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<E 7> FAHTY V=T AF
HE(EAHS) Bt HFHAL ALt | F9%
A& = (cpi) 8.10 0.42 7.17 9
X B2 7)8(idr) 86.46 9.95 | 51.10 100
8274 % (spe) 5.21 1.25 2.77 11.67
%A &% (men) 1781.11 4038.25 65 28441
%A o]aK(bud) 4650659.41 | 12028210.50 | 6091 | 68564017
InZA] ofAH(In_bud 13.13 2.15 8.71 18.04
£ A2 (age) 25.59 18.36 1 87
¥ = (cpi) 8.28 0.38 7.43 9.03
82708 (idr) 83.72 10.94 | 46.12 100
B T4 5 (spe) 5.44 1.21 3.81 11.71
%A §%(men) 1972.81 4201.34 65 28773
ZA] o] AHbud) 4855997.81 | 12326159.98 | 4597 | 71470911
InZ=A] of|AH(In_bud 13.19 3.15 8.43 18.08
AAl A2 (age) 27.12 18.63 2 88
3 % (cpi) 8.19 0.41 7.17 9.03
22 7)8(idr) 85.10 10.52 | 46.12 100
AR TI)4 5 (spe) 5.32 1.23 2.77 11.72
. %A #%(men) 1876.43 4109.94 65 28773
°e ZA] ol 4H(bud) 4752767.58 | 12144209.69 4597 | 71470911
InEA oflAHIn_bud 13.16 2.14 8.43 18.08
=X A (age) 26.35 18.46 1 88
AlZF dummy(time) 0.50 0.50 0 1




