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	摘要(中)	面對全球化環境快速轉變，企業在外部競爭力壓力及組織提升需求下，人力資源部門角色從以往單一領域躍居到多元及跨越疆界領域。自1997年Ulrich對於人力資源角色定義後，人資策略夥伴成為人資從業人員最重要的角色，而人資客戶服務代表也成為人力資源角色功能發展趨勢。人力資源部門以「顧客服務」為導向，將人力資源人員直接派駐至事業單位服務，協助事業單位進行人力資源發展策略規劃與組織運作，達成事業單位發展目標。

    

過去的學術研究報告，大部分僅限於對人資策略夥伴角色探討，較少有個案實務運作之研究。個案公司自2002年起，因應公司企業組織整併，人力資源部門面對各事業單位組織運作政策需求下，導入實施人資客戶服務代表制度。



本研究透過研究者親身體驗及問卷調查等方式，收集有效樣本56份，回收率76.7%，調查分析個案公司現行人資客戶服務代表制度角色功能，及提供服務者(人資客戶服務代表)與被服務者(事業單位主管)對該制度之回饋與建議。



研究結果發現，個案公司能透過人力資源專業分工、資源整合協同運用與e化系統平台即時服務，派駐人資客戶服務代表至前線就近服務，實能達到協助事業單位組織發展運作與穩定人心之綜效。唯在人力資源政策與事業單位發展連結不足，人資總部對人資客戶服務代表支持與溝通程度低、角色定位不清、人力配置不足，及人資作業規範、系統化不足等方面可再予以強化改善。



本研究結果及後續提出之改善建議，祈有助於提供個案公司管理之建議及企業界制度規劃實行之參考。
	摘要(英)	Facing the rapid transformation of the global environment, the role of the Human Resources department has leaped from the previous single field to the domain of multiple and cross-border areas under the pressure of external competitiveness and the need for organization promotion. 



Since the Human Resource role was defined by Ulrich in 1997, Human Resource strategy partners have become the most important role of human funded employees, and Human Resource Account Service (AS) representatives have also become the development trend of Human Resource role function. The Human Resources department, with the guidance of "Account Service", directly dispatched Human Resources personnel to service units, assisted the institutions to carry out the planning and organization of Human Resources development strategy and organization, and reached the development goals of the institutions.



In the past, most of the academic research reports were limited to the role of Human Resource strategic partners, and few case studies were conducted. Since 2002, the case of the company has introduced the system of Account Service representative under the organization development.



This study collects 56 valid samples and 76.7% recovery rate through the questionnaire survey, and investigates and analyzes the role of the current Account Service representative system role of the case of the company and the feedback and suggestion of the service provider and the Served.



The results show that the case study of the company can achieve the immediate service through the division of Human Resources specialization, the integration of resources and the integration of resources and the E-system platform. Only in the Human Resources policy and the development of the institutions, the Human Resources headquarters have low level of support and communication, the role positioning is not clear, the manpower allocation is not enough, and the standard of human capital operation and the lack of systematization can be strengthened.



The results of this study and suggestions for further improvement will help to provide suggestions for the management of case study of the company and the implementation of enterprise system planning.
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