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Opportunities and Challenges for Leveraging
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Abstract

Universities are part of the governmental public service delivery sys-
tem in its broadest sense. However, the issues of administrative service
quality in universities are rarely discussed. This exploratory study aims to
investigate what the contents of university service quality are, whether uni-
versities should be involved in it, and how to measure it. Through second-
ary data analysis and face-to-face interviews, the authors first collect gov-
ernment documents to understand the status quo of how public universities
are managing their service quality with special focus on how they measure
service quality in universities. Then they select a public university to be the
case study where details of quality service administrative activities are col-

lected through documents and in-depth interviews for data triangulation.

Through the findings, they explore the problems in improving university
service quality mechanism which includes how to motivate public universi-
ties to improve service quality, how to select service quality committee mem-
bers, which quality criteria should be included, and what to do with the evalu-
ation outcomes. Recommendations are given to improve service quality
measurement and management in Taiwanese public universities. This re-
search is expected to stimulate more follow-up studies to not only build up
service quality management theories for universities, but to also collect
enough empirical evidence to serve as the practical knowledge base for fur-

ther reform efforts, regardless of it being at the ministerial or school level.
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