1 2 3 4 5 6 7 8 9 10 11

lann |1

2par [0.11 1

3eve |0.27xx ]0.39%* |1

4rep (0.22xx |-0.01 [-0.07 |1

Sinf 0.26%x |0.26%* [0.22%* (0.18+* |1

6dail  |0.22%* [0.41%x |0.32%% |0.12  |0.34*x |1

Trea |-0.02 (0.03 |0.01 |0.04 |[0.05 [0.07 |1

8p_total(0.40*x |0.40%* (0.44%* (0.45%* |0.59xx |0.64x= |0.08 |1

Shp_link(0.30x |0.22** [0.10  [0.23*x |0.28* |0.16+* |-0.03 |0.28*x* |1

10yr_sm|0.07 0.21%%|0.12  |0.05 ]0.06 [0.17xx|0.13  ]0.20*=* |0.26%=* |1

11fan |0.38x* [0.37%* |0.43%x |0.16%* |0.43%x |0.50*x [0.12  |0.61*x |0.41*x |0.28*x |1
. pE 005 FHFENIN 3]
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CE 9> F2 WFE 7] ABBA 24
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17
1 1.00
. 0.13
2 0.07) 1.00
-0.16 0.40
31 002 | ooy | 109
0.25 040 0.11
41 oo | ooy | 011y | 100
- 0.17 04 0.27 0.39 1.00
% | (0.02) | (<000D | (0.00) | (<ooon) |
6 | 002 [ 06 [ 02 | 001 | 007 [ |,
(0.77) | (000D | (0.00) (0.92) (0.32) ’
7 0.04 0.3 0.26 0.26 0.22 0.18 1.00
(0.54) (<.0001) (0.00) (0.00) (0.00) (0.02) ’
3 0.15 064 0.22 041 032 0.12 0.34 1.00
(0.03) (<.0001) (0.00) (<0001) | (<0001) (0.11) (<.0001) ’
9 0.16 0.08 -0.02 0.03 0.01 0.04 0.05 0.07 1.00
(0.03) (0.30) (0.80) (0.68) (0.89) (0.60) 0.47) (0.34) ’
10 0.15 0.28 0.30 0.22 0.10 0.23 028 0.16 -0.03 1.00
(0.04) (0.00) (<.0001) (0.00) (0.16) (0.00) (<.0001) (0.03) (0.66) ’
11 0.20 061 0.38 0.37 043 0.16 043 050 0.12 041 1.00
(0.01) (<0001) | (<0001) | (<0001) | (<0001) (0.03) (<0001) | (<0001) (0.11) (<.0001) ’
12 0.15 0.20 0.07 0.21 0.12 0.05 0.06 0.17 0.13 0.26 0.28 1.00
(0.04) (0.01) (0.33) (0.00) (0.10) (0.47) (0.43) (0.02) (0.08) (0.00) (<.0001) ’
13 0.16 0.25 0.03 0.12 0.15 -0.07 0.24 0.15 0.33 0.15 0.29 0.15 1.00
(0.03) (0.00) (0.73) (0.10) (0.04) (0.33) (0.00) (0.03) | (<0001 | (0.04) | (<000D) | (0.04) ’
14 0.21 029 0.03 0.21 033 -0.06 0.24 0.24 0.16 0.12 044 0.13 049 1.00
(0.00) | (<0001 | (0.64) (0.00) | (<0001) | (0.42) (0.00) (0.00) (0.03) (0.10) | (<0001) | (0.08) | (<000D) ’
15 0.22 0.09 -0.10 0.01 0.14 -0.05 0.12 0.10 -0.02 -0.12 0.02 0.09 0.10 0.18 1.00
’ (0.00) (0.23) (0.17) (0.85) (0.05) (0.54) (0.11) (0.16) (0.75) (0.09) (0.78) 0.22) (0.15) (0.01) ’
6 | 012 [ 017 [ 015 | 004 | 013 | 004 | 017 | 013 | -008 | -042 | 03 | 008 | 017 | 037 | 002 | | oo
(0.09) (0.02) (0.05) (0.62) (0.06) (0.61) (0.02) (0.06) (0.30) (0.09) (<0001) (0.28) (0.02) (<.0001) (0.80) '
17| 016 | 03 | o000 [ 03 | 020 | 009 | 0® [ 0% | o014 | 019 | o0& | 016 | 054 | 0% | o014 | 033 | | o
(0.03) | (000D | (0.99) | (<000D) | (0.01) (0.24) | (000D | (<0001) | (0.06) (0.01) | (<0001) | (0.02) | (<0001 | (<O0OD) | (0.06) (0.00) ’
1: ZATMEE (sat_n), 2! &= AAXE F(p_total), 3: ¥ (ann), 4: Fo 2 A (par), 5: o|HE (eve), 6: AW I (rep), 7: AR AF (nf),
8: A71/¥74 (daiD, 9: A71/mte] W& (rea), 10: ¥4 &9 0]x AF &4 wt]o] S (hp_link), 11: Ho]x] F&5AF 4= (fan),
12: &8Ax(yr_sm), 13: & dY(men), 14: A2F(In_bud), 15: Z&AH (age), 16: B FNE(dr), 17: ZEINE

L= (spe), ]
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29 SAE SATZ
(%4 Tolerance VIF
& AIX= $(p_total) 0.21 4.77
gABHOM s AN & o
> X|(ann) 0.63 1.59
o] @ A (par) 0.66 1.52
O|H E (eve) 0.50 2.00
¥ 1 (rep) 0.52 1.92
7J B A5(inf) 0.50 2.01
A7/ 4 g(dail) 0.47 2.12
?171/81g o] th-E(rea) 0.82 1.21
29 HARHyr_sm) 0.70 1.43
Ho]X] =X} £(fan) 0.41 2.42
AA % (men) 0.54 1.86
2R A (age) 0.89 1.12
AA o AHIn_bud) 0.54 1.84
398 &= (cpi) 0.76 1.31
d B35 7= (idr) 0.78 1.28
A B 7M4E =(spe) 0.47 2.12
AT dummy(time) 0.73 1.38
7138 83 dummy(categ) 0.62 1.62
2. % IAEH 29
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E3alo] AZeFgnh o] A= <3 13>oA] Eeld 5 gt}
EAAT Fghe 4.94 o]la, ole tigt fogE2 <.0001% L}E‘WL
B rEo] P<O.001ANA F235k A e iy
oA EAIACRE Fos FHow HHT 4 vk
sARE] AYAF (R = 0.36530% YeEbHAL, ol 7 B¥o] F
EWHFE 36.53%°] WEs Ayt vk Floltth

