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<E 41> 24 AR 4

L | M9am=252) % 5H1n=420) T4
R T I R
. v A 144 57.1 234 55.7 90
i o A 108 42.9 186 44.3 78
20 o 59 23.4 77 183 18
! 30 ©f 103 40.9 198 47.1 9%
40t) o] A+ 90 35.7 145 345 55
1 o] 3} 82 325 102 24.3 20
e AR = 58 23.0 101 24.0 43
o) 2 o] A 112 44.4 217 51.7 105
A Al 143 56.7 197 46.9 54
A 7] A 56 22.2 36 20.5 30
5 F 28 11.1 77 183 49
Al 25 9.9 60 14.3 35
A E/A 8] 2 57 22.6 - - -
o A9 4 36 14.3 - - -
B R/ A A 98 38.9 - - -
T -/3H A 61 24.2 - - -
1007 9F 29 115 - - -
= | 100-200W] ¥F ]7 345 - - -
- T 1 200-300m] 7E 75 29.8 - = -
3000] 4+ 61 24.2 - L -
o5 5= gl 113 44.8 - - -
o}yl E 33 32.9 - - -
AdFel/ A7 56 22.2 - - -
217} 197 78.2 - - -
AN/ 55 21.8 - - -
119191 252 60.0 - - -
it 168 40.0 - - -
9 & - - - - 46
8 - - - - 48
7ol % - - - - 74
gt - - - - 44
1-23] - - - - 104
33] o] - - - - 20
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£ 42> WA= 94ase] AHA 2 By

& 8 al &l -
T v 3 (VA waA [ wad wed |58
0=9457 |n=.8472|n=.8753|a= 5922| 0=.4951
M8 9 BuAgel /14 =4 | 0.823 | 0106 | 0.263 | 005 | 0.053 | 0.763
Al 3 wwarge F85d | 0.821 | 0192 | 0310 | 0.101 | 0.050 | 0.820
A WP 285 0.790 | 0.171 | 0.341 | 0183 | 0.054 | 0.806
TEBAE AF A 2wE 2E44] 0.767 | 0176 | 0322 | 0.105 | 0135 | 0.752
A gel Aasa ebg el e | 0.745 | 0354 | 0.193 | 0.162 | 0.046 | 0.745
wAA A A Sdd A 0.729 | 0.379 | 0.188 | 0.084 | 0.113 | 0.731
AFTN gAY 9rAe 0.709 | 0.261 | 0.286 | 0.134 | 0.016 | 0671
eRPE NAGFAL 59 0.664 | 0.350 | -0.079| 0.036 | 0.263 | 0.641
HuA Aol dg gse A2 0.616 | 0.354 | 0.370 | 0.095 | 0.095 | 0.658
H7leAel se £ 0.209 | 0.805 | 0.151 |-0.099]| 0.168 | 0.753
EEehE o @ & ol AAs W] 0425 | 0.654 | 0.342 | 0.046 | 0.097 | 0.736
eFaA i) A sre Al 0.460 | 0.611 | 0.265 | 0216 | -0.072 | 0.706
W&t AEg AR gA 2 0490 | 0.566 | 0.291 | 0223 | 0.045 | 0697
Rk 0409 | 0.278 | 0.713 | 0.087 | 0.100 | 0.770
W% Ee A5 At 0464 | 0.265 | 0.671 | 0103 | 0.091 | 0.755
AAdsa 45 49 0482 | 0.294 | 0.646 | 0.073 | 0.140 | 0.762
RAAN 2 o8-S A7 A 1 0.104 | -0.031|-0.084| 0.837 | 0.238 | 0.775
R EA R 0.191 | 0.114 | 0.293 | 0.742 | 0.112 | 0.699
WAA 2 el e og *% | 0055 | 0093 | -0.030] 0.192 | 0.775 | 0.650
AR OOl ohe An 2 g 0.126 | 0.058 | 0.211 | 0.103 | 0.769 | 0.667
5L %] (Eigen Value) 6.329 | 2.722 | 2493 | 1550 | 1.464
EAHCEA 22D 31.643 | 13610 | 12465 | 7.752 | 7.320 |(72.79)
KMOS} Bartlett®] 714 KMO=096 _ Chi=5874(d.£.190, p=0.000)
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SAA ApolE Hol= WegHEE FAHoR ARy vgd gu WA

