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7121 e /\K_].E’Véﬁ 71%:13*3% ?_}7%7—‘19& Q’E%PEH] T Al 2=H]
o] 71&4 A&Er) Eolgd wel S8 1wt ARIEA|(2005-2006)00& AL
A #2] (Customer  Relationship Management)ol] F53l] 7lQIdAIAke] /3,
AR AR, 9% 52 neld EE M| A AlgS A ESITthE T

<), 2006).

3) A

AR A o] el 28 s= axt F419 BFA~
] ‘32“., Fazte] e A B4 T2 ned JFEZRA 29 3 F
glom, FuBal Aze} 53] nwslel SEAIzE A
FEIVAG 24918 AAkska 9tk
$71249Q1 FAE Aairle A se] BHEAE R FA A BXEE A
Al ARIAIg ] 79 o] Hastn, el A S oldstn 4, Al

o

w4 A9E SN T el o AoR wodnt

Z
d
o
rr
>

5. ME{23(Centrelink) : E&H ZZAl

1) AL

T8 T4 YA =] AHE AN | vIHe] SAskE Aol 259
Centrelink©]T}. Centrelinks= 199739l Al3]d Az} 3§73 Folo] MH| A~ A|FS F
Tohe 71#o 2 AYEAY Centrelinkes 2EAL, 71, F5, FoiQl, 957,



BB zrace) sexgEs MuIASE Paget o

SFRIE 5 ekt A Jedel] 2bg 5 Baae] AF A s AlgE
S3tn Utk CentrelinkE2H-E] AR EX|qH| A A3 4282} == 2008
d A 78R ol @8tar, ARS|ER| ok X|&2] 35-9] 19] CentrelinkE %

2007 @A Centrelinks= 3170 A F713E tlalsle] Au|AE Algska 9o
), z =273 I 7)1333T) Centrelink Holle SJEUAY ko g2 AR 9l
= 1 & 593 23+ Centrelink’} 55 5, =212
2k, 2e]3 aAEY] AEj2 F4 gigk 7 E SEAT =

THBarrett, 2009).

2) AEA

Centrelink®] 2] 372 £ Centrelink”} ThE 3 57132 didiste] A
H| 25 T8 A A wA] 9ES gthe Aotk &, Centrelink®]
ZeloldEx Zeaw ggr]do] 1, Centrelinks ©] 71BES thalsiA Ay
2 Fgdl 5314 715S T8k Aol th(Halligan, 2008).

© A TS HAdAlske 2R, et digh

A BEo 21 3 AEE 298l glrk Centrelinke] F=Q.A}o]] thit

£ Centrelink®] 124 A1H] =& 7 (Customer Service Charter) -2 32| 3}%] o] $)

EY Fr1A o ALRZALE AAlet] A HrEAER 28stal, 147
HxAo] HEAE Bal 259 odS A3 sk UckBarrett, 2009).

Au) 2 ol E3le 220249 Centrelink”} 7] A8l FFAAl
H el 2 A © A 71E AR AL BodE EA S 719
ot Qe oo ARSIARIA FeabEe] ofe] Z|#eRTE FAl AH| =S
Aol BTt SHACR ARlx FEs s Hoam dAls)
= HlEEo] 7MY 2 2AR AAH . o3 FEAL Tt Sl B
< 243 EE 28k, olld wAlE ZIEAAVE FEA SR Y
A7) W] HAstE R, Faxte] oHg Wt MH| Y F2E Ak

ﬁ
ol
F{F
ol

30
K oo oo
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2ol cen wasdux Apizy ([

Row FEE £ 9lvhs At ol Centrelink”} 43817 A o] ti(Halligan,
2008).

1 A3} Centrelinke 7]2£2] EdA o2 A|FEd thatal MU A~25S AU
Ol(holistic) MBI ~AE AAR Edtshe 2dS A3l Centrelink =29
8% 54 F9 shte aAFAY AN FeAEY A ATl T
AT e (MESS AR AMH|2 HEAAE 743 4 o]th(Halligan
2008; Vardon 2002). o] Relor= FHFA A F7E ol® AH| 9] 3
AAS 7EA], ol e E o FE -‘%&*%ﬂoﬂ ZAo] ol STk

—|~
l

N
=2,

(T 4-2) M2 MHlA HE BSS et MojoME BAMS

changing
your marital
or partner
status?

Responsible
for children?

Needing help
after
someone has
died?

Planning your
retirement?

Seeking or How can Centrelink Sick or
changing

education? help you? Are you: disabled?

Caring for
someone sick
or disabled?

In a crisis
situation?

Arriving to
settle in
Australia?

Looking for
staff?

Looking for a
jab?

XIE: Halligan(2008).
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T
ol
2
E
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o
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o,
X
_0|L
_EL I-
%
N
)
o
)

>4
2
3,
u
QL
iz
rr
:N:‘,
il

HIHo g ggsfo] uMFAel vz 7197}
o= Fax FH PPN zHS TSI
20108 2HEE iGov2010 AFYTF 2003 HE]
20063714 X&PH e-Government Action Plan 12 =1 9ok

o] AHE A AGS e-GAP 19] 341 3ol i) 20063 HE Al
e ATk e-GAP 119] 7124 %] /42 A7t 29] FFAH| 25 Bt 534
a1, ®Boh H2Ado] som Ho) B VRS A2E = = e-servicesE A-&5}

