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[E 4-7] 2229 =Z02 a0 ¥ JALdEH "X = F3F

HIEZE2 A= HED A
B t p
B SE &)
Intercept 39.368 2.022 19.467 <.001
71 2 & F -0.930 0.400 -0.2042 | -2325 | 0.021
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4 - 1 1.388 0.712 0.4874 1.950 | 0.052
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[E 4-9] 229 2 UH 8UA 2 2 M= FF
HIEZ% A4 BES A5
& t p
B SE Ve
Intercept 41.6889 1.232 33.8256 | <.001
720 2 & F -0.2825 0.244 -0.10297 | -1.1583 | 0.248
2| o = -0.1221 0.375 -0.02831 | -0.3251 | 0.745
= o 3 0.0101 0.319 0.00232 | 0.0317 | 0975
‘8 = 0.6439 0.306 0.21320 | 2.1048 | 0.036
g A
2 - 1 0.4220 0.517 0.24603 | 08162 | 0415
3 - 1 0.5140 0.436 0.29967 | 11787 | 0.239
4 - 1 0.6619 0.434 0.38591 | 15256 | 0.128
2 9 4 4 14192 0.554 0.16036 | 25616 | 0.011
F(p) 2.53 (0.011)
Adj. R’ 0.0382
Durbin-Watson 2.03 (p=0.722)
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SAAOE Fogt IS w A=A dolrR7] 93 eI AEA S
AAstRA L 2 A [ 4919 2o 24 AAdA d Akl
BarEAol A3 F(p) = 1.36 (0212)2.8 FEAZHY] o5 kol
0.058 T 7 o] IFAEFEL AFetA 2 A2 YHEut

[E 4-10] 22X =04 892 8 FEF/FAd vX= &

HIEZE2 A= BHED A
B t p
B SE B
Intercept 9.11069 0.2872 31.7180 <.001
7 2 & F | 002739 0.0568 0.0435 04819 @ 0.630
2l o A 0.03622 0.0875 0.0366 04139 @ 0.679
= ¥ 3| 0.04456 0.0744 0.0446 | 05986 | 0.550
g | 0.04827 0.0713 0.0696 = 0.6771 | 0.499
= X
2 - 1 0.00595 0.1205 0.0151 | 0.0494 | 0.961
3 - 1 -006190 0.1016 -0.1572 | -0.6091 | 0.543
4 - 1| -009928 0.1011 -0.2521 | -0.9818 | 0.327
= & & Al -0.04091 0.1291 -0.0201 | -0.3169 | 0.752
F(p) 1.36 (0.212)
Adj. R? 0.00939
Durbin-Watson 1.75 (p=0.038)
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Abstract

A Study on the Perception Factors
of Organizational Culture
Affecting Customer Service Quality

Yim, Jimin

Department of Public Enterprise Policy
The Graduate School

of Public Administration

Seoul National University

This study attempted to analyze the effect of employees'
organizational perception on customer service quality, focusing on
the case of Korea Expressway Corporation Service Co., Ltd.,
which was newly established in May 2019 in accordance with
the government's policy for regularization of non—regular
workers in the public sector.

The planning of this study started with the idea that the level
of awareness of the employees working at the closest contact
point with customers in the service industry toward the
organization to which they belong will determine the degree of
service commitment of the employees and affect the quality of
customer service.

For the empirical analysis of this study, data from the
organization awareness survey and service monitoring survey
conducted by Korea Expressway Corporation Service Co., Ltd.
commissioned by an external professional agency in 2020 were
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used, and a multiple linear regression analysis was performed on
three models to examine the effect of service quality for each of
the four elements of organization awareness in detail.

As a result of this study, it was confirmed that only the
employees' perception of basic needs on the greeting etiquette
sector and growth on the customer service sector had a
statistically significant effect, and this regression model was not
suitable for the dress/environment sector.

In an additional interviews conducted with executives and
employees, opinions were collected that the reason why the
significant impact on greeting etiquette and skill sector was
limited to some was due to changes in the internal environment
of the organization, such as the absence of an evaluation system
and the strengthening of the labor wunion, in addition to the
employee's perception of the organization.

In addition, the reason why this regression model 1s not
suitable for the dress/environment sector is that it has changed
from being operated by an outsourced company for each toll
office to a system that is integrated and operated by a single
systematic organization called Korea Expressway Service Co.,
Ltd. It was interpreted that this was because an integrated
management system was established, such as a standardized
manual, and there was not much variation by toll office in the
dress/environmental sector that measures the external evidence
of services.

Accordingly, the implications for service quality management
are presented as follows. An evaluation and compensation
system for the service quality of employees should be prepared,
and the following three factors should be supported to enhance
its effectiveness. First, the proportion of basic pay should be
reduced and the proportion of performance—based pay should be
increased. Next, compensation should be designed in a way that
enhances pride and expectations for the organization. Finally, for
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its successful introduction and soft landing of the system, in
addition to objective and effective system design, efforts at the
organizational level to form a consensus among employees and
favorable public opinion on the necessity and effectiveness of the

system should be supported.

Keywords : Quality of Service, Organizational Recognition Factors
Student Number : 2021-29249
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