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Abstract

In order to offer more convenient services to citizens, the Taipei City
Government launched the “1999  Citizen Hotline” in 2005, and
strengthened the services and functions in 2008.

The “1999 Citizen Hotline” is operated by staff from outsourcing
agency. This agency uses several kinds of test to pick up the primely
qualifiers, whom jodged by 1999 Call Center to decide to be appointed or
not.

The efficiency of 1999 Call Center is mostly based on the quality of
service of the 1999 telephonists. The 1999 Telephonists are the
street-level bureaucracies, they faces those citizens directly. For those
citizens, The 1999 Telephonists are mentioned to the 1999 Call Center,
Sectors of Taipei City Government, and the major of Taipei City
Government. Thus, The 1999 Telephonists need to establish their
professional image and to improve their quality of service. Most of all,
the Job Competence is the issue is worth to discussion in this occasion.

So we focus on the 1999 telephonists to research a few issues which
are described below:

1. Finding out the relationship between Job Competence and quality
of service od the 1999 Telephonists. And comparing the differences of the
Job Competence and the develop education between public and private
sectors.

2. Constructing the assessment tools and dimensions of the Job
Competence of the 1999 Telephonists.

3. Doing the competency assessment of the Job Competence of the
1999 Telephonists.

4. Revealing the specific suggestions of improving the Job
Competence and the quality of service of the 1999 Telephonists.

This research collects and compares resources and literature about
the1999 Call Center and the Chunghwa Telecom Co.. Then studying and
finding out what are the indexes of the Job Competence and the quality of
service of the 1999 Telephonists through the questionnaire survey and the
indepth interview to Reveal the specific suggestions of improving the Job
Competence and the quality of service of the 1999 Telephonists.
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