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A Study on the Influence of Quality Factors on User Satisfaction in
Government Remote Service (GVPN):
Focused on Users of Government Department

Won Suk Lee' - Sang-hyun Jang™ - Yeongdae Kim™ - Yongtae Shin™

ABSTRACT

As the social distance has been strengthened by the COVID-19 Pandemics, telecommuting has spread, and government agencies have
also begun telecommuting since March and are still maintaining a certain level. The Government's remote work service, Government

Virtual Private Network (GVPN), which is essential to telecommuting of government agencies, is expected to cause a number of problems

with the rapid increase in users in a short period of time. Therefore, a survey and statistical analysis were conducted to analyze the

impact of the quality factors of GVPN on the users' satisfaction to the public officials of the government departments who are directly

using it, and based on these results, we intend to derive the implications necessary for the improvement of GVPN for remote work in

preparation for the full-fledged spread of the non-contact era.

Keywords : Remote Work, GVPN(Government Virtual Private Network), Quality Factor, User Satisfaction, Information System Success

Model, Technical Acceptance Model

« XF Ab

o & &"-F 4

o

S2UHY Mee o A3l A %717} Zotge] whet AR SUERA FRBANE A 385 A
98 WeA o2 AT e A

o =
47 HIRE

AT 018449l F7lol ME ofe] BAYSS

& AT Sltk. AE71EolA A
Network)e] &2 7|7t

o] ol Qe W ol
2 YO GVPNY| E2890] o] §49] BEEe] nlXt GFES LA 95} ARz} SARAS

EIR7T AlRbE] o] X7 =
B AA LT H| A9 GVPN(Government Virtual Private
24 ol st QlE AHEA Y TRAE

AAstg e, o] 2L 7|ite s

AUE Atho] EAZ ol thulstol YAZHE SI5F GVPNO] ANt vhelo] WaT AAE 5& EESuA B
Jl9Ic : UA3S, YRAATDAHIA, BUR0, 018K BEE, HEAAY YZDY, V& 48 D¥
.M E e oAl AFAE, Y 9 &% FAT HolEd Hgt
A, A3 4] #Fel digt F9] 52 vHtaL /lon, ¥4
2219 WelE oz Qs ABHoR Az Fo7t A 2R @ Fehetn B 5 Y AY2TE o]F] AR 7|Yo]

oJ"HlE

sheRA JEE AL AR et oR 5] A%
gom, AAskaT AT 5 AMET} A1) Avtow
A3 Q= Fgol 44

FRolttl]. of" ARe]Z E9710

Hi [THH
i 1743

ol

&3 Al 47
1 8] 3 A kU
rit ST SAgsE AREE wp
Manuscript Received : November 3, 2020
Accepted : December 1, 2020
* Corresponding Author : Yongtae Shin(shin@ssu.ac.kr)

AN
o o

‘% Jsia upA
L x|

s
[e}
LR EIE

10k |

AEEONA Alsdhe FA Foll st obd w2

10141

71h9E

549l

ARQto] H1 gl E$)7]oltH2l.

EH FAdAolar Mg FAR] A EAlE L2199

A S Ao AFHA SHHOR =T A
ST S
tH9 A o]l A

ar
L
—

EH 11 =
=

5 mlRe] ZBEAY|E 719Ee] 22
gng AsAts 2971 ol
olet. 3t ol 2%e] Helxt A CEOQ mha AAM L

PO 104 okl dol2% YU F Wito] AYIRE

% This is an Open Access article distributed under the terms of the Creative Commons Attribution Non-Commercial License (http://creativecommons.org/ licenses/by-nc/3.0/)
which permits unrestricted non-commercial use, distribution, and reproduction in any medium, provided the original work is properly cited.



