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ABSTRACT

The advent and development of Self-Service Technology (SST) changes the lives of
people, makes people participate in the process of production of service and transmission
and therefore gain the fast and easy service needed, and brings business more efficiency:.
The researches related to Chunghwa Post Co., however, mostly focus on privatization,
assessment of performance, service quality, and the efficiency of operation. There are no
related researches that explore the possible outcome of being boycotted after SST was
introduced and the developmental predicament. Hence, this research is to adopt innovation
resistance theory, concluding the key influential elements in the process where Chunghwa
Post Co. introduces SST.

Through the ITA empirical analysis, it reveals that “priority strategy” should be
adopted against  “ regulatory obstacle ” , “ centralization strategy ” against
“operational obstacle” , “Standby strategy” against “profession obstacle” and
“resource obstacle” ,and “maintenance strategy” against “entry obstacle”.

While through NRM, we discover that “profession obstacle” is the main
“Dominant perspective” , and “entry obstacle” is the main “ Dominated
perspective” . As for net dominate effect, when SST is introduced in the postal work, the
first solved key resistance elements are  “profession obstacle” , the second are “resource
obstacle”, “regulatory obstacle” and “operational obstacle”, and the last is “entry obstacle”.
We anticipate that this research is helpful for Chunghwa Post Co to have a thorough and
systematic understanding of the possible resistance risks when innovative services are
introduced, and to have a suitable deployment of limited resource when strategies are

drafted.

Key words: Chunghwa Post Co., innovative resistance, Self-Service Technology
(SST), smart mail box, ITA, DEMATEL, NRM, ANP.
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