L T T
X 110&£ 57 T 105-140

HARBREE KR TETREG
AREE &0 B 4269 A 5 R AR

MR e m s EERC

(I &)

LA EgEa 2L 4 5o RE > R TP R4 E | (goal displacement)
ﬁﬁ%’%ﬁ%mﬁﬁﬁ%$ﬁaiﬁﬁ%m§ﬁ~m’Eﬁﬁ@%
RELENEF A FEYVE? AL UE N BFRFIRIASTEL B
PETR - SUURBH %I RSET S e F A 0 &
Fw&EJ‘Fiﬁij‘r%ﬁ&J&r@%&Jwﬁﬁ%’ﬁw
g T s TR AEE s Tk AR, 2 TALHE

riEE A TFaw  ~ THFAY 2 THFAL ) 2 B i
W KRG PRI S T % o

(=i 7 (evidence-based) A 474 I > & WM Y &2 B Y

BAEPH 110E 12 21 p o

SRR AARF A 2017 # 110 11 p R R FAPE2017 & SRS EEEETE T

A Ega iwii;?ﬁ%E¢EW3&JW%§WF*€°@&’@‘gf%éwk
i%ijﬂ%ﬂ‘gii*ﬁﬁﬁ1 AR LFAADBERGL o RA o A2 v THA
AT R BN R L 84 Ty 3t E (105-2815-C-004-024-H) 4 4% -

PR B o E T8k HIR 0 e-mail: donc@nccu.edu.tw; donyun@ms23.hinet.net °
PR it O FE A8 L e-mail: bs5923@gmail.com o
C I E SR TRE FE LY > e-mail: 104256501 @nccu.edu.tw e
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OfER % RRETA RS SR AEP R ¥z et
FhETFa»s, ARKpE aer TFH?  HESTvyEISED
kB H I TR BHEK Vs iled b e T o
FoOmLLSEEA A RFRE DR FHERFRS AER T
Logeohnampas gk e MR F T EBER S
FRE K AR P IREY A T B AR BoAp B sk g
RPCE ARG RS R ERATE T SR 8 R TR
gAA s REREBHEY PR > BRI P o 2 R T R

HEDFEL AR o

NS

[W4t57] s 4] FRpR R T RS S Y S REBLLT - 2
147

FrogreanE= Pt £ gl F PP F I RaE A g w2 .

— (2P EE &) ade(2016:114)

B EE BB RN N 2B ER - DR FRRER # B H A 5 B
5 REEAT 1980 FEARAATEIS SR BB SIERARBE o fK{E Deming 1Y 14 B
JRAIFT A 2 s E B (Total Quality Management, TQM) - FEAHARAEIRL &
SHEHLFES - FrEREHIE3 T LU E SGBBBIR YRR - Bk T & B Gt A48T
FTER BB ERHELIR - ERSEFE R EER S E 5% (National
Quality Award, NQA ) - {F K 5F {5 % &8 B B S F B (Chuan & Soon,
2000) - 3l HFEHEARAV AR o BB AR - FHEE A - R
£ ESHEES HIER - AKEEFH4HARAYAERL (Eriksson & Garvare, 2005) -

e AFLEHIRE > S BIBUF e H R - EABE RSB SR R Ft
BUR AR TS B HY SRS - — 5 W LAASE ~ ATEMEAZA [F @ MR R 2 fn E B E
R T A A BHSEENSIRE  DIRE SRR 2 5 - ¢ 1986 ARV F]GE

+ 106 -



ML RE O E Y ORI R R A & A

B 22 5B 7% ( Australian National Awards for Local Government) ~ 1987 &£
ZE Y Malcolm Baldrige {27 f/E 4% (Malcolm Baldrige National Quality Award,
MANQA ) ZI| 2007 FEENAIECMN A EEFT M E 4% ( European Public Sector Awards,
EPSA ) A 5/ Ko 25 B AT (58 AV VR - ZRTT - 40 AR 75 3 3 18 L3834 T RE A 2RI 2
R - AR R R R BRI R AR S B A AR ARSI AT
B AR BR R

