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The Comparison of The Korea Call-Centers on
Consumer and Operator Satisfaction

ugs - Y
Jung-Soo Park - Tae-Ho Kim

Abstract The study aims at providing an influential model with regard to the level of satisfaction over the call center
users and its operator in the National Railroad Administration, while at the same time seeking for possible ways to
improve service standards in the call centers for Korean railroads. As a result, it demonstrates that; in the aspect of
callers, the call center personnel are required to improve their ability and reciprocating attitude toward the uses; in the
aspect of the operator, they are in need of more qualified service providing including advanced facilities. In this con-
text, it is of outstanding importance to take into account the need and demand by both of the user and the operator as
for the call center.
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Table 1.. Results of Consumer Satisfaction Items(Indexes)

i po

@RY BEE HDY3
K58 20088 451

HrlarE

[«

54 AE AF 3

PEAZ D AEed

Al01.

Al02.
A103.
Al104.
A105.

dwo] HEA], AUE A e 5 JEUTP
FEPETE 44 25 5 s

ArAolt gate] IARYAIL disl] TSR
4L whd o 7T AR diaiie BEsEYte

FAH Al ATE

A201.
A202,
A203.
A204.
A205.
A206.
A208.
A209.

AT ZAlE] AHAE o3l & H3lo] SlEu7?
AR ZAH AZAEs FHE L2 JsHb
And Ude AEE A sidsuh

ZAE Ao} ASHEAZ oItk LTIV
24 AdFo] ude i HE3] A hg1t?
ZAEl] d8E 4 A4 4z w2A d2ssUh
ZAE Ago] AEAA AuIAS qrkn AU

AR Ao A43] AFARE stk ALy

A207.
A210.
A211.

Ashdvt JIEMOE ZAlEle] A= Jo] AP
A AdE9 QA Asita s

ZHE AdEol Hzt A dAY ddka Fdsub

A401.
A402.
A403.
A404.

—l%a ‘ eEa
FAE Ao nA4A H9F b d3ub
AT o]l THEAE SRsEW
JAEE 7ol eix AE 7 Slsyrte

AU} FE

A405. 3249 B8 2] ZA AA et
Ad06. UL 2 B8 A gERAMzZ d3AA 238 F
A409. EHEE FaiA BEFENE EZ Fo] v}

A410.

sl

TAZE olA e B eR sjdd FHol gt

A407.
A408.

FAE Aol P X§
TAE AshEHY) AHEET T T
sk S3kEde] 8 ot BEunl

BEZE A5 2R

Table 2. Results of Call-Center operator Satisfaction Items(Indexes)
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Table 3. Distribution Composition rate of Sample
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Table 4. Results of Reliability Analysis
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Table 6. Results of Correlation & Factor Analysis: C. S Operator
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Table 7. Results of Co-linearity Test: C. S Consumer
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