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A STUDY ON THE DIFFERENCES OF
SERVICE QUALITY FROM THE PROCESS
OF PRIVATIZATION OF PUBLIC
ENTERPRISES
- THE POST OFFICE IN JHONGLI AREAAS
AN EXAMPLE

Wauen-Zheng Liao Pi-Lan Ho*

Department of Business Administration , Nanya Institute of Technology
Abstract

As the time come into 21% century, the consumers demand higher service quality
than before. The service quality and customers’ satisfaction have become a key point
to the business success. As public monopoly generally regarded less important on
service quality before, it is worth of studying the differences of service quality from the
process of privatization of public enterprises. The main purpose of this study is to
explore and to inspect the differences of service quality conducted before and after the
privatization of the post office, including the satisfaction on usage of facilities provided,
the satisfaction from employees’ service, and the key aspects that influence the
differences of service quality between the business and customers’ perception as well.
This study utilize t-test to interpret the differences between the real perception and
expected service from both sides of customers and entrepreneur. By implementing
binary Probit model, this study presents the key factors to service quality. The result
finds that the postal operators overestimate the quality provided. On the other hand,
the consumers’ perception on the quality are far beyond their expectation. Finally, the
significant difference of key factors to the service quality between customers’ and
entrepreneur’s cognition do exist. The study on these empirical results make strategic
suggestions for improvement, as the important references for upgrading the service
quality for the privatization of public enterprises in the future.

Keywords: privatization, service quality, gap model

* Email : lan7779@nanya.edu.tw  Tel : 03-4361070#5601 Fax : 03-4373959
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