WEIRY 1996 F5THH " 2 HEARBSETE, @ KE " TEHERBSE
£% ) WEFEHETEERE AR AR RS R B R AN DR
THTBUERARI IR 8 - 2= 4H80AE 5 2008 FREEE DL T BUN AR 75 Bl A 7
E ) BEEBEREERBART - 80 T BUF R ERE ) o UE RS R Bl
B EH AR5 EER  BEUFHSRESRERE - ERE/EBEIIREERN (B
TR~ FETEHE - ETEY 0 2019) 5 FEIRIESEBIITE RSt RS A E (2014 4
HABERZEZEE) BE TR BEA A B R ooE (ERES - BkE
2009) - H 2017 FRWE SN ENBUF R M E S > BEEER T BUSIRE
£, o EEAEE  SOIBUN IR MBS H Ve > LT ] -
5 ES AR A BRSBTS B AR (GEER - BEE - 2014) - It
AL IEENESS (evidence-based ) 3 MTHYITE » AHET T EURF AR S o E B H T RRE B
fiti - B ERAYETE RIS B S A R EZ HAR -

By T %8 2 B BUM BB B A0 R - AR E sl = B baEEE K itk
B G PAE RIBUS AT ERAVERUE Bzt - DIEITE B HEE - fER FIaEHIRE &
&N BUF A ERREERE - KT REE(FAY&mE (Kirlin & Kirlin,
2002) - $EEE o HEN R (civie engagement) HY'E B IR R BUF EEHIES )
SR o (B AR Y BB - TR0t 7 U B R R R E E o RS
5 2016 41y (ETHEUSHERS) (UN E-Government Survey 2016) J5iH, » * #F

has

' SBIRIFUREER T AT (2021 426 H 30 H - HUE ¢
https://www.hbrtaiwan.com/article_content AR0010529.html?fbclid=IwAR3FyDtvq-bNQh-
a0i9w2fFfPIBejD_CeoUJRCr0itCSiAaCrbk2Cm1hCo4 )

2 2B UN E-Government Survey 2016 (2020 43 H 10 H > B :

https://publicadministration.un.org/egovkb/en-us/reports/un-e-government-survey-2016 )
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B (e-government) feftEFELAGHTEGE - AR WA #SEE T2 81 (e-participation )
(e BLBUR > A& ~ IRHER > F ol T i R BhBURsT e A SR st o 2
Coleman B Gotze (2001) £ (—#EFTLRIBER) (Bowling Together) WZEHEe 7
fath - MR ERHRAVIEST - SEBUN T LEE AR AL - BREES - IR SERR
=PSB AT AR Y A LSRR B2 B -

B FE QRS AT R ~ BB AE AR LR » A RRES LR (KBRAY 4ERS I
AR SR &MEZ ~ BAHWMERVER - (FE R Ef s ZBUA
73 (Chadwick & May, 2003 ) o Hrf» DUt BEEERGHYIE W SR8 B o] DUR A 3
AR AR IRV EE - B EE DA A RETTE AR A 8% (Azyan, 2012;
Bryer, 2013; Hand & Ching, 2011 ) - {FzE% Y EEEEAE T » B (Facebook » DI
fiifE FB) Ry B BT 8N I AR s (fl‘%: ﬁﬁfﬁ%ﬁﬂ /X H][Taylor Nelson
Sofres, TNS] > 2014) > {1/ Alexa & I RIERR SRS HNEEEERE - * (£
WNZE A EHERG  & -

FB EHUNEFE A GHVEZREE - BUNLE BRI AR % e & RitEss
#ZH 2007 FEEHEE Z BUN ARG RIEE T % - BT Eh SRS A &R
AR E R Ry ELABRRAL > ° FB St BEARIVAUEthE 2012 5 A S FEEUT A
e B SEAVEETHE o BINEST ~ B AT BN AV ERMES T - 55— 071 R
IR AR %5 o B s IR 2 IR B R RS E 25 » FB fe it B imnyE 18 - IRRAY[E]
BHEER )iﬂﬁlu%TAaEEE@ﬁEﬁﬁfég?%Eﬁlﬁk AN - BB LERIRER - R E
HEERE RS - EEENESRERS > B(LENELAGEE B 5Bz
{LHEZS » R ASOERELIBUG TR FB M4 H HEUE R E(LIERE » Rintiarstidt]
Y5 B

PAR 73 SR AR 5 e 5% R RH B S RRAE TR (R B T » B BB A S 72 TR o
T8 > ARV AT E TN E(LEIEmENE 7= #H T BUT iR E S,
AR IRREFT S 2HY FB My4r s H oW » ARG BUR AR s B SR REE » W E 5lHE

