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摘  要 

在顧客服務導向的今日，依服務利潤鏈的觀點，「有滿意的員工才有滿意的顧客」。企業積

極推動服務品質，在提升顧客滿意度及創造顧客價值的同時，也提升企業的競爭力及獲利，

皆有賴資訊系統輔助，以確保企業之競爭優勢。相關文獻研究分析，探討各構面之間因果關

係居多，鮮少研究探討電信業資訊系統服務品質衡量系統之建構及企業內部員工對於資訊系

統的服務品質衡量系統之建構。 

    本研究綜合學者所發展出的 Service Quality 評量量表，以服務品質來測量資訊系統是

極為適合的工具，針對電信業資訊系統使用者進行調查與專家訪談，並應用分析網路程序法

(Analytic Network Process; ANP)於衡量服務品質之建構，產生衡量電信業資訊系統的服務品質

與評估模式。 

    本研究與專家訪談後，綜合出資訊系統在服務品質上的五個重要構面及 22 個屬性，

分別為有形性、可靠性、回應性、保證性與關懷性。以 ANP 衡量構面與屬性間之獨立性權重

與相依性權，ANP 獨立性權重排序「回應性」、「可靠性」、「有形性」、「保證性」與「關懷性」；

考慮相依性後，權重排序為「有形性」、「可靠性」、「保證性」、「回應性」與「關懷性」。研究

結果顯示，其構面及屬性間，皆有其相關與相依性，因此，當決策問題越趨複雜，更不應該

忽略準則間影響關係，反而應該加以考量，降低決策者的判斷錯誤。 
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Abstract 

Business has been enhancing customer satisfaction and creating customer value through the 

improvement of service quality.  Past literature review indicated that the majority of literature 

focused on exploring the relationship among the criteria of service quality. However, little has been 

studied regarding the internal service quality of information system for telecommunication industry.  

  This study aims at constructing a measurement system for the service quality of information 

system via existing literature and focused group interview with experts in telecommunication 

industry. Analytic network process (ANP) is utilized to calculate the importance of the criteria and 

sub-criteria of service quality.   

  The results of the study show that the service quality of information system is composed of five 

major criteria and 22 sub-criteria. Among the five criteria, while the interdependence among criteria 

is taken into consideration, the most important criterion is tangibility, followed by reliability, 

assurance, responsiveness, and empathy. It is then suggested that the interdependence of criteria and 

attributes should be considered so that appropriate decision can be made. 
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