16 FEXMEEl=2X/dFH % 4 AL H103 H15(2021. 1)

2 AgRos, AAgAN A2dAL fevjuto], =
A AEFAL 20, 22Y S84 vRAE7F

ot 1S
L H1 oy [o

i
i

¢

% e
2,
|
>,
o
o,
k=t
%0
|o
_
Ho
ol
2
%
oM,
(o]
7

> o
o,
e

]_

O,

otd A ZA A QuAoA Uoks AES &
oH3l.

ARL 724199 g4k |7 95 oFF o
oA WHhE HHIFE SHeFE st AAFEAA
Algstal QlEd|, AFRAo] ofd AHE 5 9
oA YHJFAIAH o]-8-S o AAAE BT H&
517] YA JERJAALEAH A9 Government Virtual

Private Network(°]3}, GVPN)S& AX|3of Ftt}H4].

£ O fo AN o (1 Z o
o

2
o
o)

o, 1% .

f
o
i)

¢

e
n)
il

X,
jail
o

4o 1o fu

Table 1. Status of use of Non-face-to-face Work System in
the Public Sector (Jan 2020 - Apr 2020)

Increase
Working January | April
Environment 2020 | 2020 | Increase | Rate over
Rate January
Number of | 55 454 03861 | 8% | 358%
Joined Users
GVPN Number of
Accessed 9,138 | 82,008 48% 797%
Users
PC Video | Number of | 3¢ 539 |155 776|183 | 326%
Conference Users
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Fig. 1. GVPN System Concepts Diagram
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GRA ALY B2}t fARI L & 4 glow, 32 ]l
T 5AE EAL Table 29 2t}

Table 2. Demographic Characteristics of Sample Data

Category Sub Category Frequency | Ratio(%)
20s 26 9.5
30s 230 83.7
Age
40s 15 5.5
50s and Higher 4 1.5
Civil Servant Over 5 0= 5) 3 121
Level Under 6 (¢= 6) 242 88.0
years < 5 184 66.9
Ysears. of 5 (= years { 10 75 27.3
ervice
years )= 10 16 5.9
Male 157 57.1
Gender
Female 118 42.9
Has Used Yes 21 7.7
GVPN Before No 254 92.4
Common systems over all 205 746
government branches
Mainly c : ¢ corta
Used ommon systems of certain 20 73
ministry
System
Systems by .task .1n. charge 50 182
of certain ministry

1) A 71 3% 715 G-Drive, UAIZARIBIANLT], erldd, 2ueiilA, dd 5
2) g FA 3% 715 FAHIAAY, BT, FIAFALH 5

HA A|2H] ZZL Delone and Mclean, Bailey and
Pearson, Aol& 2 1% 2 A8 9 19 59 AolA st
Eo & AnES 59 H5Z AustH AA” 11 &A]
7} ol2A AEot=A12t Bo] Sltkal itk E3E Belardo
929, AAE 9 19 4 83835 9 19 59 A+E =3
of A=, SHAITE AR 8ol AAE B 52 Bl Al
2" 45 EA619tH25,53-58].

AH ZZL Delone and Mclean, A& ¢ 14,
A 9 19 ¥ Tiffin and McCormick 52 9+& &3
B AEE0] g BUtEH FEAIA- ] AFoli g7
]2tk O, Bailey and Pearson¥} Rivard 2] 29
ATE xSt A, A, 842 B9l AR B
9 AH F4E& &45+3rH25,53-55,59,601.

ESH AH)A EZL Delone and Mclean, Parasuraman 2]
2% 59 AFollA HEAAH GEFRAAZEE dgstA A
BAARE AHEE = s AHEAE A Yol= E5olH
AH| A FAof| wet JHEAARSY] AJFojio] JFS A
4 At At Delone and Mclean, A5€ ¢ 19 ¥
Parasuraman 2| 29 59 A+& x5t 3894, A=A
< &9 AHlA A& F7g5tItH25,54,611

Davis?| Aol AtE 7& 48 2P 2L B
719 AHE dIEST} AFHEAES EEH HHAAY ol&
S Aokt QloiA f-&sithal LA Qik webA, 7]
% 8 2% 9 Venkatesh & Davis® d7= Z=xs5le] &
Aot S8 AAa’o] AAERY AR kg FHAIL Aol
= 9u9] JAAH 84T AREAE FHS AlAEE B2
LgE S0A YAk o] & = U= 7= Fxld A
H Bolgolzt= T 7HA 8118 SA5FATH36,371.