> [EEEE 0 p. 50 -
* 208 Top Sites in Taiwan (2020 4E3 H 10 H > By :
https://www.alexa.com/topsites/countries/TW ) e

> 22017 1 H 9 HITEBEbes 8175 1061300008 5FeknE " EURARESERT % ) -
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R AH R e -

8 B EERRBTRFERER

SUEHNER TR —RIFEFEE - RS EBUTLUE L E 51 J5
2\ PREHEA R AL R S (E BARFACERE  DARFEHE T 2 o B B H R T
B o AN Bl Bl A A i B B RS e %5 o R A B e B D AR BRI 9 - DARAE S
JAERIF > BUR A AL ER A T BUR IS e B RIS - 78 Ry bt o A A 175 2
A e

>

STe

-

iy Moynihan 81 Pandey (2005) FIPAHY " S5VEREZE F o A (EEE
iy " GPRA ¥{t{t)% ; (Government Performance and Result Act Modernization Act
of 2010) ~ FEEIEUMNAY T AR5 | (Public Service Agreements, PSAs) FIJH
MBUFEY "R EE N MERE HEE T ZBEBUTHEREHE
( performance management ) FYEERH (5RIUBH - HEgELE ~ dHEERE » 2013) -

GRUVE TR T BT SUA SR E BT TR SR B Y AR RE ) ~ HEPREHAREERL
HERRVER » DU B &P LIl S L E R R R TRV E R - HEE
TERABEIE (R IR S 8 E ARG - BEZIRP ARGV - (EEEEEE
b EREHAI SR BEEE - NSRBI A A — AR - IRIERR
RFEEE (key performance index, KPI) HY58 RS -2 B TAVIT Ry » T2 MBS 2 455
EERE BB AR ARG AL BEEEHERNEZNER - TEHANF
Bt B2

ERVEHR A NEERE T AE - AWPTEREREMIE « 55— A%ED
FIRY B REER 2 Te L PTREAH A #1258 - (HISAR4N BTSN - B EESE " ARk
fRITE , &L TR LA I TR r B S R e S R E A T R B O 5 5
B E B LR B P2 B TAVTT IR B TBRERARRAL - (HEETRY G E
HIEfEAL ~ RERGEME - FERSERSMY SCE R AE BB bavRR Fp sl 5 5= (I
BILERES T AR > 1A ESHI S EFEAEEE R - (A AR
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ZLERHORERE Y - IhAh - FE N EERIERT - | N HENER UL - g
FRAHBRE B EMOMRORST ~ & 2 HENEUE B PORGEHVRE BT Ry R IE S © iz -
EHERM O AABEENERE R - IS 2 - R REEE RS
= > HG A B ARRRNER2% ( Ammons, 2001; Federman, 2020 ) -

BRI T e B SE R - AR R REAE HEEN SN B BB R R RE TR T % - B
B N E 8 H AR R BV T & AN AE [F R B 2R R 0 P e A

(Moynihan & Lavertu, 2012) - Y& AfEZSHETAVER/E (8@ (Sisyphean Fate )
(Yang, 2011) - &HEEME (2017) 73 FZEAVIERAER - SRE LAY TREE K &3
EHEEEHZ R o BEANMECE A ERITE PR R RE N - MR AR bR R IR - Al
REGFRONEH RS - WoREZERSEREN - RMER 7B EF & R
R MANREAESR -

R - FEEEHEIEE T - EBE B REERE RN ENEEHRES
EREBIEAPAE (E ARSI - DUERCE R R - R &m0
B IR & AR T R S o' > BB AN FF AR 2 I - RIS ZBRA - 38
JEE > SPES RV E RS - B a R RIMEENESE - MEAERNREN S
HEFRFIE ?

