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Abstract

In order to enhance the management ability, product compatibility and
business performance, in 1993 Depatment of Commerce, Ministry of
Economic Affairs established a certification plan and help stores to operate in
according to the so-called Good Store Practice (GSP). The government has
spent lots of funding and manpower for this program since then. Therefore, it
deserves for this paper to study whether the GSP certified stores are both
providing better service quality for customers, and also improving the operation
performance.

In this study, a survey using the proportional sampling method has been
made for GSP stores in the country and their customers. The service quality is
then evaluated by a un-weighted service performance model (SERVPERF).

While for the operation performance, the four dimensions  finance
customer internal process innovation and learning  from the balanced

scorecard is used.

The results show: 1.GSP stores have better service quality than non-GSP
ones, and they are more acceptable by consumers with various backgrounds. 2.
After certification GSP stores make dightly enhancement in overal operation
performance. 3. Thereis no direct relation between the improved service quality
and the enhanced operation performance for the convenient stores after GSP

certification.
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