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Service quality and customer satisfaction in the public
sector: analvzing the causal relationship between process

quality, outcome quality, and customer satisfaction

Eha, June ¥oung
Graduate School of Management, EKAIST

Ehee, Seuns Kvu
Graduate School of Management, KAIST

Abztract

We empirically mvestigate the existence and structure of caizal relationship
between process quality, outcome quality, and customer satisfaction in the public
service, By using a structural equation modeling method, we present hypothesized
causal models and conduct path analyses: we identify a causal model and
simultaneously estimate factor loadings of measwement models and path
coefficients of a structural model, We found that process gquality and outcome

quality are antecedents of customer satisfaction. The results also mdicate that
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process cuality not only directly affects customer satisfaction but also mdirectly
mfliences through the mediation of outcome quality: the direct effect of outcome
quality on cistomer satisfaction is stromger than that of process quality, These
all findings have important implications for explaming an enhancing mechanism
for customer satisfaction i the public service and for theorizing the causal
relatimmship between service cuality dimensions and customer satisfaction m the

general service marketing field,

Keywords: Public service muality, Outcome quality, Process auality, Customer
satisfaction, Structural equation modeling

(==F10Y 2008, 1, 31 ; AMFEL 2008, 3. 9)

A B

19909 =4 o] F AMu|ADMHE Fopolld Ay AEE A3 Hu| Ad3 HE=7F
S ab2HAof] st 977t oheFet "R ¢l T e.z., Bemnet and Barkesjo, 2005;
Dabholkar and  Owerby, 2005), 0] HA3=< 25 AMBlAE4d:s] A
(constructs){F 2|3 AFEAAE a7 f3t 9724 MulA2] NdHE 2o
7l #3h BElHEs AR E WE 0 2239 29 ”—‘?—1]£§ O]E“Jﬂ ”%’:“".
22 423 MuAEdE] 2t Ho ot S22
o, 49 22 AZESA L Ay &4 f‘:' g

Mu|AEES] 2132 HY ek 7|£ 93 FE MU AEE, DAHE, 4-1'3‘1]17“
MEL T 5 AulAd st 2 HrPE = ?_]-l-]-t]'?ﬂE =45t U ez, Roberts et
al., 2003; Bennet and Barkesjo, 2005), SERVQUALS] 8 ZMdo] [HTREY| 10
Ao BERAIFE AMp| A SR Sd0 ot EA Y22 A E 2AE A0 o
HRo|tH ez, Rosen and Karwan, 1994 Driver and Johnston, 20013, 251 o #H
3] AlF FEAYE AFAA oist debE f£7he] ZEStD 2, AA) 1A
o e ofE otz 2AEe T E ol 2D 917 ZEhh

2 dFdAs HulAEdes Fdske eI FEAEY HE EZprocess
quality) 2 2 3-E2 (outcome uality)?F ¢1at2HA|2}b o] S0] DTS O|X]= AFF
A E E45taa =i durE e 2 AulAEE S 3A 71538 (hmctimal) 2HFd &2
3 Fledtechnical) 24FEE FEL + U Grinroos, 1982, 1984), J9d o

1482 M2 95 37 Mea M2 oo 52



| &= HE

ot E35] Fled Z2aEdY gE
T /’\‘]H]*’\ @J—]‘E—] L fr e ]% Zrzst7] deol] AURA Myl A ERH(service—
specific)o]o] ], DAFFL] ¢4 AzaEdA Adn+ EEE 4 Fodst F
F7F Wbt Bhee and Eha, 200?). J20 A4 Bhee and Rha(2007)& ZZAH] 28] o
B AEE SFAAE NEstr] A3 920y e AEREY Fled 2aEdn
g] My A2 ERo| dEge] O FHHSE d¥REFE 5= 2)v 2 EE (experiential)
Z2itFds B =E Hsh vt o) o] 24EE T FYH (valence), HEE 2 =2
2 F4A5H, 93AF (cogitive)o]Zt7] HOeE AMF (emotimalioln ZEH
(affective) 8= H ZZFE WHao|oh olgjsh 283 ZaEd S M| 2F 3
Aoz AZws £ 245N, Avl28 #HZ 230 st oA FHEe 5=
{goodness or badness)E WEPACH m2by FEA¢ S EFE 0|sts
cher 8] A ub A Al abEel A o e] i E Sk dEEAd 2s] HEkE i
Hoh

