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A Study on Construction the Service Quality Indicators of Personnel
Staff : TOPSIS and Fuzzy Analytic Hierarchy Process as Analytic
Approach

Ciou-Ling Ren, Yin-Che Chen
Abstract

In the face of an ever-changing environment and challenges, contemporary human-resources
management strategies have developed from traditional static personnel administration to forward-
looking and dynamic strategic human resources management. Such strategies now emphasize
“human-oriented” services, and, in addition to the pursuit of professionalism, they strive to create a
caring and friendly working environment. The purpose of this study was to establish service quality
indicators for the staff of the Department of Personnel of the Hsinchu County Government. After
reviewing relevant literature, the five dimensions and 21 items of the PZB service quality model
were adapted to establish the hierarchical structure of the Service Quality Indicators for the
Department of Personnel, Hsinchu County questionnaire. Then, the dimensions and items were
categorized in pairs, and their weights were evaluated through fuzzy hierarchical analysis and
TOPSIS method. Analysis revealed the following order of the weights of the dimensions (from high
to low): reliability (0.323) > tangibility (0.209) > responsiveness (0.163) > assurance (0.159) >
empathy (0.146). Finally, this study is expected to help the Hsinchu County Government to invest
the appropriate efforts in identifying the key factors to improve and enhance service quality and

strive for higher acclaim.
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