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Abstract The intensification and acceleration of severe competition among companies due to
the advancement of the service industry have raised the quality level of services required by
consumers, and these circumstances also have a significant impact on the public fields’ service
provision environment, which has to take into account the rapidly changing technologies along
with the special situation of COVID-19. Thus, this study examines the applicability of the
educational material based on the framework for public service quality management in accordance
with TISO18091:2019; developed by MOIS(the ministry of interior and safety), through a survey
after training workers in public institutions. This study also provides some implications and
guidelines that should be considered to increase the level of public service quality from the
following three perspectives: i) data utilization and verification, ii) broadness of public services,
and iii) the size and capability of service provider according to the results of field studies
conducted with public sector employees who participated in actual improvement activities.
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T AAT, AFAA FEFAUAE R o Astal olE FEAHIL Fool HET AT
5 o8& AAAES HESE I HAExA 2 Eo] g At

e v os dAgAEol Albsks BF 2Y Lee and Lee(2009)2 ‘Alg-a-371e] &
I el 4§ Jhestthe Ae AlAskaL Sl BRAANA TR 2] HIEE o] Foj Aok §
AME e 5 9 Bz A Fa AuA o]l g mAe] wER

o

Kim(2006)2 SERVQUAL 7|¥te] X3 oA of tigh HrtE FIAHE HUHE 71E AT

oA AAF TEAH|~e FAFE ARE 1L 59 TAHES AAGL Ak o] AFolAM =
o =

;‘4:'_1
=387 fst A4, SERVQUAL, SERVPERF, KS-SQI, KCSI-PS

Zste] FE3AAHl s FAS
89, d5s vE 5 FHASAHA Y A3 s 718 FEAH L B3I RY Y ol55 &8
Y& 27 98 87kA digk ¥ S 1# s sto] A AAGA] P AR HIF B (A&
i, 7 HAA R~ o] & E die R Mt Ao} AT ETE A A o2 gk g A v~
ABE vig oz b A9 RS AFed H7b AbEDE FFALE Ha-iEAste] @
t}. Rha and Rhee(2007)%= AlH] 2 7FAAME S 2 dAFAE =& ZAE ug o= NDSI
FTAHoR g 2 S g3 A Ay (Newly Developed Service Index)d&tE M 2Z-¢
2 FE Al FR(FHF A AH s AT AR] AR FAEE BY S ASAT o] B
dH7IH(Fra)ol 7z HEo HdES 7 P2 Aol A AFee YA 2=E o] &3
sto FFAu|~e EFH Tk s w3 F A ATE oz g AES B dSHAT
A= A JHeo AAFHESE FA6] A% 2 (Lee and Lee, 2011). Lee and Yi(2012)& 7]<&
