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Abstiract

A study on Customer Satisfaction Index
for Organizational Performance Management

Haesoo Kwon - Seokhee Park - Yonghoon Kim

This research aims to design the measurement indicators for customer satisfaction
and to analyze the gauging results for organizational performance, mainly focusing
on 12 customer satisfaction variables of Ministry of Education. The analysis results
show that although these customer satisfaction indicators are reconstructed into two
or three factors and have validity to some degree, they have some limitations for stra-
tegic organizational performance management. According to the results, this research
concludes that it is more desirable to develope the quantitative indicators as possible
for the effective performance management, otherwise, it is necessary to design meas-

urement indicators systematically to ensure their stability.

[Key words: customer satisfaction investigation, organizational performance manage-

ment, performance variables on BSC]



