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A Study on Service Quality Improvement in the Public Sector:
an Analysis on the Department of Land Administration Using

the Quality Function Deployment Model
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Abstract

This study explores the service quality in Department of Land Administration. A study
cases are focus on land administration offices in Kaoshiung city and county. The research used
PZB model to establish appropriate service quality assessment and understand service quality
gaps. Using house of quality (HOQ) tool explore customized service and prioritization of quality
technology to achieve effective management.

Key words: gaps model of service quality, quality function deployment (QFD), house of
quality (HOQ), Department of Land Administration
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DMEIE LU A A IR € > FIIFISERVQUAL R 2 » #5215 £ BG 68 F A AR i B 1 (i 1
LI BE S 0 # A MENAR S 5% 5 1R o QFDAYIE A 2 mT 2 2 JE BUE ST 26D > A2
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£ B T B AR /N E] 5 | F QFDARE A B HE R IS [ o 4 SRR I8/ B 2% S5 1 e ] IR T o3 B 1
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