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The Examination of Applying ACSI (Amencan Customer
Satisfaction Index) Model to Some Public. Businesses
Invested by Seoul Metropolitan Government

o] A 3(Lee, Sungho)” 2 F 9 (Kim, Juyoung)™

=g skl gelele gAY wde] Fof "l A=
AelE 7ehe o AAVEE Fab B L
rEE FAM7L ol B A o]EO]X]w‘“— A& ACSI

s Awugion, HEE Bl ugrol
2 4 Qe DAVE|ES 1FE FENGT T A A FAY G5 %%—714&91 aAE
doz AT DAUET AWUFste Bl 4P ALY ARE ANT F, 2 A7 ACSI
mag A4 de %t =odstgrh

Much effort has been made to reliably measure customer satisfaction in the industry.
Considering different ways of measuring and indexing satisfaction, the research on customer
satisfaction warrants further development. We examined the major customer satisfaction
indices along with the prior research stream of satisfaction, focusing on ACSI (American
Customer Satisfaction Index). We, then, presented the empirical results of customer
satisfaction model, using the data collected toward some public services provided by Seoul
Metropolitan Government-owned businesses, which implied the usefulness of ACSI model.

Finally, we discussed the study findings and limitations.

x ASAPuisty A 98- (shlee@uoscc.uos.ac.kr)
o TR A 9 sH(jkim@kmu.kookmin.ac.kr)
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disconfirmation model) . 2 A1 4 9 tHOliver, 1996). ¢ X382 7] dl(customer eipectations},
Zlthel Ax Abole] BAX A zhel A E A PHperceived quality) s} AR E L} HAE T
2 grh o] Al-BYx BEd) waw LAl «d=a vgs aAnSd A4 d%E v
AAY Ex BUXE 28le 02 38 viAE e Adsid) v EEd 7
g7t SR AZA ] Wit AZL TS B BUX e AR Fdxzin v}
AA L ABYAE BYAE Fobo S 3A 4T v 2 AfH LR 9
e WA 4 guk ol gig AAATE AW g, A3, BYAY wE vAe
olste] B3k Axte T} QIkelaA, 2000, o # e EAE Ao thshed Yil1993)E V)
gl Azhg 23l naAeEe) vAjE 90 248 7teae a5 B is-question) BTt
= oolm g AN e Ayt EAste 7hebs B Flwhen-questiony®] g &+ A&
wako 2 grp s ojol BE A A3 QrHOlver, 1996 3).

Fornell 2} (Fornell et al, 1996)¢] ACSI B9 <23 1> AAH Utk of & k= R ]
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T 52N =oE Y Ag oo FrhE mAwre] A8 g e A2 7HA (perceived value)
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A & & % UchLancaster, 1971, ¥ W&SAY 22 F sIdg 43} Areld 2UAE
AAVES EGHE FARPON g RERR ALH D JTHE 19 108 W), ol= &
A3 sjeive] g EAR ATERE ©F MY o LPAR 02N o] i JFH
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o gzHATEE AER B £ uk 2 9, ndgFe] AR 98 8 E (customer
complaints) ¥ 114 %"‘é S (customer loyalty) B AT FE 3 awEte] fA 0 s e
| A7aHAst 245k vk <E 1> ACSI 2dg fHAstE g

3

Customer Customer

Expectations Complaints

Overall

Perceived Customer

\ Satisfaction /
(ACSD

Value

Customer

Perceived
Quality

Loyalty

<218 1> ACS! Model (Fornell et al, 1996 : 8)
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Fornell 9}(Fomell et al, 1996)¢] 4 A= () Al 8TE2E ATr} A E/ Q] AED
o MR ADSH o AFH S w0, () DAY 7l AN Lo @
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ZEo] nARSY HE 2 JFL YL . |
fok3bA ACSI 29 2 o]} H]$3 NCSI e Agizog KCSIof Hl&) o]

2A% BEe Ao Pyrh 4 Qon, nAy

& Wz wERaR g8 Aoy, GedAE ACS
JHSE A4t £38 AL A% FF

AN W AIFEH 2HE ANSAT

el o

©
L

A W= ACSI Bdlo) oA se] Muratsith 2u/xLe Zlgis Akl EA6) )

&3 AAH §7F50] B3t 7l 202 ZHFHPon, Aul2ER
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AL 718 5ol 2
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Aol tg FAAE TAHL Mus FE U 29 £4 2

2A% 298 Had =X (summed scale)S ARESHAT X279} 1A vHEE ACSI
Tdo Z2HAE AHESIITHE 19 78 ~119).