HRABUMERUEE 7 RS E - JTHHE - 4R (2020) FRHLWMARF &R H T
RN BRRA B S 7l - 38 e R FATHNMZ S50 HEE - E T HI(e
AEARER - R EARSENES - [R288 T (R B B Y B 2
Uige » BUR-MEFR ZE B AS Ak S B A BT (R A B Ry TE
BEER L — - R T EZERA -
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N gicd UL VN

¥ ARSHEEZEBUES B HREENMEERERSET R - AREERE
NEEHEZ - BT ERBAEES B TE - BERE TAFRERY AT TR L 2R
e OB ERYFA » RIS RS o fK Putnam (2001 ) 1F ( HEIEFTRECER )
(Bowling Alone) —FH s I AR EBT S EARNVEZRERE , » Hihas
T ARIEABEEEAXAHEES) - BEGAVEBIER L HEE - B EHE
NEREEREXR - BEAEE T EXEIEERXDUOE R ERTERN G )
(interaction) ([HEZEFEZE A » 2007 ) -

AR EREERTE TS EARBNEER A - HEEAGZEMGR IR
FEMERBZ T HIE ) BB - $1¥ Putnam a5 B R PRI 5L ~ “RRE
ODAEFR - F2BERRGS » EAMEERIREL > GE B RETE
il B R F R E YA E (F » Coleman Bl Gotze (2001) £ ( —#E+T frifeEk)

(Bowling Together ) BH7e#zes 2R )T » FBEUM Al LIS 4ERS &R - DLER
et - BREH - kSHRRETASREARIGHELE -

BRI A EE v] DR R B FA e WS BB ZRER - TS G XIS
FHH BRSSP BUN IR i E 2 T iRV Es - (e T EMEAVEIRARE - 485 1E R
BUBEBEE » EA T ESWNBUAHHBELISEL | AT HEERAVARES T » AR
RS IR S &N S5 AN EUESEL (Dellit Carpini, 2000) -« BfifiE
FATEEFEEAS B R ARSI, » 0 AR BORT TS BL A SLaEEh - A Bl /K S

O A N BLREEEIA TS “civic engagement” YT BRI 0 AXEEESIN R
Em S H G 8 — B i Ry (o] S R RS S BIRE R AR , R ER T
© TAEBIARYSCRVE T 0 civie engagement FEHEBERER T ARSHL,  TARKA S
5 TR GG, o A BTG R A B BN A S Ry
TEFFEITE » AR civic engagement FEERL T AR, 0 R EEAERA - —JiHZE
civic TN —EEAR > M HEEE > 2L TAR, ##EEr ) 5—7H - B
engagement (4[] citizen participation, public involvement 5, social contract) [EHGFEAFIFEE
SATENEARERE(T B O EEE > N BRAINSBEITE) > MRS SR EDL T 2K
[EIRE S A RS AN BB SR BN RE R AFRRA S B EL RS - IS RRSLAE SR A I BE Y
MRS R EREREAS AN LEENEE > gaEHE T o (FIUR - 2fif
W~ B %R 0 2007 1 55-56) -+ (Rt ASCER S {EENRE

- 111



cFHIAE . HFLZXE5-8  A110£57

BB B AR RSB EURT T8 - TRIREINAVBD RIS © REHIA R
LM - AR TSR AR > AR EREER  BTECRE R 0 2
iefamaa ABRSFE T (TRYE ~ 285~ 575~ ARt > 2017) -

R AT DR R PR A B E i - RPUEEI IR EER - 24
AR FEBUFHIS RIS RES AT R R FRCK - M BUS RS E - ifesE 21t
BT - LU FB SRyt A\FTRE - (KB OECD (BUMLEFREHI(ER ) (Social
Media Use by Government) (VRFE#ie5FHE » 7 34 Rk BEIHY E T TR Pt A
21 (A= FB (Y& EH © FB RIS &R ARVIEEEL - fFESBAIEEH]
IRFfET A R ARG - BR FB fERERZ 8] (Bl EfEZ A » 2019) - i FB
i ERETE N A TR R AR 2] - Has A E N REZ EIA A
ffl (Chen & Dimitrova, 2006) ; EURHERAFE Web 2.0 FYRFUE R AT A R
filg - B HAHRERRERY -

It I E B P IR o E AR - A GEER Qs S4B - EAR W
B E e E HBEER - TR — GBS RS & A T s P s e B RS Y
P WBEHNRECEER -

=~ Sxihnnn B E B B A

FF AR RIS BT B F B R R T 35 TR M — WY AR 17 2 JE R B R DD Y 2 TR A
4H4% (Total Quality Organization) (Bohoris, 1995) - £HESEEIE E T ES
EIS YRR SE - i B AV DR G HE5E - 13y B % SRR AR P A Al R 4 A -
2RI WHLAFHEAER - 2R EEHZEEALIIN - g 1980 FRFHFZER
SR M E RN ETEARE K 2 B E R - SRR M T 2B E A
o feR Pt B e B YR SEEE - WETTEER SRR (% (Ghobadian & Woo,
1996)  SEASER R T T E RIRHY SE S T B ~ R - HIR
SHERIFIR o DU R AR R H Y (Vokurka, Stading & Brazeal, 2000)