0]&A} W= E = Delone and Mclean, Joshi and Rai %
Olson and Ives 59 A7l o5t HEAAH o]-§AHe]
AE 835 SEANATE JL 2, o[8A] ©EETT A AH
9] A& &Ast=tl Aol 7P 588 7|Eol otk
3t Bailey and Pearson ¥ Olson and Ives 59 9+&
Fxsto] o] &A WEEE SA5HTH25,53,62,63].

2 AFollA M5 224 A9 5 NdH A= Table
300 AEsta, T&d A& 352 GVPN 4 %=
E 5ok B3 AR Y2 74 7159 gAE A=

==

fuba)
ot

i

E Ao A= PLS-SEM(Partial Least Square-Structure
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Table 3. Questionnaires and Citations by Variable

Referencing &

Variable | Operative Definition | Items Questions o
Citation
SYSQ1 Global Virtual Private Network(GVPN) is stable.
Recognition of 5 <t Bailey and
Quality of technical and SYSQ GVPN is fast. Pearson, Delone
System functional quality of SYSQ3 GVPN is intact so it can be used whenever I want. & MclLean, Belardo
GVPN et al. 2
SYSQ4 It's hard to find defects in GVPN.
INO1 Work provided by GVPN is suitable for the purpose of use of Tiffin and

Recognition of

system.

McCormick, DeLone

Quality of

Information information quality | NQ2

Work provided by GVPN consists of what I need.

& McLean, Bailey

provided by GVPN

and Pearson, Rivard

INQ3 Work information provided by GVPN is easy to understand. etal 2
SEQ1 The person in Charge of GVPN in my department handles GVPN
GVPN Quality of use requests satisfactorily.
. SeriCE and | seoz The call center handles the service requests for the use of GVPN Parasuraman et al.
Quality of |Perception of Quality satisfactorily.
. . . 2, Delone &
Service of Service provided
by SEQ3 he person in Charge of GVPN in my department is capable of McLean
Maintenance Agency taking care of GVPN service requests.

SEQ4 GVPN service requests are promptly taken care of.
PEU1 | Using GVPN enables my work to be carried out more efficiently.

The degree to which

Perceived the service is useful | PEU2 GVPN is useful for my work.
Usefulness 0 use
PEU3 Using GVPN improves my performance at work. Davis, Venkatesh
PEE1 It is easy to learn how to use GVPN. & Davis
Perceived Ease of use and
Ease of Use | degree of clarity PEE2 GVPN can be used by anyone.
PEE3 | GVPN can be used conveniently whenever and wherever [ want.
An assessment of the SAT1 [ am currently satisfied with using remote working service. Joshi and Rai,
.User. use .Of GVPN bY.a SAT2 Overall, remote working service satisfies me. Olson and Ives,
Satisfaction | positive or negative DeLone & McLean,
individual SAT3 My use experience in remote working service is satisfying. Bailey and Pearson
Equation Model) X424 Z¥L EAurHo g ALgs} 5.1 QLI I}
ot PLSE 71EA o= thE xuPg4E9 713l AMOS QRRY Pt WA S5t At st Aol thet 4l

U E= LISRELY H| 23S ol A& 271u T4 22 L9 Bhg=o] His] B4S AAshks Ao, 2 dAFolA=

(residual distribution)9] ¥ A TS 5 A= A4

2 73 glom], PLS B4 Al BEC| 47t FHUSY 5 9e BAw,
el AoE T ARG 1044 o9l HLow b

H
Aoty AP AL AASHH64,65].

