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ABSTRACT

The Effects of Service Quality on the Customer Satisfaction and

Reuse Intension in Social Work

by Jeong, Sang—Jin

Advisor : Prof. Kim, Jong—Ho, Ph.D.
Department of Business Adminstration
Graduate School of Business Adminstration

Chosun University

Since the 1980s, the growth of social welfare has been made up very
rapidly and social welfare service has been recognized actively as a right
that customers have to enjoy the level of service quality they want to do. as
social welfare meets customers satisfaction like business.

According to this trend, the administrative authorities and social welfare
institutions did their best to make better the facilities, program and
management method to improve their service quality and the administrative
authorities tried to improve the quality of social work service through
assessing the state of managing social welfare institutions.

The purpose of this study are as follows;

First, This study demonstrates and inspects their reliabilities and validities
the performance—based measurement of service quality (SERVPERF) is

available even in social work as the measurement—scale of service quality

_iV_



Second, This study demonstrates effects of service quality in the social
work on the customer satisfaction and reuse intension.

To resolve the research problem above three sets of hypotheses were
developed on the research model that the 5 dimensions of service quality
based on the literature review are the independent valuables and customer
satisfaction, reuse intension are the dependent valuables.

To accomplish these purposes, the empirical study was carried out : a
questionnaire was developed and data were collected from 200 under social
work user in Gwang—ju and Jeon—nam Data collected were analysed by the
factor analysis, Cronbach's alpha, pearson correlation, LISREL V&8.30 and
one—way ANOVA analysis.

The important results of this study can be summarized as follows;

1) The first step was to examine the reliability and the validity of
SERVPERF by means of reliability and factors analysis. these results
suggested that the reliability and the wvalidity of the valuables in SERVPERF
were significant.

2) This study revealed tangibles and assurances would be the key factors
showing the new important way in social work. because tangibles and
assurances effected to customers satisfaction and reuse intension.

In future social work is able to reach to the customer satisfaction and
reuse intension on the simple factors of social work service @ caring,
individualized attention and physical facilities, equipment, appearance of
personnel. This study could regard as the study result which positively
confirmed that systematic management through measurement and evaluation
of social work service quality is needed to customer satisfaction and reuse

intention in social work.
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