Qe e 20t olste] Suiabet 309} 1w 40t) o el S B 3Ywow
el olE ghel WAMMAED A9 AolT AFT A, FAY A

A 4 Aol FAMH =EAE 1A Aol7t yEEH &, Ty

] ZH(3.022) Xt} 30t (3.400) £} 40t o]/ (3.537) 9]
SHAEC] A Ao YW AEFD ANH=TE ¥ A YEE A
(p<0.01), ol FAACE Fostty. A AFAG A T3 AL
oA QL Apol7k AU FolaE W Wl 5oA ol oA Aolrt
ERbx] otk vhd, 594 Ak o] FAAH A 1A el slojA dH
o ol wet FAFMRAFTE ANF=TF A dEbskal, 200 o] st
(3.355)9] S HAETE 40th ©]F(3.883)9] SHAF U =2 FAMHAEZ
A =S HEFATH(p<0.01)

i)
o,
r o
2
<
[\)
(@)
=
o
of
oL
1o
olo
it

<FE 4-T> AAAMB) A F4 QAo AW xfo)

T % A4 (H ) -
X
A 4 LU(LaX)} O(qu)} A A & 7 P ( a*b)}
A4 3.370 3.388 3.378 418 -0.159 0.874 | -0.019
2= 3.764 3.919 3.833 416 -1.59 0.113 | -0.156
NI 3.661 3.654 3.658 418 0.065 0.948 0.007
A 2974 2.984 2.979 418 -0.076 0.940 | -0.010
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<E 4-8> FAMH 2T Q1] AFFEE Aol

i %9 e (1)

~e A | RA/DR | gy | OE ¢ A
A% o SRIEEE
o A A 2.691 2.776 2.709 250 -0.604 | 0.546 | -0.085
A=A 3.395 3.536 3.395 71 -1.053 | 0.296 | -0.182
r g4 3.120 3.230 3.144 72 -0.638 | 0.526 | -0.111
R 2.703 2.609 2.683 250 0503 | 0.616 | 0.094

<E 4-9> BN 2EA A4 AR Aol

CEICED)
20e] | 300 | 404 = s DA E
o) N1 S0m A A FE | AL BEAR] F | b
(a) (b) (c)
sy | 302213400 | 3537 | 3378 [1355/572.12 2/417 | 6.78/1.38 |4938"™| 0.008
224 | 3737 | 3848 | 3862 | 3833 [0.88/431.94 | 2/417 |0.44/1.04| 0.425 | 0654
#3450 3611 | 3883 | 3,638, [14.84/469.92| 2/417 | 7.42/1.13 6581 0.002
F74 | 2740 | 3114 | 2.921 | 2979 |848/683.84 | 2/417 | 4.24/1.64 | 2583" | 0.077

F) sex p<0.01, *x p<0.05 * p<0.1 ; ( )eF2 o] EAFA] Tamhane

NEEEEES

deo] e PPNLED A6 UF elE AFH A, NHY F
A3 B Ade APANAEL A4 o]t vhehuch ww a4y
A7 FHH A FAMNLED QRS i Aol glo] nge

Fp<0.D), 0059] FelFEolAE BAH Aolg molx egrd. A
wR, stele nEolatsl ARUE 1T gEolael ) FRow
of WAMMLED ANAES shepa Ax, A4 e BAAW
A4AET H nEo|5H3586)0 $HAERG ARUZEIDIY vhEol 4
@%%Q~%%4%ﬂtﬂ§:14ﬂ L(p<008), ol BAHCR folait)
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0] 4(3.023) 9] SHAECl O E=A YEhH(p<0.05), TAIH o= 25ttt

