3 EX B ERPEF ] LB
A THESIS FOR THE DEGREE OF MASTER OF BUSINESS ADMINISTRATION

GRADUATE INSTITUTE IN MANAGEMENT SCIENCES
NAN HUA UNIVERSITY

BE &EF % ISO9000(200 oy ‘&5 ERal % W=ty
THE RESEARGI‘—T# OF MANAGEMENT M%J’S AND RELEVANT

COUNTERMEASURES OF GOVERNMENT ENTERPRISES

Jﬁ IMPLEMENTING 1S09000(2000) \x

| '
/ \
( \
\ /
\\ /
LH'*-.\"‘-. LA - : //

N dp R gy B

.. ADVISOR : PH.D. CHEN CHUAN-BIAY.”
X E=
.__‘_\___:__—'—_'_'_,_..-'-'i_

B4 e R

GRADUATE STUDENT : SHIH-HSIEN LIN



@ B X £
B EH R A

Mt 2w X

& ¥ F 6 1S09000(2000) 2 48 A 4 24 91 B JE ¥ R Z A%
WA 3& v
e %
483X A A5 4 JL 3R B

-

orsg B S

g A

5 A& Y
38 T3 M% %\ ﬁ

b BA

nHBH T PERR A+= & X A wW H




FrETAME S R SR LR B b
ERER b B 2 Wit 3R 0 R AL
BT R LRAG - HRFRBFRE R HF 2
- fErE P R - R o P RIRE R R A
Am T A SRR S o § AR RSO ERER I PE L K
Aomfo g o AR PR G HIRE FRBE LA o B4 0 &
NESFFEHR R A L BRL o0 FRE S E ke

ij} ~=be

O - B Rou g o

HrERDPF O RHMRERFE 3 PRE YL Y L e
AT 3%~ BEARE PR FREORETRE ST
TR RS IOR 0 0t 2 A SR n 0 R B 3 BT
- HfTkk -

,&1_,31.5_)3 FaF=FN \gj;%i\. SRS AR ) BPE Y Bk he 5;53
Ao RS AR CEWE o 3B aRag o A et R
wan g o i@ E AP AR e

B (s o Tiﬁé’»-tb%v‘)g%;%/“&fmé chi i 33~ AchfERE 34 5 3 |8

B

A EE R AR EARUAELR S 22 2RI PR RER

@%ﬁji%ﬂ%ﬁ%éﬁ%ﬁﬁi’iﬁjﬁﬁé’%ﬂﬁﬁﬁﬁ
EHEMBLELG o W P ABORB R e E R

H B ek 93#£6°



GEARFRPEFIAL L FERS - FHALG R
W AP L WY £ EF 5 1S09000(2000) 2 5 v FlEH R 27 %
GEE RS D hEgE i m X oy gL

WY HEERF

P il o il B o i S FHRE LR N RET R R R 2
BB AFIREART T XJU‘T&E* B4 Fiek B Frony o
LHUAEELI Y S RIS - 5 P I RY &% L~ 1SO 9000 # ¥ 3%
W ISO9000 & H F I s si o BFRY £ F2 S F e ML AZHER
BE4 oo

£ F 3 N shem D FE- HRAR TP AFTREFRFT L EFT S
ISO 9000(2000)2- 5§ & »x 7 FIUEH K » & 1B E A ~ Fedl e~ # 5 E 73
St B R AR E e RS P % 1SO 9000 2 FY £ £ L bl g mAa s o
WETA BB RY £ XA ;Jg %2 £ B ~ 42 ISO 9000 2 = 7 B
ST F >~ TR TRFIEEE T FR

AT EFHAFEET A I L ehA %

;m

#&ﬂﬁfwﬂ,a
“? Ipé'?}i
QRCY W
Ry & F 2
: %:#é,?‘a
RA%

&

B 430 1 ISO9000 ~ B4 & % ~ g4 Fox ~ sy 4

S



Title of Thesis : The Research of Management Merits and Relevant
Countermeasures of Government Enterprises Implementing

ISO9000(2000)
Name of Institute : Graduate Institute in Mangement Sciences, Nan
HuaUniversity
Graduate date : JUNE. 2004 Degree Conferred : M.B.A.

Name of student : Shih-Hsien Lin Advisor : PH.D. Chuan-Blau Chen

Abstract

With the progress of time and the rise of knowledge, the whole
environment is changed, and the public has more demands on the government.
In recent years, in order to respond to various changes, the government
aggressively promotes administrative efficiency, takes customer-fist and
service-first as the goals, and imports ISO9000 into part of government
enterprises to promote the management efficiency, to reduce costs, and to
promote competitiveness via the quality control system of ISO9000.

However, the implementation effect still needs to be further inspected.
Thus, this research is to discuss the management merits and relevant
countermeasures of government enterprises implementing 1SO9000(2000),
and takes the four government enterprises, Railway Administration, the
Revenue, Land Office, and Household Registration Office, which are
implementing ISO9000, as the examples for evidence-based analyses to know
the differences of management merits between different kinds of government
enterprises, the key factors of promoting ISO9000 successfully, the
difficulties the enterprises face, and the workable relevant countermeasures.

The six specific results of the evidence-based analyses of this research
are as follows:

Promoting the overall image

Increasing the reliability of the public

Enhancing the satisfaction of customers

Improving the competitiveness of government enterprises
Decreasing complaint of customers

Perfecting service quality

AN

Key Words : ISO9000, government enterprises, management merits,
competitiveness
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