#¢ Hendricks 1 Vinod (1997) WVEEWIZE Al & RIESSERAYAE > FIHE
Rt EIEEA RN ARGIEAYIERI4H © Ghobadian B Woo (1996) thigHIFF 1545

" 2f8 Social Media Use by Governments (2020 4£3 H 10 H > H{H :

http://www.oecd.org/gov/digital-government/government-and-social-media.htm ) -
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HIERRE B EN B EIR 2 h - B SEIH T X ETFIVR M - etz 2
HEHRAVERET - S T IERZET] 0 —J7H A AR IEE R HAH Y
1B ~ 55— 71 ] DA Bh4H AR FERYAH E 227 (Loffler, 2001) - sEZHYEEEHTT
SO E T B AR EAH SR B REE AU IE FIBH (% (Hendricks & Singhal, 1997; Liao, 1995;
Tan, 2002 ) -

o B A 0 By 2 R T 5 v Gl 4 A B EE BN (Vokurka et al.,
2000) - JFERFEAE TS fn S B Rk S8R B [T 7 AR R[SV ZN%L (Bovaird & Loffler,
2009) - 240 E] LABCELEE i B s o BAEAT - 4HAREEE > DIRIEEEE 5 K
SHIBE WA LUETETEY - G REBRBEBTEEBRS I ESE  8{LE
ZiatRdE e - R AR o AN HERTH TIF ; B SRR EHHES A S EE
1B > PTDUEfTAHEREEY » FELEBR ERVEBIRES © S5 = sTISESIT RE 0 1Y
IITEASEEATAYAE RS - RMELE T BERATHHAVEN -

Ghobadian Bl Woo (1996) RS2 i Ly iy S B AR B » 4R
T LS TIESA L E E  NEEAYER A EFE(DIE B 2450 EFE o AT DA
B feaHb A B  QFEAR SR — R AT KK E I - 1 & TAYE)
1% 5 Q)FHENYE FEHE A DU B S0 5 (B BEEBLERR - WEHE RO - (A F
BRI = Ws B EAT Fy -

ERATEERHY - B S SFEEE G 7 & HAYRUR - Bohoris (1995) f5H1
o B AR AT RE TR EAE (D FR B E UK H S B B e - QMEIEE - )ik
ZHISAZNERESFE - (HFHREAESE FIE T EBNEAIES a0 T3 - DL
e (S)fh = S 45 SR AR 255 5 Ghobadian B Woo (1996 ) HrH2H! T 28 7H
B B SEREICE BN MESRIE £ PN ESMIIERER
HEASASE A S AERAEREANRI - FREE) R ZEFRER - 28
FEHY ~ Q)2 B G - A 2HBAFEHE - DU BRI &S » A2 H ks
i~ BEEELEDHIHEE - Bovaird Bl Loffler (2009) [ ESRISEZ M
SERFANEE By TS HUS o B U Nk - HOR BRI RE - TN R EE IR
DUBHEETS - o TR g Sy HERNEEN - RER -

FENBUNT IR B SN B A SR nT R I (RIB 2R -~ fHRE S S &
B (2012) Z W95 @ sR R ERAT eSS A fE R BA A A2 ~ BT Bk E

I

=
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&~ FA—B—EMH - NP ALREFMEE - R AR E RIERES
R~ SHERERZ BETAN MRS RRSEURES © (DIEARS2 L (et
SUANERAL ~ DS TIHIEAEERRR - DARIESIRBI SRR © Q)FFH] - rE R
NIEEAEZEGEA ~ ILHRLE R - MRS S B AERY © Q)IER - RIS
ISR RAREE B R R B R (DRTHRES - BETRH IR - &
AR LR AR E S -

Horp o AR TS R ORI S i E BV 4ERY - BIMEIE T ARTSERVRASEIZ L - 2
IR AT RE e Ry TS REMERVAER - TR A HIESCRAEERE > JCREEE R
S REETAEEGER - Si30ER PR DS R — 2 a0 T RSBk o
EEE RAREIEIRRE o (OB — BT EIR - HIRBAE IR REHERT - BB T E

