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AlS|EAE
(Social Security
Administration)

AREATES AT

e G2 RE 5Y ofUd FH
AR EAANEE UA da A A 1Y oule dEiF(to mail
a new social security card within five days of receiving an
application; if you need to know the number even sooner,
they will tell it to you in just one working day)

AHSAHF
(Economics and

SHoZ UXNZF oo CDE e F YEE ok
714 &% A FEE CDE ]:L?} promises to get your

3kal, ol A& A

Statistics order into the  mail within 24 hours, or you get a free
Administration) CD)
H2== AEFEEs gl REFIAE RESE AFEE i) $18iA
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e 10008 wHoE Hristy Adapfidoe] o= Fx AAXHCE o]
FoARErE FHHoz Attt FAAY 7liEe 2luH(eadership)
1254, A7) 8 (strategic planning) 957, AW (customer focus)
BH, FH P EX(information and analysis) 957, <ZA(human
resource focus) 9%, WAARIA AZHA A (process management)

957, A business results) 4004 So]t}.

3 O] DIZHBEECX|SAmerican  Customer  Satisfaction  Index,

ACSI)35)

1

AS Yeh e AEol7|% sty v A A&l (University of Michigan
Business School), "]=3#Z¥3](American Society for Quality, ASQ)
ol BEY #ARE FHAs Tk

DAREEAS 2 AT @ Qe AREA BAS F2 AL
shed 3970 Aqioksl AWBAIIE D AR P71l hake] @

= 7A=Y AHE Hrle7] Aste] ACSIE A= B7HE wa 3l
ZAYE o= 179 7|ti(Customer Expectations), iL7]o] IA]

g AMu]2¢] ZA(Perceived Quality)® 7}X](Perceived Value), 1742

&

34) TEHE A4S 1981~ 19879 AR AYatn

Ak gF BegAE 7)g7] 40}04 ARGg oz A
A1 N8BS QAo g dtk= Ao o]zt Ak
35) http://www.theacsi.org 3.
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A AR o] Fad, ol AL vz LA AZshe WA

0] 73L& By o

tsf A= http://www.theacsi.org/model.htm %=,

W8S  Customer Quality Assurance: Making  Organizations
Accountable for Service Quality, in David Osborne, Petger Plastrik, The
Reinventor’'s  Fieldbook:  Tools for  Transforming Your  Government,
Jossey-Bass, San Francisco, 2000, 323-388%-8 3=3}7| ulh
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ARSI RO AP el A AFEE = UE SOl a7lo] ad JHE &
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=

and give you the information you need to use our programs)

Q@ IANA =Fo] He ARFEY 2 gEME jlEA] 48 =
YAEFYHWe will refer you to other programs that may
help you)

@ o] AL HAGHY FRE Mul2 800wl Hsksle A WAl &

2 3= FASE5YHYou will reach us the first time you

try on our 800 number)
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TIHMH|A ABHEMTO| Tol7lsSAof st o7

. Sk olglo| B AR LTS ANz A

gxlx o]Ho) B A AP+ (Taxas Office of the Attorney General,
Child Support Division)& & mAFAo] opd YA 7|l o}t 1}
A F@AIZ A Hloju aAFA Y AZte 2 @S HestA |
do] H& 7|HSZAH, aAXEIZ Qlojx] He-F 7|HOE GGt
oldo] BA A =58 UAMMHE FRAGS FAFoE duEH tE3
ZtHHorowitzet, et. al., 2001. 7).

=

) OfZI0|=X|X| =2 112t NZHMH|A T|E

o]Ho| B A AP+ (Texas Child Support Division)o] ABIAES A&
ke 102 oy, o X] W|EE ool g HA HIAHYHEE)
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N
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A E2(News media),
W7 E (Private sector),
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A ukA) 9 (Private citizens),
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9]=7]#(Foreign entities),

- AAHE Fol #st WE £ de A HERAF
(Credible,  relevant,  impartiall  information  about  the
natural sciences and support systems for these sciences)
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IS AR R A& AG FEAT
(Prompt and accurate answers to questions)
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B N S
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[Abstract]

A Study on the Possibility of introducing  the

American Customer Service Standards into Korea

The purpose of this study is first to understand in-depth what
the American Customer Service Standards is and how it
processes and, as next step to judge the possible transferability
of that into Korea, to compare it with the Korean Public
Service Charter initiated since 1998. At the last part of the
report, we are going to propose, In considering all findings
learned from the former, a series of recommendations for
improving the latter.

The President’s circular recommended since 1998 that all
public organizations in Korea adopt the Korean Public Service
Charter Scheme which requires them customer service standards
defining the levels of service quality, when they provide their
customers with public products and services. Since then, many
of public bodies have practiced it and generalized the ways of
improving the products and services they produce for their
customers by way of issuing timely accurate and complete
information of the levels of service quality. Korea now counts

about over 7,800 Charters for central departments and its field



[Abstract]

agencies as well as local governments and most of them are for
both the inhabitants of local authorities and the users of central
government’s field agencies.

In the same vein to reform the federal Government and
agencies, Clinton, President of the US, issued an executive
order In 1993 requiring all federal agencies and departments
that provide significant services directly to the public to identify
and survey their customers, set service standards, and measure
progress against them. This was in the wake of the British
Citizen's Charter the beginning of the American Customer
Service Standards to enhance the American Public’'s trust to the
Government.

The US Customer Service Standards stories presented in this
study demonstrates how powerful service standards can be iIn
driving public organizations to deliver what their customers
want, when those organizations take them seriously. For
instance, the American Scheme demands that the standards of
quality for service provided to the public should be customer
service equal to the best in business; as best practices of the
Social ~ Security  Administration(SSA), it recommends to make
use of toll-free phones to provide world-class service at any
times the customers want. And the President’s  order
recommended above all that all agencies deal directly with the

public to survey their customers and establish customer service
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standards, which matters most. For the concrete result, Clinton
administration made the Government Performance Result Act
and conducted also the government-wide customer satisfaction
survey, and so on.

The working team’s wuseful findings from the American
Customer Service Standards will serve as a useful formulas for
executive heads and managers at all levels of public organization
in adapting those best practices for further promoting the
Korean Public Service Charter.
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