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Abstract

With the evolution of society, many industries have been transformed, and financial markets are no exception.
Take the post office as an example. In recent years, Chunghwa Post has continuously launched many services
different from the traditional postal services, in order to adapt to the evolution of the times and increase self-
competitiveness, but whether it is satisfied with the innovation of these services in the perception of the people,
even if there is a need to exist. Therefore, the purpose of this study is to explore the impact of post office service
innovation and service quality on customer value and customer satisfaction, thereby assisting the post office to
understand what the public thinks about the service innovation provided by the post office.

This study takes the consumers of the post office as the research object, and uses the questionnaire survey
method to recover 256 valid questionnaires, and uses statistical software such as SPSS and AMOS as the tools of
statistical analysis. This study will test the samples for reliability, validity, regression and Structural Equation
Modeling analysis, the results found:1.The correlation between the post office consumers' service innovation,
service quality, customer value and customer satisfaction is extremely significant positive correlation.2. Using
SEM analysis to explore the influence of post office consumers on each variable, only service innovation has not

had a significant impact on customer value variables, and the other variables have a significant positive impact.

Keywords: Service Innovation, Service Quality, Customer Value , Customer Satisfaction

18

uli



BILRERHORESEH E=TAE5 =0 (RE——ZFWUH) : 1-19

*Corresponding author: Department of Hospital Management, Southern Taiwan University of Science and
Technology,l , Nan-Tai Street, Yungkang Dist., Tainan City 710, Taiwan.

TEL : +886-6-253-3131 #5301

E-mail: cmshiou@stust.edu.tw

ul





