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AT B A FoAME mARESS gk Jid s+ Richard L.
Oliver(1997)7} tixx 4ol & "o, 2%, 2000, p.95).
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Chen, Petrovsky & Walker, 2022). Tse & Wilton(1988)°¢] i
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Percept Disparity Theory), A<l o] Z(Attribution Theory) %] th
(Frank & Enkawa, 2009, pp.72~73). &34 o|&L& 3% AgsAt ].
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Bestel ] FAAE 1) FEI vy XY BEAhs

ol
it
o

gl

o
It
o L

Asje] gelo] FAAA FEahi ol FEHE Aow AE A

Harold Kelleyell ¢]3l] 33},



2000, p.95 ; o]FA, A7, ¥ 2019, p.234 5 ol A, 2000, p.146 ;
ZAE 9 2018, p.25 ; HAA, 2021, p.10 ; Frank & Enkawa, 2009,
p.76). Zhang et al.(2022, p.148)°] W= FF Jo| 7[-EL X 9]

S Hx=2 AE3 Van Ryzing 20049% AT o|ZE 7-EU X

olge TEAM 2ol UF WEES ZHste ANH T2 Aokt

Zhang et al (20220 Ak 159 Fot FFaARRobl N Fa AF ol
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k2l C. Gronroos(1984, pbh8)+= MH|AEFEAS 7|&4 A AFEA,
technical quality)®} 71524 #2344 EF 4, functional quality)e] 271 =<
o7 FEI =29 R¥(nordic model)S A|etdt wl it A H] A F A
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etk AdEE2 o] MujzoM A2 AyeS wekal, dAHFES
aAel Auza AEHRFs oA APste=A A e AAAR] A
Wttt AdFAETE BAgFE]l o Fastthe Aol 19 o]E9
o]} X o}(2005, p.102)E Gronroosd] o] &S uAI} AMuH|2 AlFA}
ZF MOT7F A9 A dFoAA =7 vYetdl= Aolgtar s, &2
o]l Au| 2o gk o) QIS F-¢-stal, MOT7F aLZe] A Z}ah+=
AMu]=Fdo] AFAQ dFS Fol “MOT — Au|=Fd — vk
WA AEet] e, iAol AAE Fsts I s e
Qa7 Aok FA3h Parasuraman, Zeithaml & Berry(1985)% A H] 2~
Fdo e Hrbes Advbo] ofye}t AlE HAGoA A o] FojxintaL
st o (eFA 7] 9], 2011, p.42), Lemke, Clark & Wilson(2010, p.847)<
uel A Z1dyke] A-2hH A ARl i el =4 wkgolal
FAZ Ndstdava B As) AP AFd ool AR HFE
Ad Qo AMuj= A F HEH Fud wzhA A Ao Hilol A
Tt Aol

MOT(Moment of Truth), AH] 2 €] 1272 % (Service Encounter)<
Adutd o7 Asl= wolt}. Solomon, Surprenant, Czepiel & Gutman
(1985, pp.99~100)2 14 HHAES AMu|= oAl AMu]x AF A<}
o] gz 7+ s Ag oz AHolsltl Solomon et alo] WEH, HA 7
kol PEE m Ao, n TS JHe] F- o] A Hrt.

MOTze#t= 3 AA+= R, Normanno| #Hx2Z AFE3SE o= 48 A
AT+ (Pizam, 2005, p.436). Moment of Truth: Z=#2o] “Moment de
la Verdad”E& U2 Gz &7 AQld, o]& $8 ¥=2 YA &7|4A
RN 8] #3170 drf. o] MHl2Fd S Q14 st= ol flo] 274
AEE st7] W] et o® “ARA &3t olet Halr| = gt (o] A
9], 2015, p.100). Lefe] xEdo] =
HE &oH7] witolH, FAReL &9 HFo A S Yn|gtt). &0 9
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ST HHNAY FAA o] WolxH WEHLi= Eolx| il FA X

Aol WolxW wrHk= vrolxith (AW 9], 2016, p.26).