g5 Agagth. Kim(2007)€ SERVQUAL 2 o nAREA+E Ak -2M5 F3dus
SERVPERF 23& &&-34qd 7|& A5 Ag Fee] 5545 w9 F PCSI(Public-
ol A A AT 2l MHlA FE FY A e service Customer Satisfaction Index) 7H¥<&
1S F3 2] UeMus FH4E& SA6) stz Mu|~FR/ AR/ s Agst
7] 9% SAERFS AR, Av = FF A} o THE 1Y BEPE S Aok, AES Fl
s gges HdEd AxE Fe 2y f1Id nyge] A HFSH 3 olF ntEgor 1A
HEo] F4 Adx A ko] #AE FAEA NEEE A2 JEld = e PCSI 4 A
th. Kwon(2008)2 &3 7]|#e] TP u|~E o] WS JNEste] 217 F719 2 80 = A
&3 IANES Qe E AHlAs FAHELS U 71 s 713 PCSI A5 A&
Xate FAAR AFgem Add Aes Fal
aAEo] FasH Ak Al FASAH(E 223 Mbljae] AE 2ol 2 3™ JMS
3718 W SR wek dAAHQ AuA F FH=z st A7
A(WEL)o] HFridna F4edn Ml ze] FH2 Mol MHIAE ATE
HAA e 712 8o =EHE JEFS WY
222 MH|A o|&Xtel TIEE X[ IS o] ol#fg d&F QAE ML Aux F
FH=z st A7 Aol gFog ojo]d ¢ gtk sFAIRE oA 4
AMH| =9 HI7bE o] &AF RIS E Folil A HE 7 7FA FEe] ATl BlE oleld £
Tt MY 2 4 FES E=ol7] S b o A& AR FHer
71%49 HAHolmrr SERVQUALLS AMH|= #+ Park(2009)2 Q1A 7ol AF3sle =20E5S U
S Hrbshe d 240 FEES Ao o AWAAGA L] w9l HA FAHAH| A~
SHA| g o] &= AA| Au|~E AFsE dFe A AF T dis WNFEE FUrskea, ol gt
A3 o] &AL oldfietr] ol FHAE a2 A7t frenst JFe v A= A LA
o] o]& Het7] el AH] 2~ o] gAY RS o] BEA Au 2~ g AP HE, A 29
5 HUtste FAIstE AEE RHAFE AFE Algx2A)S Fekskalth. Kim(2014)2 38 4dKH
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o] o] g gk Au]x R WA= JEgFQ st SR FUY ARAAGA T FEAAHAE
e wob-yH s, AEFANY AE7E OH Algst7] 918 e -ghsste BAgolA A A A
HE 53 4 A9s Fg3to] ot Jga Hdolvt Al AAY amstel 22 Ak A
AEo] AE/MA ud F37|Fe] Al g S BRE I A9 gUrh v, ged
S(FEHE o]&S T vE&HS 2 AHH9 T Ae, 54 FTAH2E ol &dd dut
d8AFE FA) A= GFE FAXCE T ARS dides HES e Aul~
HAFstHA o5 F3F 815 did A4l Hrte A% SAHARF] gAY HES 7]
dge S AAEAT Kim et al.(2014)2 F& Al g&E doel Aulx FAd A8 7hssiot
A FAY AAE AR AU~ Al # I FFE AT Aok Eg AR A SR S
Aol A FFAu| Aol 7Heetes =Ry A AFE AJsE FHE A2 vEE 24
AR o] AHl 2~ Al W ES A &ste] W EE oE fg AFE AssiE A2 AT
stz ARl S ESl AAME S AlAE . ol & T ATk olE FFeH, TEFAH 29 FAMNA
= A Ao FES 5] A= AAul~ S Hgk A AT =¥ FE AHS A
TEA7E T AAHANA AH| A~ AFTES 9 oF HIle] ZHo] BEHA WPHJTL E F
A I Ha #H AdAnke] AX A = R, AHE AFHAL S ' dTE
Al2~g AAsk= 3ol Fastrta ZFxss. g B3-S 4 5 vk F, AHlA FEA
WEEE 18 Aus AAE FARE e o

