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The purpose of the research is to study the service quality of the ISPs in Taiwan, and analyze the difference of customer's perception and importance of service quality among personal dial-up customers, business dedicated customers and service providers. The research used the way of the WWW questionnaire and the total useful samples are 494 form personal dial-up customers, 47 form business dedicated customers and 22 form ISPs. The results indicate that the five factors of the service quality are: (1) Responsiveness, Empathy and Assurance (2) Physical Equipment and Company Reputation (3 ) The Process of Application and Payment (4) Security (5) Content and customers are satisfied with the service quality. Finally, in the"Importance-Performance Analysis", it appears that the service providers don't have to improved is content factor to the customer, but they should keep physical equipment and company reputation factor to the business dedicated customers.