2

A

(exploratory factor analy81s) A3, *]‘%% %7 =] %‘"ﬂ 317y ‘3}5?"% TA s o4 v A
(F 19 119) M5 AAsHE Ro) vt A s Aoz vehdd) we) o) MFE F3 B0
A 2] 4T}, -

' <E 1> ACS! Modell =3 ¥4 (Fomell et al., 1996:-10)

Measurement Variable ‘ * Latent Variable

1. Overall expeététion of quality (prepufchase) Customer expectations

2. Expectation regarding customization, or how well the
product fits the customer’s personal requirements Customer expectations
(prepurchase)

3. Expectatidh‘regarding reliability; or how often things |

Customer expectations
would go wrong (prepurchase) T XD

4. Overall evaluation of quality experience o .
i d v exp Perceived quality
(postpurchase)
5. Evaluation of customization experience, or how well ‘
the product fits the customer’s personal requlrements Perceived quality

(postpurchase)

6. Evaluation of reliability experience, or how often

. P ived lit
things have gone wrong (postpurchase) ercetved quaity

7. Rating of quality given price Perceived value
8. Rating of price given quality - Perceived value
9. Overall satisfaction ACSI
10. Expectancy disconfirmation (performance that falls
: ) ACSI
short of or exceeds expectations)
11. Performance versus the customer’s ideal product or ACSI

service in the category

12. Has the customer complained either formally or

. ) C laint
informally about the product or service? ustomer complaints

13. Repurchase likelihood rating Customer loyalty

14. Price tolerance (increase) given repurchase ... Customer loyalty
15. Price tolerance (decrease) to induce repurc‘hase‘ ‘ ~ Customer loyalty

2) LISRELe] 93 #el Q.18 (confirmatory factor analysis)& Z=7}slojof & B4 Alghe],

-12 -



<E 2> AEY M2 8 U EE 4

?}\]_c‘j o) Al 48 EE S (A g9 AMHlx #F e &
| | FAH Aw

; ‘ X \2

Type 1 Aol g A<l 50 Type 6 o] g Alwl 104
| TAA Anlx

o ]- ‘

Type 2 Aol g 49 110 Type 7 o8 Aw 151
FAH A8z

% kil ‘

?3 Type 3 A Adolg AR 100 | Type 8 o4 Al 9
- FAA A

| ki

Typed | AHOlS AW |10 | Typed | 200
3 TAH A= s

. Type 5 o1& A7 200 Type 10 MR '—TLUH 400

3. &4 &#x

>

<ag 1>A ANE 2de] A2 AFE FHH ] st FEUAY BdRNE
3F4th. LISREL 8 maximum-likelihood % & ARS8t th & ACSI 293} &

-

oo
JRE [ B A oA

=

22 thed 22 Zo)dE ZHA I ik A, type 33 type 4(E 2)9] Mulae a1 §A
3 AZ7EA Ago] EAfsA ot Rl A AATEA] gL A A, FEMM
&}

o B4L nAY W BEe B3} WG EF PYX B P9 Yol BY FYE =
AT AR, B 2o 39 AAFAS SH5H Po] ACSI 2] Bk Ho)
7 gl w27k A% e mAE ARE A4 ALRAT. A3k A2
b mdE A9 297 e A¢E hrol ANT,

) AZ7FA7 28894 e A
el AL ©h9] Ml A(E 29 type 37 type AE A ZA7ER] Adel EAEHA] ot vf¢-

L Hn
)
td
o

7F BAo] o]zt 3). Bd HgEe £&3 vtk sFolglen 7ty 9
< Aoz vt} o)y AMu|xe BEAS A 9 o)sjrt He F-Eoith 22u 7t
W] dag o dA esisly] HaME FF ZdrE AAFL HAs A2E e
gt 2 24 Aele] vluz daF A Olﬁ}

3) 2Fel® BT 7|7t AZERA) AT G TS oot mdo] Q@ BA B8 FohHe
2 o)%o7 F oW Ashsh Mmoo} & ¥R,

-13 -



<E 3> 24 IR ®elel AR

At 9 Mdzre] #7 F43 | t-value Model Fit
7l -> ek 0.49 1.69  |Chi-square=79.23,

RMSEA=.070, SRMR=.096
:Type 3 ' ‘ GF1=.86, AGFI=.73,
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