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Abstract

A Study on Causal Condition of Customer Satisfaction of Local Public
Enterprises

Yoo, Minyi
Cho, Kyunghoon

This study was carried out to verify whether there is a real connection between customer
satisfaction and management performance of public service providers.

Water and sewage services among various public services were selected for analysis. The
reason is that it is indispensable service for citizen's life, and it is the service that the local
government exclusively provides the service.

Therefore, this study aims to investigate causal conditions affecting customer satisfaction with
water service. In order to achieve the purpose of the study, the relationship between the
management evaluation index and the customer satisfaction of the 31 provinces of Gyeonggi - do
was analyzed through the two - stage analysis of fuzzy set.

As a result, it was confirmed that the combination of institution type, manpower management,
and customer burden all affect customer satisfaction. In particular, the rate of self - disposal was
an important condition for waterworks and the rate of full - time workers was found to be an
important condition for sewerage.

The implications of the study are as follows. First, customer satisfaction is influenced by input
variables such as institutional operation. Second, the water service, which enables the customer
to recognize the quality of the service immediately, can improve the customer satisfaction by its
own operation which is comparatively simple administrative procedure for the complaint. Third,
in the case of water supply and sewerage management organizations in the form of the office of
waterworks, it was confirmed that work proficiency and professionalism had more effect on

customer satisfaction than personal labor stability.

Key Words: Local public corporation, client satisfaction, Water and Wastewater Management
Agency, Fuzzy—set qualitative analysis



