0O0OSDbO0300bOPI2-320 3. 000000000000 DO199900

gisoscoobgooooooo:bboooooooob ooboooobooooobo OO bObOO0OoDO0o0D 4 D0OD0OODO
g1 00iooooon:.0booobbooooos.0bogozeaospssUoooooooo:oooooooooooo
U006 00001970 0000000D0O0OOO0O0O0OODO2000200P43-620 7. 000019010 000000000O0:00
ooopbooooosoogoeesooogoooooooboooooooooobooooboboooooooooboooooDoo
ooopbooooepoboOoze0200000bb00oooo:bo0oobObOOoOoDbObO.000DbD20030 000000000 DOOODO
gboboooooboboboboboooooobbobonnoboboobooobzesbbOobOobOobObOO:0b0OoOOoDOoDnDOg



12.000000000000000000D02004000S8PSS120000000000000:00 0000000O0ODO 13.000
00040 00 0000000000000 0O0O00O40000700p68-740 14.00002002000000000000000000
000260 00500p10-190 15. 000020000 00 0000000000000 00O0OO0OOOOOODOOOODOOOO0O O
0000 1000020020 000000000000000000000000D0C0O00D0O0C0O00D0DOO0 0OO00DOOOOOO0O
00000 1700000001990 000000000:0000000 18.00002002000000000000000000
0000000000 00000000 0000000000 19.000000000000000020020000000000:
000000 20.000020030000000000000000000000000000O0O00D0OCOO0 00O 21.000
019980 00000000000000: 00000 22.00002001000000000000000000000D0O0000O00O00O
00000000 000o000o0oo00ooooooooo 2. 0000202000 000000000000000000000O
Jd0d0o0o0o0oooooo oobobobobOboObbbob000o0og 2400002020000 00000000000O0:DbOO
O00000000000D000350 0p205-2330 25.000019600000000000000000000O0O00O0ODOO0OO0O
000000000 000000 26.0000200300000000000000000000D0D0O0OOO0OODOOO0ODOAO
2r.000pz001000000000000C0O0O0DDODO00D—0000000DDO00D0O0O00 0D0O0ODODODO0ODOOOOn 28.
00001900 000000000000000000000000O00D00O0000000 0000000000 2.000
pg0000 0000000000000 000O0DDO0O00O0O0OO0DOO0O0DO0OO0O280 O0O300p20~290 30.000 0200100
O00000000000000032900p142-1430 3. 0000199800 0 0000000000000 0O0OO0OOOO0O0O0OO
000000000 0000000000000000 32200002000 000000000000000000D0000D00O021
000300p49-680 33.0 000019860 0000000000000 00DO0O0O0O0O0O0O0O0OO: 000000000 34.000
020040 00 0000000000000 00DOO0O40000800p75-810 3.0 00001992000 0000000: 00000
00000000 000000 1. Buttle, F. (1996), “ SERVQUAL: Review,Critique,Research Agenda” , European Journal of Marketing,
Vol. 36, p8-32 2. Carman,J.M.[0 199001 ,“ Consumer Perceptions of Service Quality:An Assessment of the SERVERQUAL Dimensions, Journal
of Retailing,66,Spring,p33-35 3. Christian Gronroos 19830 ,“ Strategic Management and Marketing in the Service Sector” ,Boston:Marketing
Science Institute, May,p63 4. Cornins, J. J. Jr. and S. A. Taylord 1992 [0, “ Measuring Service Quality:A Reexamination and Extension”
,Journal of Marketing, 56(July), p55-68 5. Deming, W.E.[0 198201 ,“ Improvement of Quality and Productivity Through Action by Management
" National Productivity Review, p12-22 6. Denhardt,R.B.00 199301 ,“ The Pursuit of Significance: Strategies for Managerial Success in Public
Organizations” , Waveland: Natemeyer-McMahon 7. Federal Quality Institute[]1 199100 ,“ Introduction to Total Quality Management in the
Federal Government” , Washington,D.C.. 8. Garvin,David A.00 198301 ,“ Quality on the Line” ,Harvard Business Review,61

