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Research of the service quality regarding the general

affairs in junior high schools

Abstract

According to Civil Education Law, the administrative organization of a junior high
school divides into the office of student affairs, teaching and guiding, the general affairs, the
student counseling, and etc. The work of general affairs office is mainly supporting each
teaching activity and assisting other offices. It provides visible and invisible services to the
school teachers and students. Like any service organization, it is very important to be able to
evaluate and improve constantly the quality of service. This research discovers the general
affairs work’s aspects by the literature, find out the influence level and weight between the
aspects and indexes by DEMATEL (Decision Making Trial and Evaluation Laboratory) and
ANP (Analytic Network Process). It also compares service quality among several schools by
TOPSIS(Technique for Order Preference by Similarity to ideal Solution). Finally, it provides a
clear direction of improvement to those inferior schools according to causal relation among

aspects of the service quality that we have better understanding through the process.

Keyword: Service quality, DEMATEL, ANP, TOPSIS
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