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Abstract — Despite the importance of customer satisfaction corresponding to the phenomenal development
of the gas industries, supplier-centered management still prevails in the city gas industry due to the
monopolistic market environment. However, customer's demands for diverse and higher services are ever
growing in the midst of the development and the accelerated competition of the service industries. In this
context, customer satisfaction management may be the best style of management for establishing a short,
mid and long-term foundation of growth. This paper derives directions for improving customer satisfaction
management in such 3 areas as systematic, technological and service improvement from the environmental
changes as well as from the customer needs. Based on the survey and comparative analysis of customer
satisfaction, we also suggest 5 growth strategies to maintain sustainable development of the gas industry
in the midst of competitive environment between city gas companies and among diversified energy
businesses and to protect rights of the city gas consumers.
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Table 1. Classification of complaints taken to Korea Gas
Safety Corporation ('05 yr)[5].
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Table 2. State of complaints.
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Table 3. Classification of complaints.
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Fig. 1. Requirements and improvement bearings.
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Table 6. Supply regulation of deferred charge.
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Fig. 2. Safety service scheme using micom-meter (Osaka
Gas).
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Table 7. Main problem and causes of district office.
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Table 8. Improvement of quality control system.
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Table 9. Improvement of reorganization plan for the
structure of gas industry.

Rt

78] AR
| =
| 2 ey

- 2R AAEY -
o) AYEY

— oo} AR
Bt el
- e 5 ) A
Ay o) 3E
@FFA

- 3| Fujjo} Hu) F3-29
AA 2
- FFEGE ABYAA F
AHA
- O AR o) ok #
2] % Aelae Ao £A7}

- A AR Y

&g

7 £2) e
~ ¥ FEOSAE |- AuFEol8AE EY
=0 - dH|o] &8 ¥ 7o =ajel
<o ARe Aus | o) o8B Aulag

Eoll Aol olg8 A7 | mAIZRAN A

Al — A AR A THs S

ACIENIAD Ao B
#8)

A A LA
a3}

—AFAH B

- A A=Y
1A A ARAA

= 2% A% AAA A
leaz AwE Aae
_rhmawAeg | O ZkelsEel AN,

- 7hol =2l ool A Al-7-3h
— ARA A AHA A A3

Bl

o

=

-50-

of gttt &vjitEe] BANAE =Y8t7] M e
HE e A7t F7kR 2THAY B APE
BAAA =Rl thaARE Table 99 7o) A|A|
3ttt
53], du| 350l 8AE 5% 2uFEe] AYEY
< @3 337 =AZESALE A dejdS Ak
A B 5 dule FHOE oS EE sl ki
g dIPAAE ARk o, 27] AddA A
o] EFE Hasglsl] A8l 19AEE £E4, 53
W, 39, 94, Al T vl 192 AAAE
=Y, g3 gAlA HFH o ZAAAE =

[e]
ks

he

A A,

Aol PR AAHE A Hr) Ak AElze] 2
Hepg W bane Astolth F, BAKEARE 24
oz QT 71578 But ohjeh e HANE
o] A=, Aol ThE Mul27t hEA O P

Aoz 7ig).



TAREAGE B SN2 A5 Y B AT

Table 10. Improvement of supply regulation related to
disapproval of gas usage application.
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Table 12. Improvement of supply regulation related to
removal fee of stopped gas.
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Table 11. Improvement of supply regulation related to
deferred charge.
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Table 13. Propagation program of micom-meter.
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Fig. 4. Gas safety control system using micom-meter.
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Table 14. Improvement related to a notice and payment
methods of charge.
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Table 15. Improvement related to dismantlement and
connection service of gas facility in moving.
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Fig. 5. Scheme of integrated call-center.
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