PLS 72344 RPe4e 0 MHIARLFoE ofF R

Ate =9 A 1) AFx F7h
29 10417} Y& HEE AP m—‘a}@ Ao REgY AT WA JEATH AFE(nternal
Bt 29 A HATY & 5 9»1‘:} Consistency Reliability)?} A EAFHE 52 =35 Frid
E3E AMSE PLS 2P YREPH oREEFP oz 1AJE 2 9l WHdHA Algxs 3246k5 duk(Cronbach’s

<= 9A RG] it A} BFeE *d’—% o= alpha) A7} 71281 0.7 old=2 53 F5ole B5ska

BT T 27} 12N E BET Aol

_\1

Z]- 'ET}- L_’,\_—g—o] LHZq/qﬂ/\‘LQ. _’6}_]1‘5]_]:]_1 OE]_ ‘{'\_ %E]'[67] —(-g_

207 YEEHES HrlstaAr st YREHELS WA 7§E AJAF = (Composite Reliability= A2 T2 HAFS 18
BEAE AAoty, A E HUt 4 RPHIAE JUE B 5ho] Ak 7k9l Dillon-Goldstein's rho

S EE R

o= AFEE

ZFeked] HEXE 71$3k] 0.7 odo|H[68], =St Henseler
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Table 4. Evaluated Internal Consistency Reliability and
Measurement Reliability

Table 5. Evaluated Result of Convergent Validity and
Discriminant Validity

Gategory Lllaac;fnrg Tovalue St;ﬁiarrd Dr}i’)s baCCrEr;a AVE | SYQ | INQ | SEQ | PEU | PEE | SAT
SYQl | 093 | 9501 | 001 SYQ | 082 | 0.90
SYQ2 0.93 76.76 0.01 INQ 0.73 0.63 0.85

0.95 0.92

SYQ3 0.94 | 11351 | 001 SEQ | 079 | 0.59 | 0.63 | 0.89
SYod | 081 | 2100 | 004 PEU | 087 | 052 | 058 | 051 | 0.93
INQ1 0.83 20.06 0.04
NQ2 0.88 5.5 002 0.89 0.81 PEE | 0.79 | 0.60 | 0.63 | 0.58 | 0.55 | 0.89
INQ3 0.86 42.83 0.02 SAT | 092 | 0.68 | 0.63 | 0.63 | 0.67 | 0.63 | 0.96
SEQ1 0.91 61.55 0.01
ez | 083 | 815 | 0B | | o Ao ARG QAL FOR Ui gholtHe6,72]. 2
SEQ3 0.91 49.70 0.02 AR O] TZHS Table 49} Zo] 7123kl 1.96S Ar3lst1
SEQ4 0.92 101.56 0.01 Qo FFEAFE(AVE)FS Table 59 Zo] BF 7|&
PEUL | 093 | 8728 | o001 291 058 Y25ta glof WFEFHol FuHUt T 5
PEU2 0.95 133.06 0.01 0.95 0.93 QltH66.71,721.
PEU3 0.91 62.08 0.01 2oz WHEG LT Table 58 7|&%0] A+ AAH
PEEL | 08 | 5581 | 002 7 Wese) BPEARSAVERe) AETol YEE &
PEE2 0.91 60.27 0.02 0.92 0.86 Aol ThE AP HEE 7ho] A2 %kir:} w9 ol Ty
PEE3 0.86 40.26 0.02 el el stRE gy g 4 QuH72.73]
SAT1 0.94 86.92 0.01
SAT2 0.96 105.38 0.01 0.97 0.96 5.2 L4E2so| Iyt
SAT3 0.97 240.06 0.00 YER & st 7t IAQHSETY] BAE YeR=

9] 282 $HAIZ T (Composite Reliability)s FXHA 2
§ BAo| 32815 duNCronbach’s alpha) A4 Xt &
et AFE Frhekal 35kl

