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A Study on the Impact of Service Quality on the Customer
Satisfaction in the Korea Post Office
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Abstract

The CRM is the process of integrated customer management to increase the
profitability of firm as a maximizing the consumer’'s value and supplying the high
quality product or service. The Post Information Service Headquarter was recognizing
the importance of CRM and constructed the customer relationship management system
that based on CRM, steadily has made an endeavor for operating to improve the job
operation such as posting, banking and insurance.

This research analysed the impact of service quality on the customer satisfaction in
the Korea Post Office. First of all, we review the existing literature on measurement of
service quality and management. As a result of this review and survey of the
employer in post office, nineteen factors emerged as important to the service
management of The Korea Post Office; Postal Services, Banking Services, Insurance
Services. The regression analysis was utilized for analyzing the influence of service
quality factors upon the customer satisfaction. Results show that service quality factors

have a statistically significant impact on the customer satisfaction of the Korea Post
Office.
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& dgoE AM2Ed, DARE, 376
£ el BAE AAZ ¥ e WEE g
2AE d7sn Aok AFAFEL wAY
Foblq Be THS dgon BURAL
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FAH = MH|AZEO| DZBEE| p|X|l= P st @7

<E 1> FA4= o] &M £XE [n(%)]
e /77 PER F/2EA | AeE/5/R)
198(26.79) 134(18.13) 167(22.60) 240(32.48)
oo 20T ol &t 304 40t 50t °] A
239(32.34) 292(39.51) 172(23.27) 36(4.88)
a4 F8 a4 R | and | A99 71e}
K 125(16.91) | 66(8.93) | 167(22.60) | 214(28.96) | 76(10.28) | 91(12.31)
- BRYEY G 3t ol TgFHAoY 4rtx WEE TR
- HEAEFY A4 d A9l F¥xXe dAdez n=24 £xH
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<E 2> AT AME2FH e g Qe A

QAT Au|AaZEA g0l Factor 1 | Factor 2| Factor 3 | Cronbach- @
o - FHEQ A&A (P 0.74396
; - S HE] AP 0.73276
A -%ﬂd_%ﬂ O:Hé*é(PS) 0.73254 09328
. A @S XA 8] 2=(P4) 0.78428
| FEgEe] 2845 0.86977
|- S HFEFAEY Y4 P6) 0.82841

cFEAEY FIH (1A B)FD 0.58175
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(05, A%, 84 5) '
Eigenvalue 9.0853 2.6465 1.5299
9% of Variance 47.82% | 1393 %| 8.801 %
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2= Mu|AZZo| DULKEO) DjxlE oisw BE A7

<E 3> $HAG AulaFAe tFE AL
W AASE | ¥Fex | VIF Tgt |Prob > T
(&) 0.342 0.124 2.75 0.0061
S-HAH 2 0.552 0.036 2.946 1520 | 0.0001°"
T8AH 2 0.245 0.044 4.023 555 0.0001""
B2 0.139 0.264 2.084 5.30 0.0001""
R’ 0.71
Durbin-Watson 1.68
x* p<0.001
o3t AgS mA= Aog B 4 9t AE AHBEZ] 8 AFFEM(post-hoc
S =e] SAF MulAFAN nAWEFZLE analysis)©E  Duncan’s Multiple Range
2rel AR ZAnE nd, B Ao TestE ol &3t 1 A o wa} vk
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Hol $AXDE o] &dte Y AuAFF
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7)ol didt H2AH 3 HEYAHY o] miEol

g g 4 Ao

<E 4> A AT ARaFA e Aol
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2.9 qH] = 4.89(c) 5.04(c) 5.37(b) 5.65(a) 99.90™
(n=184) (n=132) (n=164) (n=238)
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