= A= SERVQUALE +4F 23 FE 0]
ZhAgr T, bEEE U Z2aEZn panks
o] 25t FHFHLS=E FASICE FAN =
SEHE o s oan= AR S E BEMulio|n), By
A e R AEeld EFDHE (measurement model) S LS
4, pHtkEc g PHEE PE TP F(structral maodel)d] T3
el

Mo

nd og

d+ oH e 2 oo o

r
ab % -td—-
rﬂﬁniﬂjm
R E -
nH4ﬂ'Emm|m
J’ﬁ-‘?—- it
ﬂ*maﬁ“ﬂ
B o 12 O
1 Lo o
mid 4 Jf
_I;J_u:En_t.:l{I

ol &4 Hj7

3 A EY2 PEUCHGavin, 1083), AT
22 ABLE A2 AMEQ ABY SW(feamre) @ EHIE AT EZ
9 2T EILS HUAE ADLE AT

(e B e 5

{mechanistic quality) =
od Ooal BEE BhEte 2018 EE (humanistic  quality)S &0l EtH
(Holbrook and Corfman, 1985), Z]Z-EFE(perceived ality)ol2tnt =l &
A o] cabal apel plAgA = Mol elzlel kAl moig)] Slw Z2AES AE

M2 A9 3 2] mea A1z o0 32 183



BHEE -0l &

MEe A ZHEE (perceive quality)olM (Grénroos, 1982, 1984), “53 MplAg
T3 (superiarity )0l et AEFAS] B (judgment) E+ BT (attitude)”2 HE
E CH Parasuraman et al, 1988), =HH Mu|AZd S A M| AEF Ha=3
DALEEN FRL) = Fo]7 T stoh pMgkEE fAH] FE =LA 2k At
A ZRo| Sgaes. Afiviel Ahlsl Soialel MARIAEYE Halels S
{affective) WE0|TH Oliver, 1981, Olshawsky, 1985), ¥FH AMu]|AEEZ Ay~
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Gronroos(1982, 1064)2 TIEEE S8usimle] JuAZR A7AES HuAE
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0] EEstthe A do] $19th Llosa et al, 1998), Oz 2F=2] o] 4l 2=
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technique, CIT)E HAlgFdTHe.z, Flanagan, 1955 Bimer et al, 1990), &
1oneae] sislapetE-shagieon M Zal s al ) Ealgal Sl
7 EEEZHE A8Y # 2% TtHRhee and Rha, 2007). I EFE AHLEZE
SERVQUAL®] E7pa] Zdo] Zdsh ©aEHden, 23EE AHd2=25 744,
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(24, o=+, 2007), A= Az S3&, EEodeld, BEdau H25 Fah
T o] 2oy st FH ZERAE dasKich 58 ZAE(Likert) S{HEES
AbEsldon &4kl S daniAs Bao R 2HE A3l perceived perfarmance)

£ &+ SEREVPERF W& TS} Cronin and Taylar, 1992), 2 &3 =22 B3] 704
AN, B 287671, B4 2021008 dES FHSHECh MBlA8 EE 3719 FolR
1%k g_._]. HIZ= H"llﬁl'?] fstd By, BAMB]A BE2AlA 2kt 704008 dE =
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et TISoE 4% olHE GEd 494 $43 AA aURaE
Aoz st ANAEIY AE S47 SFURE 4SAoE ¥
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3 8¢l TR 2AVEE P ANAEY 23 AANES NLY %

|EA A

ol &, 2007).
4.2. @7 234 A4
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e e e B e N e e e Bl o i B et e el = s e
ShapEael gfEeSdnrel pAUES AR SFRE AEala)el gzky] =dskE
22 F4dstgtHDanaher and Haddrell, 1996, Roberts et al, 2003, Bennett
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