Solomon et al.(1985, p.99)°] 17 HAE& A& A5 28 (AF A<} o
E2F 7+ e A8)e 2 Aok flof o]o] Shostack(1985)¢] F+34 a4 E
Z71sd A wA Ao Ade ZgF 87, Mulx 37 Tow g
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<E 12> §HA EEY ATFTATH 54

T & EE: AL/ AME2/A A AT A
A 3,270 (100)  1,635(100)  4,905(100) | 51,738,071 (100)
S| A 1,904 (58.2) 769 (47.0) 2,673(54.5)| 25,850,044 (50.0)
E o] 4 1,366 (41.8) 866 (53.0) 2,232(45.5)| 25,888,027 (50.0)
20ty 12(0.4) 17(1.0) 29 (0.6) 6,886,781 (13.3)
30tH 8(0.2) 29 (1.8) 37(0.8) 6,954,619 (13.4)
2; 40tH 21(0.6) 104 (6.4) 125(2.5) 8,115,933 (15.7)
50tH 115(3.5) 600 (36.7)  715(14.6)| 8575549 (16.6)
6041 o] % 3,114(95.2)  885(54.1) 3,999 (81.5)| 12,804,419 (24.7)
ME/AH/471 | 1,326(40.6)  667(40.8) 1,993 (40.6)| 26,081,700 (50.4)
VA SV 544(16.6)  271(16.6)  815(16.6)| 7,751,019 (15.0)
/7 & 382(11.7)  196(12.0)  578(11.8)| 5,023,225 (9.7)
S gR/ER/AE 426 (13.0)  203(12.4)  629(12.8)| 5,646,691 (10.9)
B A/ A5 391(12.0)0  194(11.9)  585(11.9)| 5,040,439 (9.7)
A /A 201 (6.1) 104 (6.4) 305 (6.2) 2,194,997 (4.2)
R B G i 202(10.7)  162(156)  364(12.4)| 6,142,000 (22.5)
A2 142 (7.5) 127(12.2) 269 (9.2) 4,808,000 (17.6)
jj] A H] 2 3l 863 (45.6)  446(43.0) 1,309 (44.7)| 5,818,000(21.3)
sHE4Y 274(14.5) 89 (8.6) 363(12.4)| 1,250,000 (4.6)
7 e 412(21.8)  213(205)  625(21.3)| 9,281,000 (34.0)
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Aol A AFEgE F8 AE5E WEE v Esto] FAMFATE 7HA AL e
ARk 546 g HIERA d3= o <E 13>3 2ok

<E 13> EAF 49 ARty 54 g4
i n Mean SD Min  Max Skew Kurt

MU 284 EA = 1109 92.20 267 8365 9788 -44 354
HZE ey 109 90.78 298 8360 9733  -24 248
MM 284 IS (109 93.02 269 8367 9811  -49 346
M1 E EE 109 91.02 311 8344 9763 -21 252

TR A 109 96.00 01 9596 9601 -147 763
HEA S QAFHHW) 109 51044 266.80  90.40 1,208.34 71 304
2 N 109 5206 2662 22 1665 170 668
A o A 109 10,0117 40443 33178 30,8680 266 14.20
A1 109 12 4.31 4 22 20 221
A1 L Q- 109 41,2670 152326 204068 131,189.1 293 16.15
(A1 H A v 2] & 109 55 20 0 1 -29 310
(A1 A 9 vl & 109 39 19 0 1 77 360
B FAHTLS NS 109 2.14 1.05 1 5 69 268
w9 ) 109 24936 21890 1636 131250 163  7.15
AP 9 X () 109 4.19 371 1 20 169 617
A2 A () 109 17611 15042 5508 86079 279 10.76
AP 2 A () 109 1763 454 5 20 -172 425
APE 2 Azbeabeagl) (109 473.07 48690  87.33 338562 326 1634
A) BAREZ AR gigelv, Hlas g8 AAsgon Aa BEAL Al VFolnR, MER
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HeEd 1 2 3 4 5 6 7 8 9 10 11
1 |1
2 1.894™ 1

030 -024 061 1
=207 =217 =152 066 1

3

4

5)

6 |-07 -106 110 037 2647 1

7 |.25977 2437 2857 -098 -183 030 1

g8 |.021 -016 083 -006 -039 -042 120 1

9 |.328™ 3027 212+« 006 -144 -219" -038 2677 1

10 |-069 030 -115 -0%5 28" 139 -291"" -253" -014 1

11 |-219" -173° -029 022 168 138 -174° -2257 -403™ 0% 1

* p<l, ™ p<Ob, Tt p<.0l

==

A1 HF ISR /2 AHs %%‘%é‘ B A A T A o v | E=
5. In(A 14 =) /6. &+ 7.3 vlE /8 BEAY W/
9. FAAA /10, In(AHF-2 ‘?4_791

