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[E4-11] 2X29 ALY 2%

T HEL(B) | EFLA | exp(B) | & H) 1L
TR —0.2413 | 0.4835 0786 | 0.6177
A as7t 0.1083 |  0.8028 LI4 | 08927 | oioo)
=3 | AR50 20862 | 0.8543 8.054 | 0.0146
W | BT —0.3783 | 0.7326 0.685 | 0.6055
AFEIF | —0.3236 | 05383 0724 | 05478 | =Hie9
kRN —0.7183 |  0.7092 0488 | 0.3111
A | 1| —00202 | 04264 0960 | 09622 | HEW.
' | ' ' ()
1| —75721 1452 | <0001 | 09584 |  o0mj(1),
30t1(2)
7. . <0. . ’
ag | 2 7.0911 145.2 0001 | 0961 | o7
3 59866 | 1452 0068 | 09671 | 50tH4)
1 81717 | 1742 | >999.999 | 09626 | suuun).
e | 2 82600 |  174.2 | >999.999 | 09622 | 5~10d(2),
e 10~159(3),
d 3| -56388| 1161 1469 | 09613 | 153-20a(4)
=5 4| —a7707| 1161 3499 | 09672 | » 20040186
w2 2 | —21378 | 1.6688 0.008 | 0.2002 02,
3 -0.199 | 1.1662 0.053 | 0.8645 3703,
AF 4554,
4| -02323| 08896 0051 |  0.794 52(5),
5| —01674| 1.1302 0.055 | 0.8823 63 (6)
g 1| —46089 | 1512 <0.001 | 09757 | ayg=(1),
= 2~
9| -38523| 1512| <0001 | 09797 | 7IEH®
T} 1AH1)
= o [e] ’
g |1 0.3499 | 0.7546 2013 | 06429 | —Zymaiihy
2Bz | 1| -05557 | 08145 0329 | 04951 | oKD,
= ) : ) ) HA7H2)

Number of obs = 109 / LR chi2 = 54.4457 / Log likelihood = 93.331

Pseudo = 0.3932 p=0.0001
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Abstract

A Study on Determinants of Customer Response Types of

street-Level Public Workers in Public Institutions

. Focusing on the Theory of Street-Level Bureaucrats

The theory of Street-Level bureaucrats suggests that Street-Level
bureaucrats directly face and interact with the general public to carry out
tasks related to the allocation of public policy benefits and public goods.
The general public receives public services through face-to—face
encounters with government officials, who are members of the
government, and evaluates their satisfaction with the government. This
satisfaction can be considered an indicator of administrative performance.
In reality, the impressions that the general public has of the government
are largely formed by Street-Level bureaucrats who work on the front
lines. Existing research has tended to focus on civil servants, leading to
an expansion of the scope of Street-Level bureaucrats to include
Street-Level workers in public institutions. As these Street-Level public
workers directly face the general public and exercise considerable
discretion in tasks related to the allocation of public policy benefits, the
application of the theory of Street-Level bureaucrats appears feasible.

This study aims to examine the factors influencing the customer response
types of Street-Level public workers from the perspective of the theory of
Street-Level bureaucrats. Ripsky, who advocates the theory of Street-Level
bureaucrats, points out that Street-Level bureaucrats face difficulties in
handling individual cases due to limited resources. In such situations,
Street-Level bureaucrats adopt various strategies for efficient task processing,

including routine setting, customer classification, and rule development.
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Based on Ripsky's theory of Street-Level bureaucrats, this study
categorizes customer response types as customer—oriented responses and
bureaucracy-oriented responses and analyzes the factors influencing these
response types by reviewing existing studies. Customer—oriented responses
are further divided into subcategories such as additional time input,
priority  setting, and time management, while bureaucracy—oriented
responses include subcategories such as routinization, allocation practices,
and customer attacks. The independent variables affecting these response
types are divided into personal factors and job-related factors for analysis.
Personal factors include fixed ideas, self-efficacy, and professionalism, while
job-related factors include goal ambiguity, discretionary power exercise, and
job rotation. To measure these variables, a survey was distributed to 163
employees of the Gyeonggi Housing and Urban Development Corporation,
who were engaged in compensation and residential welfare tasks, and a
total of 109 valid questionnaires were utilized for analysis. Basic statistics
and reliability analysis of the questionnaire items were conducted based on
the survey responses. Hypotheses regarding the factors determining
Street-Level public workers’ customer response types were established, and
binary logistic regression analysis was conducted for each hypothesis.
Additional interviews were conducted for parts where the results were

msufficient to overcome the limitations of quantitative research.

The summarized results of this study are as follows:

1. Fixed ideas were found to have a negative impact on customer-oriented
responses, but statistically not significant.

2. Self-efficacy was found to have a positive impact on customer—oriented
responses, but statistically not significant.

3. Professionalism was found to have a positive impact on customer-oriented

responses and was statistically significant.
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4. Goal ambiguity was found to have a negative impact on customer-oriented
responses, but statistically not significant.

5. Discretionary power exercise was found to have a negative impact on
customer-oriented responses, contrary to the hypothesis, but statistically
not significant.

6. Job rotation was found to have a negative impact on customer—oriented
responses, but statistically not significant.

For certain independent variables with insufficient statistical significance,
additional interviews were conducted. As a result, it was confirmed that
fixed ideas negatively influence customer-oriented responses in Street-Level
settings. Additionally, Street-Level workers’ reduced discretion leads
to a passive customer-oriented response. Regarding job rotation, the
results suggested the need for job rotation design considering job

characteristics rather than adopting a uniform rotation policy.

The implications of this study are as follows:

1. The importance of job education is emphasized as support for enhancing
Street-Level workers’ expertise. Job education should be conducted
regularly, tailored to the individual level of Street-Level workers.

2. A redesign of the job rotation system is necessary. The job rotation
system should consider the characteristics of job types and positions,
enabling employees to develop self-development plans from a long—term

perspective.

keywords : Public Institution, Street level bureaucracy, Coping
type toward Customer, Logistic Regression
Student Number : 2022-21945
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