(BHEFEA 2012 :25) ~ TRGEEBGREMA LEREH - SRUAIEE
HEBERIEE 4 - BRI EIERE DR - iR 2 Raiem NEEHE ) (FHE
FA 20121 136) © BLL ASCHRELIFRBAVEDE - DIE S BAVE R AGEHEBUF
AR BEA RREA -

W

AL BUN Rl E 1) 78 HAE SRR LIER - A SFIHIRY 5 [E R -
TR R ET TR 521% - FEEE BRI EIEE - &R TREEE T -

— ~ BURHRE ol E SR AT

TTHF R RS ZE A EE 1996 FIRE2ELEEEVES > Fl T 1T
PElRB M ESE > G55y 2008 FRGEEMPH IR G Z/FE - RnEE
HMERGEA o BER T BURSSES ) > TEANEEEERES RS wE
R EBARG R - BIILEE RS - DUIERREFEE e - 5 REIRBCUE R
A > DsEe At AR © BURIRBS L E SRS UE - 51 1471 (EtRE S8
262 fEtRRHIEEE BB R TRRE - BAETERE R 18% - 2017 £ 1 H - BEEWIME
IR N R A HAE R R T T T BUSIRSIEA T, 0 NE
BRR ~ mE AR L > A TAPRE ) T2EEE ) & THE
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B SRt 10 T BUR RS ESE ) R T BUSIRSEE ) o d2 S LRI
& o

ol e PSRRI 5 [0 R - ABHFREEELL 2016 4 5 HETARREHERN
F/EBUT IR B8 R - % 8 [ IR s S IREE 1| HEIETHE " BUN
ARSI 7% ) A BN RSB 5 2 s S R H AR - AR ERER
TR - AEGHREZRE -

BUR IR o B S R RIS R M E R E & 0 Fy T 55— 4RARTSHERR b & T i
TEAHEIRRRE - TS RIRIBIRRE | $ERVRAT H R TSR IS FR A P H A st B
ERRBEABAYIERS - 2P LRI HERCE - ERENERR RS EHEA A
e 5 " RS EIERE o AR DAAR S R S A s U 2 By A R o AR B 7
BUR - 5P DB ZEGET - ERR R B A S B PR SR L i e R g
FEC e IRy — 4R IR IS IR AC B B R R #E il - M E B B I R A E H YR
A1 [EIRFH R T PERIE R I - MEIRIEIHICAE R - AT E S — R AR SRR
AR AR B AR SRR — GF AT -

EFFBUNES & mENFPERIESE T - Wt X TR 038 - LIS B
I PR an e 2% B ] - 56— SRR ISR RAEHAZ I A = > oAl T IREERR

(SR AZ 200 77 ~ HERATE S KB BR{A 200 73 ) ~ T &efddesies . (&&E
fRft Kt R 100 73 ~ & EARES R EEg 2L 200 73 ) B T RIRRAMERRSS . (300
7y) 3 IEREEIGET 1000 73 o AF T 4R FARES RS S E ) FRRUET 0 BRET T4 b
B ErEtEmNE , - DU TS BERIE T ) MAEHZERE » 185 B R HERITERE
HZTHMEER S EEE - SR - REWE - #EREE - REFEE - R
= HINEZH Web2.0 4Ep&ttEE (401 FB ~ YouTube ~ Twitter ~ Google %[t ~
Loomio %5 ) - JEHIEAR R O 8 J [F]1E » DU RSB -

RS RS YA B AN E BB I RBUS T AR PR E SR E - EEE
Ak 5 i B A S — AR IS R RA R By S PV EE SR H > AU E IR B 2 A fEFIEY
FB 2Ryt Bga s iU E B RIS AT Ry » EEAZE BRI ERTE " BUM IR
mnEEE | B FB fsR s HAUSHIRCIG EH] ? IRIBIEZASORMEL > 2 E
By 7SS > G NIRTHEEER > NILEAEHR2INBEBURSINBER - B4
A2 EBUT B S [EERMAZR . NARSNENEE LA ZF S NmE
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P B M SN RSN - ATESINE RIS BCRER 812 ARIIFH] -
» WGt

