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Abstract

In the recent years, the government has transformed from what was known as the primary
“dominion” to a “prioritizing the people, customer-oriented” service model. This research uses
Case Study Analysis of Taipei Motor Vehicle Office. First we interviewed personnel involved
individually to collect data and analysis. Then, we used quality function deployment as the basis
to discuss the influential element of the case to fully understand the voice of the customer. We
analyze the interviews to find out the requirement dimension of customer and the service quality
improvement plan of Taipei Motor Vehicle Office and evaluate and analyze the House of quality
between the two for reference on the priority in improving service quality.

Keywords: Service Quality, Service Innovation, Quality Function Deployment (QFD).
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