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Abstract

“Outsourcing” can be described as one of the main strategies of public
management since the 1980s. Its purpose is to introduce the advantages of
market economy, open participation for better service quality. In order to
explore the authenticity of the above statements, this study takes the
outsourced parking service of M public hospital as an example. The PZB
model of 1985 and the SERVQUAL model of 1988 proposed by
Parasuraman, Zeitham, and Berry are applied as the research framework.
The service quality surveys are conducted on external and internal
customers to explore factors affecting the service quality of outsourced
parking lot. The study found that “expectation gap, parking experience"
have brought different impact level on service quality judgment. This study
had proposed improvement strategies based on the identified service gap of
the research case.
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