W B 52 Bl - 5519409 S indd. 91

AT HREEBRLAMBE LT — 2B R FRL S 6 9]

ST R 2SR M
B LR N ESTR b
B Rk g 20174 67

%48 F91-159

Journal of State and Society
No.19,Jun. 2017.

PR 23 7PV L ek Bl i 2 1 Bl Wi P 2 WF 52
—AG W h RERAREH

A Research on the Association between Public Perspectives
on Fairness and Satisfaction:

The Case of Taiwan’s National Health Insurance
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Abstract

In the past three decades, new public management (NPM) has
had a great impact on the field of public administration. Among the
impacts, “customer orientation” is the most significant one. For the
purpose of evaluating citizen satisfaction with government services,
public agencies begin to use the Customer Satisfaction Survey (CSS)
mainly designed and administered by business managers. However,
after reviewing the content of the CSS questionnaires, we find that the
emphasized values behind the CSS are efficiency and effectiveness
rather than equality, which is sometimes the main value behind public
service delivery. Whether the value of equality will influence citizens’
level of satisfaction is the main research question in this thesis. We
took Taiwan’s National Health Insurance (NHI) as a case study, and
used a citizen survey on priority setting by the NHI from the National
Health Research Institutes in late 2007 as secondary data. The
dependent variable in our citizen satisfaction ordered probit model is
“NHI satisfaction.”, and explanatory variables included demographic
backgrounds, indexes of efficiency or effectiveness, and indexes of
equality. The results show that efficiency and effectiveness have a
significant association with NHI satisfaction. Most importantly,

citizens’ general evaluation of equality with regard to NHI also has a
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significant impact on NHI satisfaction. Based on the results, we
suggest that the application of CSS in public service evaluation should
include an index of equality in order to capture a holistic picture of

citizen satisfaction.
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