O September-Octoberd ,p65-73 9. Garvin, David A.00 19840 “ What Does Product Quality Really Mean?” Sloan Management Review ,
Vol.26.No.1,p15~43 10. Gore,A.[0 199301 ,“ Creating a Government that Works Better and Costs Less:Report of the National Performance
Review” , Washington,DC:U.S.Government Print Office 11. Gronroos,C.0 198201 ,“ A Service-Oriented Approach to Marketing of Service

" European Journal of Marketing,12,No.8,pp588-601 12. Gronroos,C.[0 199000 ,“ Service Management and Marketing” , Lexington,Mass.:
Lexington Book 13. Lehtinen, Uolevi and J. R. Lehtinen (1991), © Two Approaches to Service Quality Dimensions” , Service Industries Journal,
Vol. 11,No3, July,p287-303 14. Lovelock,C.H.0J 19830 “ Classifying Services to Gain Strategic Marketing Insights” , Journal of
Marketing,47,Summer,p9-20 15. Maynes E. S.00 197600 ,“ The Concept and Measurement of Product Quality” ,Household Production and
Consumption,p529-559 16. Oliver,R.L.00 19800 ,* A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions” , Journal
of Marketing Research,17,November,p460-469 17. Oliver, Richardd 198101 ,“ Measurement and Evaluation of Satisfaction Process in Retailing
Settings” , Journal of Retailing Vol.57,No.3,p25-48 18. Osborne,D.and Plastrik,P.00 199700 ,“ Banishing Bureaucracy[] The Five Strategies for
Reinventing Government” ,New York: Addison-Wesley Publishing Company 19. Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry,
(0 198500, “ Problems and Strategies in Service Marketing ” , Journal of Marketing, Vol: 49, Spring,p 33-46 20. Parasuraman A., Valarie A.
Zeithaml, and Leonard L. Berry[] 1985001 “ A Conceptual Model of Service Quality and Its Implications for Future Research” , Journal of
Marketing, Vol.49 (Fall), p41-50 21. Parasuraman A., Valarie A. Zeithaml, and Leonard L. Berryd 198800 ,“ SERVQUAL:A Multiple-Item Scale
for Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, Vol.64 No.1 ,Spring, p12-41 22. Prior,D.00 199501 ,J.Stewart and
K.Walsh,Citizenship: Rights, Community and Participation,London,UK:Pitman Pub 23. Reang, W. J.00 196300 ,“ The service revolution

" Journal of Marketing,Vol.27,p32-36 24. Rosander,A.C.00 198000 ,“ Service Industry QC-Is the Challenge Being Met” ,Quality
Progress,Sep,p34-35 25. Sasser, W. E., R. P. Olsen and D. D. Wyckoff(J 19780 ,“ Management of Service: Text and Cases” , Allyn & Bacon,
Boston,p 177-179 26. Shields,J.and Evans,B.M.0 199801 ,* Shrinking the State: Globalization and Public Administration Reform” ,Nova
Scotia:Fernwood Press 27. Takeuchi,Hirotaka,and John A.Quelchd 19830 ,“ Quality Is More Than Making a Good Product” ,Harvard Business
Review,July August,p139-145 28. Tritter, Jonathan(d 199400 ,“ The Citizen Charter:Opportunities for Users PerspectivesC] ” ,The Political
Quality, Dec,p397-414 29. Van Dyke, T.P.,L.A. Kappelman and V.R. Prybutok 199700, “ Measuring Information Systems Service
Quality:Concerns on the Use of the SERVQUAL Questionnaire” ,MIS Quarterly,June, p209-221 30. West,J.,Berman,E.and Milakovich,M.

0 199301 ,* Implementing TQM in Local Government : The leadership Challenge” ,Public Productivity and Management Review, VVol.X7,No.2,
p175-189 31. Zeithaml, Valarie A and Mary Jo Bitner,[J 199601 ,“ Service Marketing” , New York, NY:McGraw-Hill 32. Zeithaml,VV.A.(J 1981
O, How Consumer Evaluation Precesses Differ Between Goods and Service” ,In J.A.Donnelly & W.R.George Eds.[0 ,Marketing of



Service:186-190,Chicago: American Marketing Association.