Dubin—Watson &A% FEH5HFe} 2448 Alo =
2ol ARE 71E7HY T sl exkdte] =9HA 7P S Slvist
A A s Wolvh(and ¥, 2017).
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JEAet. o= 09 #h= 7FA % AueAE AU 49 e 7HA
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Al (autocorrelation) & 7FAA] 9= oz #od 4 Qlo] AR

o] A&ty A = 9Tt
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= ¥ | (Prob>F) | (R-squared) | (Adjusted R-squared) | -Watson
E3F | 494 | <.0001 0.3653 0.2914 2.085
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<% 12> 33718 38 4s3AEA 2%
F4us 0 DAUSE (N-183) AR Il B
(Intercept) 0.23477 1.63581 0.14
& AAE 2 -0.00023443 0.00073526 | -0.32
o = _
A = gigﬂom E 0.11544 = 0.04757 |  2.43
A -0.00455 % 0.00200 | -2.27
ol g A 0.01353  #kx 0.00507 |  2.67
olHl E -0.00638 0.00400 | -1.59
ex &9 Ash e o 0.00055671 0.00092506 |  0.60
HEA 2 -0.00042165 0.00066821 | -0.63
al7] /2 A} 0.00089091 0.00187 | 0.48
0}7]/0jcjo] TS 0.02943 0.02045 | 1.44
20 oz} 0.05914 0.05072 | 1.17
A40jdo] £4
Ho]x] LEA}F & 0.03421 0.04879 |  0.70
2R dAY -0.00000706 0.00001875 | -0.38
2AA EA | A ofat 0.00775 0.03574 | 0.22
ZA A 0.01012  wkx 0.00324 | 3.12
5 NEE 0.38804 #* 0.15903 | 2.44
Q Egy 29 | ARG -0.00593 0.00607 | -0.98
> SRy BN -0.01075 0.06656 | -0.16
dr ¢o] | 9E(2016=0) -0.12167 0.13199 | -0.92
7193 G (g;tﬁ'ﬂ_"fw 0) 0.86859  wwx 0.16510 | 5.26

F=4.94"" / R*=0.3653 / adj.R*=0.2914
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<E 15> 37198 45713 U gF3AEY A%

5718 (N=46)

4.61309 104717
(Intercept) (2.94502) (1.94168)
o 0.00015409
= AAlE & - (0.00085087)
G Aol .
° Al zHo]x] o ~0.04453 0.13778"
= xducjo] & (0.07700) (0.06153)
a7 20.01796"" 20.00336
5 (0.00592) (0.00223)
. ~0.00042244 0.01682"
]_
Foiar (0.00720) (0.00648)
0.00063185 20.00719
oJME (0.00387) (0.00776)
- _ 0.00725" 0.00007290
Hes 59 SR (0.00334) (0.00104)
- 20.00269" ~0.00033423
JEA (0.00120) (0.00074764)
o17] /oAt ~0.00099732 0.00078765
271/%% (0.00441) (0.00201)
~0.01995 0.06950""
#A71/0190 gis (0.02229) (0.03085)
] 0.02721 0.06454
_ =3 AAt (0.08809) (0.06072)
aanHel 574 0.18829" 0.01297
= /\ . .
moJA] F-=AE & (0.07837) (0.06131)
<Al o 0.00001339 0.00005406
A A9 (0.00002186) (0.00004984)
20.05101 0.01584
2R 54| 24 ot (0.07932) (0.04100)
0.00392 0.01563""
1
= A A9 (0.00514) (0.00400)
Al 0.02810 0.52465™"
o] BEE (0:25509) (0.19431)
ES - o ~0.00068650 -0.00320
F88 59 | e (0.01056) (0.00722)
a ~0.06528 ~0.09285
BRSNS (0.15345) (0.07883)
_ ~0.38428 ~0.07053
A= ool | A%(2016=0) (0.23763) (0.15165)
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Abstract