7] A HEA Y FF-2 Fdshke Aolth FAF R o] A “E7% AL



RIAT 2Uj9) S LEHAMH|A AREA

7Y (delighted customers)”, “AZA%E AW (connected citizens)”, “UIEHIE *HF
(networked government)’2H= Al 7HA] EXE @A435laAl & Zo|tTan et al.,
2008).
A HA B3R5 A el H7EE FRT7F $AR R Aaedk ARl ©]
E2 a5 el FFEE(SINGOV), /\]‘ﬂ‘ H(eCitizens), 18|31 H]ZY X
(Enterprise One)Z WF oA U RS T [Py H LEALO] E(www.gov.sg)
= sk Zlolnh ool aA S “E34A S ](delighting)” #leiM = 1453

B

=
AlEskehe Zlo] sty At ae] 5o mE Uiy dEkE 33
siith dE 5ol AEGAV]E st & ANES fleiMe FFEA
T AFYEAE S 28617 719232 Aol AX|sle] T8 QEYIFS:
A 25k, ARBAVE o]l Hojd ARIES #I8i41E MyeCitizen E
g2 JhAst] AllEe] A5l wet stEgor WlAEE T 7 AR

ok Aotk

Ho 224491 sjgtiede] wsle 7]E&9] 7] (agency-centric)2] A]Ztol| A
Hoju 722414 (customer-centric) AlZHS ZHAl © Folt}h o3k Wisl=
“Public-Private-People Integration”o|2h= €270l FU4 o2 Yepdtt o9 ¢
o] AWES] AF4Q] HAE Feiste] “AAH AW olgke BRES A
Agks FFIth dlE 501 ANEY AdeAIEs= 27h817] §13 AlolE
£ MAsta, ARIEC] =714 olfpet ARk gk oHde /MXE e
AN ZA Consultation Portal(www.Feedback. gov.sg)e +43tal Ut}

upR)eh 33l “UEAY HE AL 718 e (interoper
ability)¥} % X FfHinformation sharing)S A7) Wako & F31
$3lA A71E2 % F-2] EA[Enterprise Architecture] A Shol] F-gA|d] 29} &

H 43, 25, 7hol=ERlS A7) $18 Service-Wide Technical Architecture
(SWTAYE E3lato] 7o HlzY 2 Z22A| A5 S86he AARKIS AAISHITh
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2) ALEA

e-GAP 11¢] A3 A2 iGov20102-2 AlsE o] 20063 59 A1z

iGov2010-Z AH| 2= Fjte] 5 HolA| AHe] Fdfolge AR Agtete

A =5 319 THAccenture, 2007). e-GAP IIoA4 ZFZE A 3P(Public, Private,

People) A 03 ZH2 AZZEHAL, iGov20109A = 2R TF2E YA

T AR WA o AlREe] Haol ogks wkded 4= Qle= HH2Z
]

sk 3, Wb iGov20109] wRAE =

A, “Increasing Reach and Richness of e-services’o|T}h. A|RlEo] i3 4
UE AAY T A 220 W 9)ef A2 FHshr] 918 o] 2R MyeCitizen 9
= Bo A4 08 d8atan} she FAelth ofddAlddlA o] xEE& ARIE
o] 22 A4le] TAlFofd] sk A Hof Afn| 2o Bt HA k=t 24
= Ao iGov201094 = o3t e dolAA HFIE et TR
o] doE dSshe 7R 482 F IEF Stk

EA4), “Increasing citizen’s mindshare in engagement”©|t}. AJF1%to] FoiA e
T 7R e R FAEHINCH, shue A7FEE HRTE FAAG o AR
9 A2 FAE Fuisk] flal A7tE=2 H5F THO AREA} QIEF o
(user interface)?] TIARIS r|H o g JfAsH=E Zola, tE s A|RIE9]
A3 B S Ffrshe AlRIER 545k 3

a2 Soh8 AR TLL AFIE Roltk

TEAE

A, “Enhancing capacity and synergy in government”©]t}. % F-222]7ke] &
I FE= FINTI7] S8 GAP MolA] ¥ SGEA[Singapore Government
Enterprise Architecture]®] & Ztish= go] A|&H AT} o2 g A== A
Fob AAtd #Hef7]se AT AAAL AN A o2 Belsh] 9@l Center
of Shared Services(vital.gov)E T3 AlglolA 2 Yehta glok

YA, “Enhancing National Competitive Advantage”©]t}. o] e 4J71E29]

7 A REA7IG 3 AAlst FrtEae] A RARIEE S e 571l A
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B Abstract

A Study on Building Supply of Customer Personalized
Service in Local Governments

Supply of customer personalized service is a trend of the times based on the
paradigm of administrative management as well as the government reform of the Park,
Geun Hye administration. Despite the Park, Geun Hye administration launched nearly
two years, supply of customer personalized service still hasn't been progress. This is a
result that was not accompanied by the lack of understanding and enough support of
both information and knowledge for the supply of customer personalized service at
local government level. Accordingly, in this study, we design a basic model of the
supply of customer personalized service and improve ease of application by local
governments.

Based on the analysis and a study of the foreign cases, supply of customer
personalized service’ policy alternative is presented in three models. Basically,
designing an alternative for supply of customer personalized service has to be
accompanied careful consideration about target service, influence variable, and
government capability. Specifically, the target service and influence variable need to be
studied in acceptable aspects and government capability needs to be studied in
constrained aspects. On the basis of such study results, three models are possible as
the alternatives about supply of customer personalized service. The three models are
segmental, integrated, and alternative selection supply system. The segmental supply
system means that specific administrative services are supplied differently for customer,
depending on demand characteristics and supply characteristics. The integrated supply
system means that a certain customer can handle related services at the same time
even applying only a single service. The alternative selection supply system means
that the customer is intended to select voluntarily after presenting a method for

providing a specific service variously.
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However, in order to promote policy alternative effectively, the base of
collaboration is built and a map for customer types must be built. Also, positive

support should be accompanied in the level of the central government.
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