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Abstract

A Study regarding the residents satisfaction rate according to the
residents evaluation model
- Focusing on the city and county administration

within Jeju island -
By Kang Young-pil

Our administration environment is dramatically changing recently.
The sharply conflicting competition between countries along with the
coming of the age of customers especially demand that the government
escape from the past authoritative administration and provide
administration services from the viewpoint of the residents with the
realization of customers and customer oriented administration. One of the
active methods to meet these dramatic environmental changes is a study
on the residents satisfaction according to the residents evaluation model.

Therefore, in this study, the whole of Jeju area was divided into 4
areas of cities and counties (Jeju City, Seogwipo City, South Jeju County,
North Jeju County). In the civilian administration area, the contents of the
civilians, civilian guide and its approach, government workers friendliness,
conveniences, professionalism, work attitude, work conveniences, and work
environments theoretical frame structure through the data in and out of the
country was used. Furthermore, in order to take the residents opinions into
account, a survey following the simple-random sampling method with the
1600 residents of Jeju city, Seogwipo city, South Jeju County, and North
Jeju County was carried out. The analyzed data of 362 people of Jeju
City, 370 people of Seogwipo city, 372 people of North Jeju County and
379 people of South Jeju County (Reliability 95%, Sample error rate +
0.05) was used as an effective data.

When looking at the results obtained through the theoretical
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frame structure and analyzed data, in the whole area of Jeju city,

Seogwipo city, North Jeju county and South Jeju County, more than 50%

of the applications were related to census family register, and more than

80% of these applications were carried out. In such civilian application

methods, the actual visit application was 80%, which is significantly

higher than through the mail, Internet, and fax application.

In terms of the regional counter visits, the friendliness and
politeness of the government workers, the reason that they should be
friendly and polite was the highest with 60%. In the user-friendliness of
the information regarding civilian applications, South Jeju County was the
highest with 47% and the professionalism of the government workers was
evaluated to be 35%. And for the preparations of necessary documents,
an average of 34.5% said that it was inconvenient, which proves that
there are just too many documents to prepare. The convenient facility for
civilians was the highest in South Jeju County with 57%.

In regard to this study, the suggestions for improving and
reforming the policies regarding city & county civilian administration
services in the future are the following.

(N The residents evaluation investigation scheduled only for Jeju City
should be expanded earlier to Seogwipo city, North Jeju County and
South Jeju County and the evaluation subjects should also be
expanded to all areas.

() A Residents Constitution for Service should be implemented and
the residents selection should also be expanded.

(3) A responsible organization should be established for a more
productive usage of the information obtained through the residents
evaluation.

4) Expansion of Internet + PC usage and appropriate administration
services regarding this should be promoted.

Legislation of the customer satisfaction rate investigation through regular

and quantitative measurement is needed.
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