AA, HF S tiste] WE-R7E A (=290, p<01), FAd H&
(r=.259, p<.01), FAAA(r=.328, p<0Do] F+93 A+ oA
Bk ALG A F=-277, p<0D)9} A4 IA(=-219, p<.05)E
ok H-(-)9] *&%f&ﬁl%— w3t

oz AHl2gtdH5d T digtols WEEr A5 (r=.261,
p<.0D), A v & (r=243, p<.05), FAAAH (=302, p<.OD)e] 23 A
(1) FHBAE BAom, AAdT AT F(r=-271, p<0D)= Folg F

mlm

Fl

_60_



}

57 A

)

am.,o

o

bAl A o]

)

i+

ol
HH

!

Ho

hitol

R

T

].

W55l Aol

T
T

boh e A

o A4 (r=.894) £l

sl 7he

o]o

Aoz A

|

o
v

ol w2
tE

]_'"1

o
LA

£ 4 o0]7]

4%

)

s

)

~
file)

o]
o

=
=

o VIF

_61_



2. 8ARY A3}

0

—~
file)

—_

i/

i)

b ot

1]

S

7t=

==
T

A2 Al A

T
T

bt 4

F75] o]

Rk

B

10

=

w
I

A\
E

!
Nfo

"o

o

ag

~
o

o
o

ojn

)

WA 7l

A

dr

bl grolmalt). wiAWSTt F

S

o
o

18>l YR At

<3

A5g

S|
ax

39

!

oy
5

10

o
o

o

1
&

2.79, p<.05) WA BT

FHE(F-

1
&

% o]

)

s

11.94% (=4 € RAx 7+

ki3

Lol o

=
=

E[_]__

=
o

RA# 71+ 352%)=

_62_



1R, W87 s A

A

[e)
=

9 we

—~
o

olgta & uf, 537k A7t 0.014

ol A

_63_



m MU= AFELD HEE
Egds B S.E. Jé; t p VIF
(&5 -8,169.972"  3,228.640 -253 013
W37t A 86.162" 33.628 248 256 012 1.05
F-7F A 2~ -.243 521 -045 -47 642  1.06
AV $ 146 772 025 19 81 197
AMF 2 ™ -.017 065 -.028 -26 796 1.35
INAF- 2 ol ARF R -.393 445 -107 -88 379 164
F=1.79(p=.1218), R*=.0799, aqR*=.0352, Mean VIF=1.41
* p<ll, ™ p<Ob, Tt p<.0l
m HFT HS=
EgdHs B S.E. B t p VIF
(’5) -9.976.107"*  3,655.615 -273 007
W37t A 105.045* 38.075 262 276 007 1.05
H7F A2 -.003 590  -.001 -.01 995 1.06
AP 8 245 875 036 28 780 1.97
AVE 2 AE -.024 074 -034 -32 749 135
InAHE 2 o 2R -.845" 504  -198 -1.68 097 164

F=2.79"(p=.0209), R*=.1194, AqR*=.0766, Mean VIF=1.41

*p<l, T p<Ob, Tt p<.0l
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m AHEBREL HEE

SH¥Es B S.E. B t D VIF

(%) 117.025™ 13.483 8.68 .00

InZALdd A -2.416™ 996 =270 -2.43 02 1.44
A vl A & =771 1.333 -.056 -.58 .06 1.10
T2 s 3.042** 1.495 213 2.04 .04 1.27
AHFRA Y 608 810 105 15 45 2.25
A A A -.052 067 -088 =77 44 1.50
InAFF-4 of| Ak 5 065 465 018 14 .89 1.86

F=2.38"(p=.0340), R®=.1229, aqR’=.0713, Mean VIF=157

* p<d, ™ p<05, T p<ol

SHHESF B S.E. B t Jo) VIF
(d4) 127.094** 15517 8.19 .00

InZ PG o3+ 5 -2.624** 1.146  -254 -2.29 02  1.44
A vl A& -.1478 1535  -.009 -.10 92 1.10
$2 Y " & 2.956" 1.720 179 1.72 09 127
AR F Y 720 932 107 77 44 225
APH-2 A -.056 077  -082 -73 47 150
InAFFE 4 2 F R -.452 535 -106 -.85 40 1.86

