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Abstract

This research used one central social insurance institute-Yunlin office and the
people it serves as the research object. Through questionnaire investigation, we
investigate the importance of the Yunlin office and the satisfaction level to the
people it served. Since this is an initial study for this unit, we needed to establish a
quantitative form suitable to measure the service quality of the office. We want to
know if there is a difference in the importance of the expected service quality and
the actual service satisfactory. Then we will further realize the connection between
the importance of the service quality and the satisfactory. Finally, we investigate
the overall importance of the service quality and the satisfactory of the office. This
research adapted questionnaire investigation and distribute 600 questionnaires
with 600 questionnaires returned, among which 5 were incomplete questionnaires
which we viewed as invalid samples.

From the study, we found that there was no prominent difference between
people’ s expectation to the importance of the service quality and the satisfactory
of the service quality. According to the facility of the Yunlin office, the quality of
the staff, and the service procedure, we figured out five structural factors of the
service quality: tangible, reaction, reliability, assurance, and care. It was proved
that the importance of the service quality and the customer satisfactory has
positive relationship. We could also see that people who have higher expectation
toward service quality have higher service satisfactory. With the respect of service
quality influences, three variables of age, education, and average monthly income,
has prominent influence to the service quality satisfactory.

Key words: service quality, customer satisfactory, social insurance
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