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Factorlol] Ed+ o] velwta e 0.8~09= 19 7M4A yevd
HASSAE ALl Wezr PR S F98 5 AT
<3¥ 19> 220%4 Az

Factor Eigenvalue | Difference | Proportion | Cumulative

Factorl 4.10080 3.95760 0.9825 0.9825

Factor?2 0.14320 0.07758 0.0343 1.0168

Factor3 0.06562 0.06295 0.0157 1.0325

Factor4 0.00268 0.06701 0.0006 1.0332

Factorb -0.06433 0.00983 -0.0154 1.0178

Factor6 -0.07416 -0.0178 1.0000

B EF Factorl | Factor?2 | Factor3 | Factor4 |Uniqueness
Au|2=AEE52 | 09130 -0.0118 | -0.1300 | 0.0105 0.1493
Au|2=AgE4d | 0.9020 0.2660 0.0087 | -0.0043 0.1156
e =34 52| 09572 0.0600 0.1481 -0.0033 0.0582

A & 7}5 43 -0.0406 0.0374 0.0243 0.0502 0.9938
A A e A 0.8525 -0.2454 0.0994 0.0027 0.2032
24 0.8995 -0.0844 | -0.1275 | -0.0031 0.1675
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A H] 2 AGEA -0.390 0.669 -5.84 -0.368
= —
57 % 2 1.015 0.744 13.64 0.886
20160 A=gw=
1] 0.108 0.508 0.21 0.006
(ref=201641)
20173 A=t
0.491 0.516 0.10 0.005
(ref=20173)
2018 A =tin]
0.073 0.507 0.14 0.004
(ref=20184)
2019 Axtin|
0.171 0.493 0.35 0.016
(ref=20193)
2020 Axtn|
-0.768 0.500 -154 -0.041
(ref=2020%3)
2021 Axtin|
0.544 0.492 1.11 0.035
(ref=20214)
A4 -4.390 2.830 -155
R? 0.836
Adj. R? 0.827
F 147.29"**
H=E4 325
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@O 71 HF @ TTARIENEETE AL A A vho] mX & FEF
e o AFS A A Rk (V) A e (Y1)
Coef t Coef. t
1-1 | AEAAEEAX) | 0.414™ 8.10 0.346™*" 4.95
12 | ARAAEEA(X2) | -0.390™ | 584 | -0.611"" | -6.66
1-3 | MM 4EA(X3) | 1.015™* | 1364 | 1.346™ | 13.19
e e A& 71573 (Y2) £ 3(Y3)
= = Coef. t Coef. t
11 | AEAAEFLX) | 0.285™ 4.39 0.609"** | 10.96
1-2 | ME|2AGEA(X2) | -0.644™" | 755 0.083 1.14
1-3 | AR FEA(X3) | 1.449™* | 1529 | 0.250"* 3.09
+p<0.1 *p<0.5, **p<0.05, ***p>0.001
@ 742 A5 A8 A A 2H G (AEHF or (HEF)
- 7HE2-1. AEA AL A A Y] 2HaHRE FostA B
- 7HE2-2. 748 A ALE A AP A e 2da )
5 2 o) wbE T (Y ) oA (Y
pa s A A A P REE () A (Y1)
Coef t Coef. t
221 | ARIAAEEAKXD) | -0.316™" | -3.68 | -0.289"** | -2.44
222 | ARIAAEEA(X2) | -0.696* | -349 | -0.612" | -2.34
223 | MHI28AEA(X3) | -0.713™ | -3.12 | -0.616™ | -2.12
wa 2 A&7+ (Y2) F24(Y3)
Coef. t Coef. t
221 | MEIAAEEAX]) | -0.233 | -2.10 | -0.355"*" | -3.82
222 | ARIAAEEA(X2) | -0.509" | -2.08 | -0.651*** | -3.14
223 | MR8 AEFA(X3) | -0.520" | -1.91 -0.442* | -1.90
+p<0.1 *p<0.5, **p<0.05, ***p>0.001
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Abstract

The Effect of Public Service Satisfaction on Social

Responsibility Satisfaction of Public Enterprises

: Focusing on the moderating effect of the social

responsibility policy of public enterprises

Kim, Young Ran
Master of Public Enterprise Policy

Seoul National University

In various sectors of society, the scope of corporate responsibility
has expanded beyond economic responsibilities such as profit
maximization to include social responsibilities and even environmental
responsibilities. Public enterprises, which pursue both profitability and

public interest, are no exception.