<3 4-10> FAAMH2~FA Q2o stEd Ao
A )
1E | HE = S35 E a7
pop|yElasfas ] o lasw|dr | wwaw| Fo| o
(a) (b) (c)
S A4 | 3.164 | 3332 | 3500 | 3378 | 80857750 2/417 | 4.04/1.39 | 2916 | 0.055
Az | 39501 3891 | 3922 | 3833 |820/42454| 2/417 | 415/1.02 |4.067" | 0.018
53 [ 3474 | 3.624 | 3760 | 3.658 | 5.86/478.9 | 2/417 | 2.93/1.15 | 2548 | 0.079
g | 271 3153 | 3023 | 2979 |10.84/681.48) 2/417 | 5.42/164 3315 | 0.037

F) #x p<0.05 * p<0.1

$HAe AFAG L 2RAN g PN 2ED Ao e Ao] B
< g4 AL AslF Ha4

4 2 T4 A PAAN2EA Q49 Folh b, TAH L
T wet BAANAED ANAE} TEd, WA 384

Agle] BAAN~ED ANAEE BATEGI2T AT EEE6) SHA
7} AFAGI6OAY Bet T Be ANEES Uehli, A7EA G327 %

AFEn o “*OWU% ‘*xﬂT?LO] AR $3A2Ed

A A A~E A Ao 1A =

iin)
A
flo
P
o
it
v
fl
.ﬂ
k)
i
2
g

g
JE

& Ao E°1D‘r(p<001) G Aol e AR 2ED A EE &=
AT AFAY FAFE FFAE.091)0] AFA AFAY AFA A 25
#A4(E3.487) 2Pl MAZA AFAY MFAEAE FFASEE58)EY ¥ =2
FAAMH =FA JAAEE YEFATH(P<0.01). A F7Hd 2ol Ao A
H 254 JAAAEE BA, M7 EA(3.640), 5AF(3.045) 22 aL A5

(3.383) Tol AFACHMMDET ¥ =& FAAREFL JAA=E YE,
AN AFAZEAZE FAFTEG ¥ =2 PPN AEE A =S e

olg]8lt zfol= EAH O R F9 5 tHp<0.01).
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<E 411> FAAMRAFE A0 A g Ao

AFA/Z5A (F )

AFEA AA | EA | FA &3 T e
T 2R EA g | A F S e gEAE F b
(a) (h) (c) (d)
5129 2 | 3160 | 3302 1 3922 15 596 | 3 378 133 66/552.01| 3/416|11.22/1.33| 8.455°* | 0.000
a—cd | b-c | ¢c-d
24| 3796 | 3.837 | 3.873 | 3.896 | 3.833 | 0.64/432.18 |3/416|0.22/1.04| 0205 |0.893
#1398 1 4001 | 3761 3.658|21.22/463.53|3/416| 7.08/1.12 | 6,347 | 0.000
| 2L 13810 5 045 | 3.383| 2,979 [85.54/606.78) 3/416|28.52/1.46/ 19,547 0.000

F) #xx p<0.01

<EE 4-12> AW AEAD Q14 9] A9 Aol
ERICES

T = AR ES] 2 AT | df HBaEAE| F .
Zﬂu_/ X}Ogﬁ/\f;rm _’zfs;]-‘l—g %j_xﬂ ] " H o ]H 8]

A | 2649 | 2596 | 2.645 | 2.936 |2.709|4.22/208.25| 3/248 |1.41/0.84| 1.674 | 0.173

A=A | 3417 | 3.167 | 3.390 | 3.5163.395(2.81/223.54 | 3/248 10.94/0.91| 1.038 | 0.377

3949 12930 | 3.213 | 3.092 | 3.388(3.144 |6.69/228.86 | 3/248 |2.23/0.93| 2.415" | 0.067

A | 27702 | 2472 | 2913 | 2.418 |2.683|11.1/365.51 | 3/248 | 3.7/1.48 | 2.511" | 0.059

SHAe A5d wE YAMRAFD A gFd zelE AT A
<HE 4-13>0] UERY upel 7ol FA A Aur s AgAu| ~EA o)A
kol 7b e th FAA R RY, I Ao @AM A AN ks
13t &50] 1009 o] 2008k miRte] SeAEe] d A5 3008t o
o] & 7 SHAsERT FAANAEFD QAL ¥ ¥ AoR 4

