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ABSTRACT

As knowledge economy and service industry generation coming, how to improve
customer satisfaction in the competitive environment is the issue that managers are concerned
about. In order to satisfy customers’ demand and enhance competitiveness, many companies
promote 1SO 9000 quality management system actively.

In recent years, government improve efficiency through many kinds of measures to
improve satisfaction of the public to government enterprises. Part of government enterprises
expect to decrease cost and and enhance performance improvement and competitiveness, they
adopt ISO 9000 quality management system. But, let’s take a second look at how the result of
implementation is. The paper take four government enterprises, Taiwan Railways

Administration, Revenue Service Office, Land Administration Bureau and Household
Registration Office for example to collect information through questionnaire and empirical
analysis. In order that when implementing ISO 9000, we expect to know the difficulties we
face, successful key factor and influence of operating performance. Empirical analysis show

six concrete benefit that government enterprises implementing 1SO 9000: enhancing
overall image, increasing public trust, promoting customer’s satisfaction, improving
ompetitiveness of government enterprises, decreasing customer complainy and better service
quality.
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