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An Empirical Study on the e-Service Quality of Public
Administration Considered CRM*

Chae-Eon Lee** - Gwangyong Gim™**

m Abstract m

An Empirical study was done for finding the e-service quality of public administration focused on customer
relationship management(CRM). The e-service quality of public administration was categorized as system quality,
information quality, service quality, and CRM after doing a literature review in e-service quality and public
administration. The validity and reliability of a questionnaire were examined through factor analysis and regression
analysis was done using the customer satisfaction and efficiency improvement of public administration as dependent
variables and the 7 factor scores from the factor analysis as independent variables.

The results show for that 6 factors are not only very important in explaining the customer satisfaction but also
partially important for efficiency improvement of public administration. In particular, CRM has significant effect on both
customer satisfaction and efficiency improvement of public administration.

Keyword : e-Service Quality, Public Administration, CRM
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13 291 24 U A2y 24 A WA, BAAIE < 99 o
ANadl FA AREFA AR~ F4, 1 4AAT
2 ATE % ALY giEE A5s] 9 g5 7o 367 adow Fo o A
SPSSEA HINAE &8 QQIEA G A WA el AFA A4 Cronbach’'s Alphagh-g 0.7¢]
Stk BAe FHE BA Varimadl 7 g2 w0 e} 44 BAE gda ¥ 4
S #&83le] a3k (Eigenvalues)o] 10421 & =y
(E 9) 20 24 Z2
w2 Component Cronbach’s
- 2901 2902 293 291 4 225 29206 Alpha
15 165 201 237 091 067 053
13 107 138 214 245 103 205
14 705 196 234 193 -.009 193
AREA 16 684 260 .186 027 201 067
(R, A, 19 669 144 161 .330 133 169 .930
T84 I1 666 031 229 251 310 240
17 660 227 297 188 215 028
12 652 099 322 187 233 113
18 651 418 189 158 209 022
Cl4 .037 72 107 144 193 078
C15 074 166 194 015 182 088
C10 .236 165 188 -.058 096 093
A Cl1 152 162 138 080 095 116 916
(7N1s}h) C12 257 11 223 084 179 049 '
C13 324 705 163 012 207 083
C6 104 673 147 -111 342 086
C3 .230 537 132 262 448 -.023
Syb 231 166 120 -.025 290 046
Sy2 203 190 677 174 .260 060
Sy4 316 124 676 103 149 038
Alz=®l E4 Syl 257 060 672 068 228 029
(38, #4, Sy6 228 .249 64 157 133 -.012 .902
HH-3-A) Sy9 125 286 646 177 -105 148
Sy8 180 .289 639 310 -.030 224
Sy’7 319 086 583 375 - 227 .289
Sy3 460 235 506 215 097 04
SVh .263 -.006 184 354 055 112
A £ Sv4 253 042 2% 847 062 123
(213, EOH) SV6 189 016 119 346 128 031 .895
SV1 A434 114 355 509 064 181
SV2 345 372 314 A37 231 .130
C8 124 368 064 101 633 187
C5 268 387 .166 -.055 610 129
AP B Cl 330 .336 204 062 609 -.096
(#AA) 4 122 488 094 126 596 .2(_)8 .897
C9 171 470 198 090 569 295
SV3 .24 307 272 370 492 292
C7 219 433 211 283 441 .106
Py Sii 1% 169 073 059 141 819
(1.0A) S10 149 226 089 198 106 .301 778
S12 392 014 207 117 246 44
Eigenvalues 6.336 6.263 5.105 3.805 3.543 2.360
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