EF5 THp<0.05).
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<¥E 4-13> sAAH A

[e]
h

Al

5L
Wé =1

o a5

ol
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A

4 2503

1007]
wH(a)

2007]
wH(b)

3007
T (c)

300°]
&)

A

f. | A

F

teh
(1
oX,

3.027

2.793

2.612

2.559

2.709

5.63/206.85

3/248 |1.88/0.84

2.247

0.083

22

i)

o,

3.466

3.420

3.363

3.365

3.395

0.33/226.02

3/248 10.11/0.92

0.12

0.948

Ho
oft
oX,

3.149

3.123

3.142

3.175

3.144

0.1/235.45

3/248 10.04/0.95

0.035

0.991

ok

LN
o,

2.690

2.856
(b-d)

2.813

2.270

2.683

14.27/362.34

3/248 |4.76/1.47

3256

0.022

) =x p<0.05, * p<0.1 ;
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T 1
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el Aol

Al Tamhane A7 52 3}

6 3 B (3 37)
o]-,TJ‘}E oﬂ H T
2.645

Al

M
N
il

-

A
T =

2.755

>
o

2.709 |0.58/211.89 0.29/0.86 | 0.341 | 0.712

EH//\]- 7]_
3.404

o,

3.361 3.395 | 0.32/226.03 0.16/0.91 | 0.174 | 0.841

2.712
3.195 | 3.020 | 3.226 | 3.144

o,

1.95/233.6 0.98/0.94 | 1.036 | 0.357

off | Jo | 1 | o
of | 4 |

3.451
2.651

EN
oX,

2.642 2.813 | 2683 |1.22/375.39 0.61/1.51 | 0.405 | 0.668
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Al AN B AR A A S AU e Al