Previous studies frequently —mention that corporate social
responsibility (CSR) activities contribute to corporate value and
managerial performance. However, there is a lack of research on
whether CSR policies actually improve the satisfaction of citizens or
customers. This study aims to examine the factors influencing
satisfaction with the social responsibility activities of public enterprises
and to verify whether CSR policies, whether continuous or

intermittent, have an adjusting effect on improving citizen satisfaction.

The strategic research data analyzed in this study focused on the
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satisfaction survey results (PCSI) of public institution customers,
specifically K-water, over the past seven years. The analysis included
examining the correlation between satisfaction with public services
and satisfaction with social responsibility, as well as analyzing the
adjusting effect of CSR policies based on their continuity or

intermittency.

Quantitative research results indicate that higher satisfaction with
public services is associated with higher satisfaction with social
responsibility. Satisfaction with public services was composed of
service product quality, service delivery quality, and service
environment quality. It was found that higher product quality and
environmental quality have a positive influence on satisfaction with
social responsibility. Particularly, the influence of environmental
quality on social responsibility satisfaction was the most pronounced.
In terms of the dependent variables, satisfaction with social
responsibility was composed of policy validity, sustainability, and
ethics. Among them, service environment quality had the greatest

positive impact on sustainability.

When analyzing each item, higher satisfaction with institutions in
terms of purpose compatibility, service processing capacity, pleasant
facilities and environment, and convenience of use resulted in higher
satisfaction with social responsibility. On the other hand, higher
satisfaction with factors such as staff friendliness or attitude had a
negative impact on satisfaction with social responsibility, indicating
that employees’ social responsibility and the institution’s social

responsibility are perceived separately.

In the second hypothesis, the adjusting effect based on the benefit

of CSR policies was analyzed. The adjusting effect of continuous CSR

,77,



policy was found to be insignificant, leading to the rejection of the
hypothesis. However, the adjusting effect based on the benefit of
intermittent CSR policy was analyzed, and contrary to the hypothesis,
it was found to have a negative adjusting effect on satisfaction with

social responsibility.

In qualitative research, case studies related to compensation as part
of CSR policies after a major flood were presented. As part of the
social responsibility policy, compensation was provided for flood
damage according to the judgment of the Central Environmental
Dispute Adjustment Commission. Despite the implementation of the
social responsibility policy, local residents exhibited negative
subsequent behaviors such as public statements, collective actions, and
lawsuits. This case illustrates the limitations of implementing social

responsibility policies without citizen participation or consensus.

There are limitations to the research. Firstly, the survey results of
customer satisfaction are subjective as they originate from perception
surveys, which may introduce subjectivity into both independent and
dependent variables. Additionally, relying solely on the PCSI results
of K-water as a case study limits external validity. Lastly, there are
issues related to the convenience of using the same methods for

independent and dependent variables.

To mitigate these limitations, the research suggested conducting
tests for multicollinearity (below 10) and presenting qualitative

research (case study of social responsibility policy after a major flood).
The policy implications of this study are as follows: Firstly, higher

satisfaction with public services leads to higher satisfaction with the

corporate social responsibility policy. However, in the case of social
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responsibility policy, some variables are not significant, or if they are
significant, they have a negative adjusting effect. This implies that
event-based policy effects, which are relation-oriented and lacking
citizen participation, may have limited impact, and may mistakenly
equate relationship-oriented social responsibility policies with property

rights.

According to social responsibility theory and new public service
theory, when the inherent quality of public services provided by
public enterprises is better, citizens show higher satisfaction. The
results of this study do not suggest that public enterprises should
refrain from implementing social responsibility policies. Rather, it
provides a policy implication that focusing on improving the inherent
administrative service quality of public enterprises, rather than
event-based administrative actions, will increase citizen satisfaction
with social responsibility. The goal is to suggest that by improving
the inherent quality of public services, public enterprises can fulfill

their social responsibility.

Key words : Social responsibility policy, new public services,
public-service customer satisfaction index (PCSI), public service
satisfaction, social responsibility satisfaction
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