F=2.60"(p=.0219), R*=.1326, aqR*=.0816, Mean VIF=157

* p<l, T p<Ob, T p<.0l
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FAWTE AR Ao A e FrF FA whek {fofg
2kolE YAl 29k 7] Wiz, 7HE 13 7HA 2004 - H A& AH
74, oAbt E 37 E FAT Aem EAAANE A st

<E 20> 14 FAY AAH Ao AANFZE " X= FF
m Mu28FEL NS
S B S.E. 8 t p VIF
&) 110.984*** 11.083 1001 .00

dA o e -.002 001  -153 -142 16 1.36
FiE 7he o3 -.047 646 009 -07 94 167
AE 383 348 069 45 65 272
TFAA .983* 484 225 203 05 144
A& U 913 022 086 031 26 80 165
InAHF-3- 3 WA 1.621 1.073 352 151 13 6.37
A2 H -.072 764 -012 -09 93 202
A2 A -.043 066 -073 -66 51 145
InAHF- 2 ol Akt 5 -1.529° 823  -416 -1.8 07 588

F=2.05"(p=.0417), R®=.1569, aqR’*=.0803, Mean VIF=2.73

* p<d, ™ p<05, Tt p<0l
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Abstract

The Relationship between
Customer Satisfaction Level
and Physical Surroundings

in Public Institutions

Chung, Myungjin
Master of Public Enterprise Policy
The Graduate School of Public Administration

Seoul National University

Every spring, the Ministry of Economy and Finance announces the
results of the previous year’'s customer satisfaction survey for public
institutions. While institutions that receive high ratings eagerly
publish press releases and proudly display banners, there are also
those that sigh at the negative impact the survey results may have
on their performance evaluation and institutional image. The Ministry
of Economy and Finance announces that the institutions with high
ratings have made considerably lots of efforts to improve customer
satisfaction level over the past year. However, in reality, the content
of these efforts is often not significantly different from what most

institutions are already trying, with only minor variations.
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What brings the difference between the customer satisfaction level?
What influences customers who use the services provided by public
institutions to evaluate their satisfaction? The research began with
those questions. It raised the possibility that there might be factors
determining satisfaction in areas that institutions have not previously

considered or focused on for specific improvement efforts.

Previous studies analyzing the factors influencing customer
satisfaction in public institutions have primarily focused on overall
comparative analysis at the institutional level due to limitations in
data collection. There has been a lack of research on the impact of
physical surroundings at the service encounter. In light of this, this
study attempted to conduct an empirical analysis to examine whether
there 1s a correlation between the differences in the physical
surroundings observed at the service encounter of public institution
branch offices and the scores evaluated for sub—-dimensional
satisfaction of individual program, utilizing detailed data obtained from

customer satisfaction surveys conducted in public institutions.

Referring to prior research, hypotheses were established and variables
were measured. The correlation between physical surroundings at the
service encounter and customer satisfaction was examined using
multiple regression analysis. One public institution was selected as
the study subject, along with its representative program. The physical
surroundings at the service encounter of the institution and its
program was measured, separately by human and facility factors.
These measurements were then compared with the 2021 customer

satisfaction survey results conducted by the Ministry of Economy and
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Finance for public institutions to find out if there’s a correlation
between them through multiple regression analysis. In addition to
environmental factors, the management level of the institution,
symbolizing the intrinsic level of service, was considered. Their
relative influence was compared. And also tested the indirect effects
mediated by the management level. The analysis revealed that the
physical surroundings has a significant impact on customer satisfaction,
supporting the findings of previous studies. It was also found that
facility factors have a stronger influence compared to human factors.
In relative terms, the management level was found to have no
significant impact on customer satisfaction when compared to the
physical surroundings. This suggests the need for institutions to
reduce unnecessary administrative burdens and allocate resources

more efficiently.

There may be some limitations in the validity of the data used in
the study. Despite this limitation, the study partially settled the issue
of using more detailed dependent variables that previous studies had
identified as a limitation. Furthermore, the study focused on the
physical environment, which has received relatively less attention in
research targeting public institutions. This aspect of the study can be
positively evaluated and can be seen as differentiating from previous

research.
keywords: Public Institutions, Customer Satisfaction, PCSI,

Service Encounter, Servicescapes, Physical Surroundings
Student Number: 2022-21613
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