=
= =, =, -
gt vt X9gER apolE R e, AAEARE30) SHAE] AT
A1(2.441), SAF(2.196) 28lal FAFT(2270) SHAEET IS E
el A dete s, EAMCRE §9l(p<005)3 ekt
<FE 4-15> DAWE Aqu) o A o)
4 () o
o 2 - d f. { p. | BEN
w2t o 2t 7 A a-b
A A H) = 2.875 2.787 2.837 250 0.581 0.562 | 0.088
T T A A 2.526 2.426 2.483 250 0.799 0.426 | 0.101
oy 3.069 3.037 3.056 250 0.33 0.742 | 0.033
CE 416> RAWE A 2] AFGHE Aol
AT (E ) =
o 2 — d f. { b | BEN
2 7k R A/ A A 4
&g Al B] 2~ 2.812 2.927 2.837 250 -0.635 | 0.526 | -0.116
T T A A 2.503 2.414 2.483 250 0.592 0.555 | 0.089
oYy 3.030 3.145 3.056 74 -0.863 | 0.391 | -0.115
CE 417> nAWE A9 AFH Fo)
AF(FH )
T & |9 404 i A& & | df |[FdAE| F p.
012?_ EOEH O’I }\O]]_ ;ﬂx‘”
ZE] ng 2.898 | 2.631 | 3.033 | 2.837 [8.06/346.28 | 2/249 | 4.03/1.4 | 2.898" | 0.057
:ﬁ :?‘;‘:-j— 2453 | 2.386 | 2.614 | 2.483 |2.57/240.81 | 2/249 |1.29/0.97| 1.326 | 0.267
%] :Or?% 3.017 | 2951 | 3.200 | 3.056 [3.09/146.15| 2/249 {1.55/0.59| 2.626" | 0.074
) * p<0.1
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<E 4-18> TAWE xH] A9 ggHH o]
st (F )
TR EIEIET AFF | dL | BEAF| F | b
Zg] Xé}/\\ 3.061 | 2776 | 2705 | 2.837 [6.28/348.06| 2/249 | 3.14/1.4 | 2.244 | 0.108
:gi ;\gé 2.345 | 2474 | 2589 | 2.483 |2.85/240.53 | 2/249 | 1.43/0.97 | 1.472 | 0.232
%] ;‘% 3.098 | 3.121 | 2.991 | 3.056 |0.86/148.37 | 2/249 | 0.43/0.6 | 0.719 | 0.488
<E 4-19> nARES A 2o] H ] Aol
24 ()
TE A?H?QX}%CQ f;ré ?‘sfg/ A A A S d LA B D.
ig H]ﬁ 2.877 | 2472 | 2.847 [3.000 | 2.837 16.52/347.82| 3/248|2.18/1.41|1.548 | 0.203
:gi jg 2.373 | 2.236 | 2.635 | 2.488 | 2.483 |5.16/238.21 | 3/248|1.72/0.97|1.791 | 0.150
qu ::% 2.965 | 2.944 | 3.133 | 3.082 | 3.056 | 1.54/147.69|3/248| 0.52/0.6 |0.861| 0.462
<E 4-20> LATE AU A9 A5 x)o)
493 25 T)
T 10\9}13] 2()9}13] 3()9}13] 30301 . Al s | df (EdAsE Fo| op
7t i I 3
ZE] Xé; 3.034 | 2.816 | 2973 | 2.607 | 2.837 |5.81/348.53 | 3/248 |1.94/1.41| 1.377 |0.251
:ﬁ g 2.543 | 2560 | 2.480 | 2.348 | 2.483 |1.74/241.64 | 3/248 |0.58/0.98| 0.593 |0.620
%} f‘:‘i 3.172 1 3.092 | 3.000 | 3.016 | 3.056 [0.84/148.39|3/248 | 0.28/0.6 | 0.466 |0.706
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IR R P P AHF | df | FdAF | F D
Fe | PHE gy A
3)) A1
ZE] %2 2.804 | 2735 | 2.875 | 2.837 |1.32/353.02| 2/249 | 0.66/1.42 | 0.463 | 0.631
:g] ;3; 2420 | 2512 | 2567 | 2.483 |0.91/242.46 | 2/249 | 0.46/0.98 | 0.467 | 0.628
%] ij‘ﬂ_ 3.009 | 3.108 | 3.071 | 3.056 | 0.5/148.73 | 2/249 | 0.25/0.6 | 0.413 | 0.662
<E 4-22> WAREE AH] 29 X x}ol
AFA 9 (F )
e hva = |U = A 1 Té—& a7
T Xﬂ?NHﬂL%%T r}irj]LT aq | HE | &L EEAECF ) D
3) =)
Zg] z‘@ 2.839 | 2.964 | 3.036 | 2.320 | 2.837 | 8.7/345.64 | 3/248| 2.9/1.4 | 2.08 | 0.103
fﬁ ?E; 2.441 | 2.830 | 2.196 | 2.270 | 2.483 |10.45/232.92| 3/248 |3.49/0.94(3.709""| 0.012
EE: :% 3.070 | 3.125 | 2.964 | 2.920 | 3.056 | 1/148.23 |3/248 | 0.34/0.6 | 0.554 | 0.646
) #x p<0.05
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EEEEDE
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) mn R 6 1
TRAS TER] 19.00 1154 17.46
oo 47 12 59
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EAAA EERT 2350 23.08 9341
EIR= 8 9 17
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e A W] 100 17.31 675
T 1 3 17
B = =
mAgs A F 2] 7.00 577 675
. N % 53 7 60
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P N ow 9 10 19
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y p N w 200 5 252
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A, gEMEE A4 A9 JPAN2EL 944 o nFols
(3.586) Etk HEtHE(3.891) 3 thEo]¢(3.922)2 SHAF B %L (p<0.05),
DA R FolsH2 71D Y HEE(3.153)% 0]/ (3.023)9]
SHAE 8 E=rH(p<0.05).
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abstract

Study on factors influencing qualities of civil services

Hwang Man jong

Dept. of Business administration majoring in marketing
Graduate School of Business

Cheju National University

(Supervised by Professor Hyoung-Gil Kim)

As drastic reforms and opening are the current of the times, the
society is changing socially and economically, the needs for administrative
services from citizens are becoming so more manifold than before that
civil administrative services should be improved in both quality and
quantity. The 21st century'’s paradigm in civil services should break away
from the existing fashion of government-leading authoritarianism toward
providing customer-oriented civil services which regard citizen’s benefits

as a top priority. Now changes can be seen in the civil service areas.

