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Abstract

The main purpose of the study is to explore influence and the
improvement strategy generated by administration pursuant to law in the
process of requesting public servants to serve citizens. This empirical research
is conducted with Household Registration Office, Daan District, Taipei City as a
case.After conducting a research and having an analysis discussion pursuant
to a case, the study separately arranges conclusion from cognition, weighing
reason, appraisal, influence and cognition drop of the common people and
improvement strategy.

1. Cognition of “administration pursuant to law” and “public service
quality”:

(1) Administration pursuant to law is the maximum common divisor of
common cognition between citizens and the government.

(2) Cognition of public service quality has risen with times evolution.

2. Weighing factors of “administration pursuant to law” and “public
service quality”:

(1) The weighing factor takes whether to cause damage into prior
consideration.

(2) Discretion is critical to weighing.

(3) Under circumstances of not attributable particulars of a matter, adopt
public service beneficiary to the common people.

3. The professional extent and way of weighing will influence appraisal
of the common people to service quality:

If household registration personnel does not know weighing way of
other regulations to as to make the common people feel insufficiency of
profession, the common people may also give an unsatisfied appraisal.

4. Influence of “administration pursuant to law” and “public service
quality”:

In the view of positive influence: (1) avoid breach of law and
disturbance to discipline to stabilize public service quality, (2) provide
service at ease, (3) provide complete information to release complaint
emotion, and (4) create a win-win situation.

In the view of negative influence: (1) an expectant drop generates
guery and dissatisfaction, (2) misunderstanding of petrifaction and grim
apathy, (3) an ordinance is out of date or has too many limits and is unable
to aggressively secure benefit of the common people, (4) an ordinance is
SO0 many as the hairs on an ox that the common people have difficulty in
completely understanding all the regulations of it.

5. Drop factor and improvement strategy of “public service quality”:

(1) From factor of the common people per se, a drop is influenced by: 1.
emotion out of control on account of inability to transact, 2. inability to
present legal certification document, and 3. involvement in the
pressure factor of applying for a case by other agencies. In an
improvement strategy, the government shall establish the concept that
the common people respect public servants via many kinds of channel



(2)

to add to motivation and enthusiasm involved of public servants.
Instruct automatically to a higher authority for the common people or
suggest approving their request.

From the factor of household registration, a drop is influenced by a
policy factor and setting of household registration information system.
In an improvement strategy, public servants get to search for feasible
ways for the common people in the process of communication via
educational training.
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