A Study about the Effects of
Using Social Media in Public
Agency on Customer

Satisfaction

YoungMin Cho
Major in Public Administration
Graduate School of Public Administration

Seoul National University

Social media in public sector is newly considered as an
effective tool for e—Government in that it can provide public
service such as promptly providing information to the public
or handling simple civil complaints at low cost. However there
are only few preceding studies on social media application in
public agencies, especially on inquiring relation between social
media application and customer satisfaction(CS).

Thereby, this study sets two research questions as
follows: "Does social media usage behavior of public agencies

influence the customer satisfaction of public agencies?" and
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“If so, which aspect of application attitude of social media
have more effect among quantitative, content and social media
trait aspect?” The dependent variable is customer satisfaction
of public enterprises and quasi—government entities which are
measured by the PCSI 2.0 in 2016 and 2017. Use of social
media in quantitative manner in this study is defined and
measured as the number of types of social media that are
linked to the official website of each agency and the number
of posts in the Facebook page of each agency in 2016 and
2017. Furthermore, the contents of the posts in the Facebook
pages of each agency were divided into 7 categories,
announcement, participation request, event, situation report,
information provision, diary / daily, and crisis / media
correspondence, in order to measure the use of social media
in qualitative manner. Management period and the number of
subscribers were also included as variables to analyze the
characteristics of social media. Additionally, organizational
age - budget - size, public integrity of agency, information
disclosure rate and speed of information disclosure were set
as controlled variables.

The results of the multiple regression analysis are as
follows. First of all, on the quantitative aspect, the number of
social media linked to the official website has a positive (+)
effect on customer satisfaction. This means that usage of
social media by public agency, including Facebook, with its
own interest and effort and the trustworthiness of each media
influence customer satisfaction. However, the net number of

posts in each organization's Facebook was found to have no

- 68 - SEa



effect on customer satisfaction. Considering this with the fact
that posts related to participation request of content aspect
have statistically significant positive (+) effect, it is analyzed
that the quality is more important than the quantity on
Facebook usage behavior. On the other hand, in the case of
announcement of content aspect, the result of significant
negative (=) effects showed that the main purpose of media
usage of users should be considered when publishing posts by
each institution.

Other wvariables, excluding participation request and
announcement of content aspect, did not have a significant
effect on customer satisfaction, which was also same for
variables of social media aspect.

In addition, multiple regression analysis was performed
for each institution type. As a result, though there was a
problem in the model fit of public enterprise model because of
the small number of observations and the large number of
variables used in the analysis, the variables that are
significant for customer satisfaction were different by
institution type. This implies that different approaches to
social media usage will be needed.

This study finds out that the use of social media such
as Facebook in the public sector 1is influenced by the
characteristics of the media and the characteristics of the
users who use the media. This suggests that when introducing
new media or technologies into the public sector by the lately
developed ICTs, the characteristics of the technology and the

characteristics of the wusers to be affected by these
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technologies should be taken into account.

However, there are limitation on this study since it
failed to utilize the raw score of customer satisfaction and to
add appropriate control variables due to lack of previous
studies similar to this study. This could be supplemented by
further researches in the future such as panel analysis by
adding yearly data of 2015 and 2018.

keywords : Public Agency, Information Communication
Technology (ICT), Social Media, Customer Satisfaction, Facebook,
Customer Relationship Management (CRM), Engagement

Student Number : 201723216
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