T(Kim et al,, 2014), A¥] =7} A== 344

3. 33AMd|A E& e WA gt o] A (front office)?} T (back office)ol A
T = 2559 ¥4 FF 2 HHE 9%

b A E Md AT 54L& gosd v A, AvE Al dAeA 2Fss WiEa
&3 2k AAAF] A9 FIAUAE Ay MHE ATS 99 SFADe] wERE &

Table 1 Comparisons between public service QM system and performance mgt. system

Public service QM system

Performance management system

Approach of

Improving from customers’ view

Improving from producers’ view

Improvement
Focus of Customer satisfaction / Working efficiency /
Improvement Continuous improvement One-time improvement

Principal agent of
setting performance

indicators

Service provider

(Local government)

Superior institution

(Evaluation agency)

Core of performance

evaluation

Process—centric

Result-centric

Actions after perf.
evaluation

Proactive precautions

Passive follow-up

How to achieve
results

Maximizing customers’
satisfaction through systematic

collaboration

Maximizing departments’
performance through independent
function execution
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Ark A AL di¥ A2 HPstaa st
Preparation Verification 9}21/}‘ ﬂib}‘19 )6}%]_94 91]_:34_; ?J:GH %E‘r?l_‘l
] o by Aot F 3 dER FAHENY. GE 1
Sy tad S FeMns Al W oot TS
T b FAR FFAuz EAR g 2 ol
G‘ly‘l’.).,g?.,?,‘;‘“:gt ,%_ THE 2¢ d4N HPS FAR T
EIs FAdE ] Aol # &S, HE 3 AN
o] #YE FAR FEAHE FAHAY @A
oA ZE F 3 AlEE dEsiah
T T e \ )
L ichaigues : | 42 WS olfRof ofjE ME
Fig. 1 Stages of core and supporting functions
22kl o] FRY olF uF o|FAES
oz ug g o Ax, FTEAHA
4. ZR e mAe Mg JtsMo et HE FAAYY g% A Ax wAo A F
of e HdEs Fal AdE wAe] A8 Tt
41 NKDIME 23 IS A& gotatdnh. A W8-S Table 339 2t}
Mk wgwAe] AEA, g dolx, 421 1S nyo| ol =& uet
A g old AEZE molslaz B A= A Jo HEe wss e wgAE
ggatel A FEIIB TR R Ausg A WES of= AR ofsstex, aA uig
o s Zes Algatyrt. AFNe FEA of AR sFAMHA~ A AL&d & A=A
Hl 2~ EAgE Hoke] AFstel ol = detetrl A8 FAEAT o A A
A e el i gD g4 Aw We  E Fig 2ok @ aF olFAse AeAs
S wgdE wAS AHo] rRuo] Zels oxge T FEAMA FAHALY 543 WEs

Table 2 Key activities at each stage along with available tools and methods

Stage Core Activities Using tools/methods
Collecting and arranging VOC Affinity Diagram
P_l N . N
Selecting prior improvement target T=Matrix
Preparation among VOCs
P Cause analysis 1: Latent factor analysis | Cause & Effect Diagram
p-2 . . FMEA (Failure mode &
Cause analysis 2: Key factor analysis .
effect analysis)
E-1 | Deriving detailed improvement plans Brain Storming
Execution i i i i
E-9 Evaluatmg and implementing detailed Setting improvement goals
improvement plans
e Validating improvement effect after Checking the achievement
Verification | V-1 | . . . . ;
implementing detailed improvement plans | of improvement goals
SUbDOLt Supporting smooth execution of activities including
PD FPreparation-Execution-Verificationy
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Table 3 Specific survey contents for workers who have competed education

service QM

Divisionl Division2 Survey contents
Lovel of (1) Understanding the purpose and content of public service

= g understanding QM(Quality Management)

S o (2) Understanding of terms and sentence expressions used to
(S contents .

5 2 explain content

% % Applicability (D Poss.ibilit.y of public service QM activities applied to actual
5 5 of public service improvement

< (2) Degree of relations between workers working process and

public service QM

(1) Understanding the purpose and content of <Preparation>

Level of
understanding | (2) Understanding the purpose and content of <Execution>
23 5 | contents for | (3) Understanding the purpose and content of <Verification>
o 2 o
2 E 3 each step (4) Understanding the purpose and content of <Support>
5 oo <
2 (5; % Derivation of (1) Description of public service quality management
% ?/; 5 | elements to | (2) Application cases to the public and private sectors
improvement | (3) Template for performing quality management activities
curriculum (4) Education methods (on/offline education etc.)
olgf et Fwo] B oo w =A YEYI, I Gd-eke] Ao dis| MHEstdrt S
WA el Gojut Al disiAE BE o] A A= Fig 3% Zu F3A8 2~ #4243
ol =5 el ole MdE wSuA el A ol st dA AL b RE T agdy
WA el ol b 24} e AARont A% godele A 7t

o

Very Low Low Medium High Very High

m Level of understanding the purpese and contents

= Level of understanding fterms and sentese expressions

Fig. 2 Response results for the level of
understanding education contents

Mol AA 2ERAA Ag AsAAES 5
otatr] sl JH S Bl A Y Ag A

5 19 G S
o Aol WAME 4§ sbsHl e AR
Atk g@Ael

of =¢ 2

o Amgel talA: 588%7F WE o
s gl Aus FAwelel el Aol A
¥ U AYER 48T 5 ol old U@
FEE w53} hiz Besttin Avdd

423 EHAIE Y &2 ols HEx =t

WHS S AAE Fig 19 Anl2 F4 a4
o @A WGl thek wE ojzte] ol 4

o
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= Possibility that public service QN to acmal imp

= Degree of relations between work and public service QM

Fig. 3 Response results for the applicability
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Disagree Agree

o I understand goals and contents in <Preparation> stage
= T understand goals and contents in <Execution™> stage
T understand goals and contents in <Verification> stage
= T understand goals and contentis in <Supporting> stage

Fig. 4 Response results for the level of
understanding to the contents
of each stage
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