Ry 7 NS RIER s R E I S48EE ~ A BB - Li);"z FEEEL A = @Tﬂf
M BT EHRE SRR T RS - TSIBERAR, (BE T2, ) - TAE
EARGSE, (G " AR, ) DUk "E8% ) FIHT ﬁ%th&KIﬁliﬁ%‘UTﬂ“ = R
I AR o A T HIETE GE R T &S » TN EEIERARR - AT
i1 2 2 FRAREEER » WSRFTA RIS I RATE SSRGS R T - AERTAS (R B
45 > IR I EREEA T A B R AN R LG IR o FREE R T DABRRS s AR am
TR e By TIESEMZIE 5482 FB -

BURF AR e B B 5 — P — 2K BAFEAEERFEREONEE | A BAHRTEE
HRAEE 24 > Wi 1| HPaEEl 4 H P apsilsEs o 5 HRRESEGEREZE » K
LR ESERR A U BT R VSRS - B 1 2 5 HIVERUE REE IR
W MAERES 4 @H - BRT—FRY 9 5] 12 AEREER] > UKEFH 6 F]9 H
TERFEERIVEIR - BB HNFR 1 (VHRER > Shiltbie "6, - " AE, -

"2 R TRSHE VUEERRE > fE TR, - AT K TEER ) =(ER
A MR ERVERREL o TEEFR T Bl [5] — {05 R (5] B8 s A o e
(flanttsEs A-1~ B-1 ~ C-1 f D-1 89751 » R EL#E—(E BEAL A [E]RF R
W (aibbi: A-1~ A2~ A-3) o

21 BB B < A e R

BE fir fiik

e | | ARG | SHME | RS
FEAAT (9-12 H) A-1 B-1 C-1 D-1
FET (1-5H) A-2 B-2 C-2 D-2
EE% (69 H) A-3 B-3 C-3 D-3

BRI © AHIFe R

IR R b > R e, K B IWERAEE BERHE A
RARMES) > HEERD AR 2 T8 ) & T RSM5  (EEE
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W% FOETTHTSERT DIE IR DT Sl BT E B R R EA
HEHEAE FIESRECH IRy T2 > ki TiesE, T AR HRRBASE S I E SR
GARLIETRRE - HinE 2 BN EReR —EE LA - HIARG R SR 1 7E Rk
HIAFEE 2 5% -

Al = B E T DU BUS IR an B SR 204 S - 2RRE—E T Rk2
8%, ERML - RIEBTREY E BUFERE (www.gov.tw) HYBKEE#ASE - HRERITIIGFAY 245
B - (ERARSIRERE - BEAWR 2 T158% ) BABER 20 0 " AE
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Contest and Reform: The Problem of
Effectiveness in Government Service
Quality Award via Facebook
Management

Don-Yun Chen®, Shih-Wei Yang®, Chi-Jung Lu°
Abstract

Under the influence of the “New Public Management,” Taiwan’s
government follows the example of the private sector to establish the
“Government Service Quality Award.” But government agencies may put
too much effort into winning the award instead of comprehensively
improving service quality.

We took the “Government Service Quality Award” as an example to
investigate whether the award mechanism actually benefits “Total Quality
Management”. We looked at the Facebook Fan Pages of first-line service
agencies, comparing the performance of four different groups, including
“winners,” “nominees,” “participants,” and ‘“non-participants” during
different periods, including “before the award review,” “during the award
review,” and “after the award review” using four criteria: “attention,”

99 ¢

“degree of initiative,” “participation level,” and “spread.”
It was found that with the exception of “non-participants,” the other

three groups had a better performance in the period “before the award

* Professor, Department of Public Administration, National Chengchi University.
® Bachelor, Master for Eminent Public Administration, National Chengchi University.
¢ Ph. D. student, Department of Public Administration, National Chengchi University.
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review,” and returned to an average level in the periods “during awards
review” and “after awards review.” That means although the award may help
improve government service quality in the short term, government agencies
do not have continued motivation to maintain and improve public service
quality in the long term without continued performance reviews.

There are two major suggestions. First, there should be a mechanism to
keep track of the effectiveness of “Government Service Quality Award”.
Second, in terms of operating Facebook, the agencies should provide
relevant training to show staffs how to operate Fan Pages effectively. Lastly,
the agencies should invest resources and make operating Fan Pages one of

the long-term organizational tasks.

Keywords: award mechanism, Government Service Quality Award,

benchmarking, facebook fan pages, civic engagement
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