AHsEAT H36H MAS(SH 1315) 2022. 12. 261~288
DOI http://dx.doi.org/10.22783/krila.2022.36.4.26

AT Ao DAL olshet
1ASHo] e B4

D ASHE olg 1A 1A AFE sAoEr

An Analysis on the Understanding of Customer’s Situation and Responding

to Customers of Local Public Enterprise Employees

: Focusing on the Elderly Customers
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This study analyzes the relationship between employees understanding of
customers and their response to customers for the increasing number of elderly
customers using subways at the time of the post-aged society. The research
question is as follows. If the customer service staff understands the difficulties
and vulnerabilities of elderly customers, do they respond well to them? For this
study, a survey was conducted on employees of Seoul Metro, a local public
enterprise that operates subways in Seoul, which are used the most by the
elderly in Korea. According to the survey results, even if the customer service
staff understands the customer situation such as the vulnerabilities of the
elderly customer, it does not mean that they respond well to them immediately.
As a mediating factor, there should be a perception that it is important to treat
elderly customers, and this perception was moderated according to the
frequency of serving elderly customers. Based on these results, it is necessary to
recognize the importance of responding to customers with vulnerabilities such
as the elderly. At the same time, it is important to properly design the extent

to which customer service staff responds to elderly customers.
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