The great changes in the areas of the civil service management have
made officials get out of administrational opportunism into the thoughts of
customer satisfaction. Many efforts to maintain customer’s confidence
have been made through opening information on administration, taking
proceedings of civil service transparently and clearly, claiming swift and
precise civil services and changing the inner parts of the administrative
agencies as well as its exteriors.

As the age of industrialization and information has come, rapid changes
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in the various areas of civil services are now under way, for instance, the
clerical work of administrative agencies has been taken over by
computers, electronic devices are being introduced in the government
following the development of PC communication and the internet, and
local information centers have been established. More active efforts are
needed to study on the newly changing civil administration systematically,
analytically and favorably.

This study is to survey officials and citizens all around Jeju -city,
Seoguipo city, Bukjeju—gun and Namjeju—gun for the report of -civil
services, and to look for the problems about civil services with the results
of the surveys. The surveys are carried out based on April 2005 and the
background of the study is limited on the period from the beginning of
local autonomy to the present time.

Analysis shows that those cognitive factors have some influence
according to customer satisfaction, for civil services, while parts of them
don’t get any influential support from statistics,

As follows are the results of the analysis:

First, the awareness of civil services in view of certainty and
confidence has some static influence on customer satisfaction.

Second, the awareness of administrative services in view of confidence
by satisfaction for public facilities has some static influence on customer
satisfaction for public facilities, so it is meaningful. It means that the
awareness of civil services in view of confidence has some correlation
with customer satisfaction for public facilities(a=0.0405), and it accounts
for satisfaction for public facilities of 16.4%.

Third, certainty, materiality and sympathy on customer satisfaction for
civil services have some correlation with customer satisfaction for civil

services(a=0.597), and these independent variables accounts for customer
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satisfaction for civil services of 35.6%,which means "recurrent”(F=45.682),

"meaningful” (p>0.01).

As follows the results of general analysis on the methods and kinds of
civil services:

First, the way most preferred for the service is to visit in person, and
civil services for family registers and land registers are made a great use
of.

Second, Dissatisfaction about civil service falls highly on housing
construction, transportation & parking, health care & environment and
welfare & art, while customer satisfaction is higher than ordinary groups
and satisfaction for registers of both land and family is found to be
higher than other groups.

Third, the occasions of visiting in person for such civil services as
housing construction, family register, welfare and art, etc. are found more
frequently, while the problems about transportation and parking are issued
instead through the internet, fax and telephone.

Fourth, age groups has no correlation with the way of using civil
services(p>0.05) but some correlation with the kinds of civil
services(p<0.05). The number of older people increases in such areas of
civil service as construction, land register, heath care and environment
and welfare art. Especially, an age group of more than 40’'s consists of
the greatest component ratio, however, an age group of less than 20's
shows the highest ratio of wutilization coefficient in the service of
transportation and parking problems. More sophisticated analytical tools

should be given through supplementary surveys for the next study.

The results of the survey on influential factors of civil service qualities
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show that civil services through the internet can solve the factors of
customer’s unhappiness, and improve the qualities of customer satisfaction
for civil services. When such medium is applied in civil services, the
qualities of customer satisfaction will be improved by far better, and the
regional economy will be developed. To do this, it is necessary to support

the medium.

This study is to aim at presenting the influential factors for improving
the qualities of civil services. The essential purpose for improving the
qualities of civil services can be said to help with citizens’ economic
activities. In order to remove customer’s dissatisfaction promptly and raise
customer’s satisfaction to the level of a good impression, officials should
make the best efforts on higher civil services. Also, officials always keep
it in mind that the highest priority should be given to customer—first,
analyze influential factors for civil services and take it into consideration

for civil services. Therefore, we can have civil services developed.
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