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ABSTRACT

With the development of the economy and society, Taiwan’s industrial structure
is changing from “made in Taiwan ” to “served by Taiwan .” Service industry will be
a trend of economic development in Taiwan, and it will be in the whole world, too.
Therefore, it is necessary that service industry is studied. This study is to understand
the relationship among service culture, service management system and business
performance.

Service industry is main object of this research. Through questionnaires surveys,
there are 250 questionnaires which I mailed to the sampling companies, and 103
questionnaires of them were returned. The effective ratio is 41.2 . According to
these 103 questionnaires, these data collected were analyzed by SPSS and AMOS to
validate research hypotheses.

This research finds out these conclusions:

1. The relationship of service culture and business performance: Service culture has a
positive influence on business performance.

2. The relationship of service management system and business performance: Service
management system has a positive influence on business performance.

3. The relationship of service culture and service management system: There is an

interaction between service culture and service management system.

Key words: service culture, service management system, business performance.
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