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A Comparison Analysis of Effects of System Factor
on Satisfaction in Service Sectors

Chong-Su Kim'
Department of Industrial and Management Engineering, Hannam University

In service science, it is critical to measure service satisfaction for innovating service processes, which is challenging for
service sectors oriented to the usage of IT systems. For that purpose, in this study, a model based on the technology ac-
ceptance model and satisfaction measurement model is proposed. The model is empirically tested using data sets from a
public service sector (G2B) and a private service sector (internet banking). The purpose of this study is to identify factors
which affect the service satisfaction. The result shows that a public service sector is less sensitive to the IT systems on
which its services are operated, and that the attitude factor strongly affects the service satisfaction in both sectors.
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BE 1> SELREA(G2B)
ATO1 | ATO2 | ATO3 | SSO1 | SS02 | PUOT | PU02 | PUO3 | PEOT | PE02 | PEO3 | PEO4
ATO1 0.79
ATO2 0.43 0.76
ATe3 | 037 | 031 | 075
S50t 0.36 0.35 0.27 0.74
$502 0.44 0.36 0.3 0.39 0.72
PUO1 0.3 03 0.21 021 0.27 0.52
PUO2 0.4 04 0.28 0.24 0.26 0.32 0.63
PU03 033 031 0.26 0.34 0.33 0.32 034 0.65
PEOL 032 0.24 0.17 0.08 0.27 0.21 0.25 0.22 0.52
PE(2 043 0.36 03 03 0.25 0.23 0.37 0.3 0.35 0.91
PEO3 03 0.2 0.23 0.2 0.2 0.2 0.3 0.29 0.17 0.34 0.59
PEO4 0.3 0.22 0.27 0.21 0.18 0.19 0.31 0.26 0.22 0.33 0.19 0.63
(HE 2> BRUBUQIEL B2)
ATO1 [ ATO2 | AT03 [ SSO1 | SS02 | PUOT | PUD2 | PUO3 | PEOT | PE02 | PEO3 | PEO4
ATO0L 0.79
ATO2 0.43 0.76
ATO03 0.37 0.31 0.75
$501 0.36 035 0.27 0.74
§502 0.44 0.36 03 039 0.72
PUOL 03 03 0.21 021 0.27 0.52
pU02 0.4 0.4 0.28 0.24 0.26 032 0.63
PUO3 0.33 0.31 0.26 0.34 0.33 0.32 0.34 0.65
PEO1 0.32 0.24 0.17 0.08 027 0.21 0.25 0.22 0.52
PE02 0.43 0.36 03 0.3 0.25 0.23 0.37 0.3 0.35 691
PEO3 0.3 0.2 0.23 0.2 0.2 0.2 0.3 0.29 0.17 0.34 0.59
PE0O4 03 0.22 0.27 0.21 0.18 0.19 0.31 0.26 0.22 033 0.19 0.63
(2 3 FHE BM0| YEBAUGIIN BT} U HEBA 2H)
G2B QB WY
BER 1 2 3 4 1 2 3 4
PUO1 272 902 221 070 253 742 105 216
PUO2 311 869 241 177 175 653 368 352
PU03 261 906 155 010 332 689 337 057
PEOIL 868 309 245 057 122 331 058 748
PEO2 893 273 247 107 156 017 570 21
PEO3 927 209 155 132 079 440 517 208
PEO4 921 214 116 128 065 327 615 230
ATOL 186 178 .887 231 546 296 260 S
ATO2 278 309 750 138 361 383 A1 386
ATO3 171 148 .899 241 432 134 655 028
SS01 155 053 137 800 791 103 357 .047
$502 075 109 338 897 J71 .300 012 271




