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Using SIPA to Explore Work Service
Quality of General Affairs Office of
Special Schools

Author: Chi-hsiang Jin
In-service Master’s Program in Environmental Economics and Information

Management, Department of Information Management, National Taitung University

Abstract

The purpose of this study was to investigate whether the quality of the
work service of general affairs at Special School Affiliated with National
Taitung University meet the expectations of the faculty and staff. The main
work of the Office of General Affairs Is to support various teaching
activities, assist the operation between the various offices, and provide
tangible or intangible service contents. Just like the general service
industry, the higher the quality of work services, the more the trust can be
gained from the school’s teaching and administrative staff. After gaining
the trust of the teaching and administrative staff, the Office of General
Affairs will be able to implement the national policy as well as school goals
and visions more smoothly. Thus, how to continue to provide services of
higher and better quality is very important. This study first explored the
dimensions of the general administrative work or the questions of the
questionnaire of work services via literature review, prepared the
questionnaire after developing the relevant questions, used Google
electronic worksheet to distribute the questionnaire to the teaching and
administrative staff of Special School Affiliated with National Taitung
University for filling out. A total of 65 questionnaires were collected. The
data were sorted and analyzed with IPA (Importance-Satisfaction Analysis)
tool to find the difference between the quality of work services provided
by the Office of General Affairs, Office of Academic Affairs and Office of
Student Affairs of Special School Affiliated with National Taitung
University. SIPA (Synchronous Importance-Satisfaction Analysis) was
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used to determine the order of the items that need to be improved, and to
formulate improvement strategies. According to the results of this study,
the teaching and administrative staff of Special School Affiliated with
National Taitung University considered the quality of work services
provided by the Office of General Affairs (a total of 35 work service quality
indicators in this study) superior to that of the Office of Academic Affairs
and the Office of Student Affairs in the following three items only: “The
staff of the Office can immediately reflect or deal with the deficient or
damaged facilities”, "If you encounter difficulties in carrying out school
affairs, the staff of the Office will take the initiative to care, greet and try
their best to assist you" and "The staff of the Office respect your opinion
very much". Five items were in urgent need of improvement in the Office
of General Affairs, which were "The staff of the Office are deeply trusted
and supported by you", "The staff of the Office can provide perfect service
or solution channels for your problems", "The staff of the Office have the
capacity for crisis management and solving problems”, " The staff of the
Office are efficient and trustworthy”, "The staff of the Office can
proactively improve the quality of administrative services". In order to
improve the quality of work services and gain the trust of the teaching and
administrative staff, it is recommended that the Office of General Affairs
of Special School Affiliated with National Taitung University should give
priority to improving these 5 items.

Keywords: general affairs and administration, service quality, SIPA, IPA
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