£ Aol Table 49 o] WSS gk g
A AFEE EARoH, 1O ARE BE MUt 7|EgE A
FFons ZAXNEES] WHLTY AF=rt SHEUY
g Uk

EQ A RAIF O] BE SHPAEEC] S45HH L 5}
el tiet dad o] Froly #E2kE 81 o] 7]
<1 0.7 ol A3]sliof 5l=H|[70], Table 42} Zo] ¢
9] ZFEo] gt AP ATF HE 0.7 ol o= YEitk
D2 ol & ARAFEETF SGREQITGT & 4= St

14

=)

N

o X

2) BT g7}

+23 9 159 Ao IEW REEY Bk Hrt=
PLS T4 2ol glo] EEE} psgre 7
A6l BA AEEE] e BrlEezE % A
7t St A= SHAESS 225HE AR TO|
1.96& ZJ3lste] SAZCE Fodt 2 wo|tH66,71].
FHAE FAHSES HFEA:EE(Average Variance
Extracted, AVE) gto] 7] —i— 1Ql 0.5 o] wildl, B
AEEAVERRS B0 AR ASds #5skd 4

TFEREF] Hgt Brtolw, WREF w3t ¥
o} AR RO diet 24 183l RPAedEe] et
H7F 5°] ZETHe0).

1) B=24 At
ARREAS Ao AR AEASE SN 1Y
FHAE EA5H7] Yo ARGE=tl, FE(Sample)olA &
A3t 3719 EE(Sample)E A EHY+E(Random Draw
with Replacement)® = REAEH(Bootstrap)S ME
Pol= "oz AFPscH74]. B AFE R(ver.3.2.1)9
PLSPM #7|XE AHg5te] 50012 A AEHS B3l A=A
Y FoE BATT S BEASS FEAL} 4
of 7|¥tsto] TEE 7HAAL B7hEm, REAEH(Bootstrap)
2 HB2SE F5f Bristr]of A8 1+ 5% B2 v
X]O}E]'—'ﬂ— AA = ATHOI]. wEbA B A= RoeEo] 5%
oA AAA(TE=1.960)F H-&sto] 7z 7ol HH

ldr% skt
Table 63} Zo] HHAAH HIRY F Ala" 3
(T=2.208), FH EZA(T=4.415)2 AAH &4 F2lu]|
gt TFE VA= AR BAEo] HI, H3Y W& A==
Aot o] F HE EA(T=4.415)2 A2 ZZ(T=2.208)%
H| W3 oF 2H] HE =4 E4=. o= AAE §-87590
AE F4o] 2 F94E 9Z qugith. v JEAA
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e System % 0.148%
ANy Quality A
e - RZ = 0.402
0.286 ' Perceived \ -
. Usefulness - 0468
T 03247 T T T
/" Information ¢ User ‘]
e Quality S S Satisfaction -
" Perceived R? = 0.552
| 0376
. FEaseof Use ./
.'//- Service RZ = 0.496
M Quality A

Note : * p<0.05; *= p<0.01; ***: p<0.001

— : Significant path

-+ : Non-significant path

Fig. 3. The Results of a Study

Table 6. Summary of Path Analysis Results

Path Path Coefficient | T-value Result

SYQ | -> | PEU 0.148 2.208 Accepted™™
SYQ | -> | PEE 0.286 4.197 | Accepted**
INQ | -> | PEU 0.324 4.415 | Accepted™*
INQ | -» | PEE 0.334 4.771 Accepted™*
SEQ | -» | PEU 0.139 1.897 Rejected
SEQ | -> | PEE 0.222 2.933 | Accepted™*
PEU | -) | SAT 0.468 7.767 | Accepted™*
PEE | -) | SAT 0.376 6.364 | Accepted***
p0.1 0 * 5 p<0.05 @ *; p<0.01 : **=*

o 4ERY B AHs BA(T=1897)0] AXE $-840 4
(19} G v1d 4 glrks 7H Hol Tstel Tgko] 7]
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