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O FAlo): uAFA, aAAE, 7] 3], PAMu =A% aAHG 7}, 7] 22X A

The user-centered (or customer-centered) approach has become a current fashion
of administrative analysis. However, most existing studies of user-centered public
services have limitations in that those studies focus on the public organizations’
customer orientation. This study brings another dimension of customer—centeredness
—customer power—to the fore of academic analyses and discussions. By conducting
a secondary analysis of the customer evaluation results of the Public Service
Charters, this study shows that Korean local governments failed to pay proper
attention to customer power, although they performed relatively well in terms of

customer orientation.

[ Key words: customer—centeredness, customer orientation, customer power, Public
Service Charters, local government
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oA BAF TEAS EolEle =ES TSR 8 gl
T olHe] MFA PAT= g BEAH AART= AT
o1tk Aucoin, 1990; Hood, 1994: 128-132). Z3}e} 5540 thdh
EHo7 AFata ok AAAE RAREA AdE B IHEC] FFHELR F
HA ke &8s SAAIAoH, 1 A FFRET IR EA8d A ©
T dgo] YefuA =3tk B2 AR50 BAH 5 z
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1, AR BANGE 58A S0 s 2R/ RANS A5k

oA A AFH PFE v G siHste & o] 2RV e o] F WA

1 z
Fe T2 FF P (quality improvement) ¥} 015 S48 WHO 2 A 9] 1173
(customer involvement)E 7FZF3H}= A4 A HA 279 LEEAL o] F HA 2/



ARG AU 20 TAFAA BF AT 31

AZ 1990978 F537] AAEH, o] 713F S RN lojA -Gl AF-8-3t
= 7FX A% (value for money)¥ ‘3174 29-X’(putting customer first) 5] 7ido] AH/HE
o] fF3ol7} HATh o] st Wetol| A, FFFFAA B2 FF Aul2 AT TS5 §
d F=ro ANHGA T (citizen's charter)t} PFl=Re] ‘LA AH]2~7]F (customer  service
standards)Z 22 A2 RISl =YE A = AHDoern, 1993; NPR, 1994; Duggett,

1998; Halachmi, 2000; Bovaird and Loffler, 2003).

UM T o] gt FAlo] WHHA 19909 Tk Eo] ‘uAAFH P S
THOE 3 FAANE =07t Uehdth(HRA, 1994; olFH, 1996 HHAIA <], 1996; Bt
T - AHEH, 1996 2L, 1997). o237 == ARA T4 FEAHIA Alwo] sttt
= 94 AT W - ol NN, ol AT AR FAHAAFAE =4S 7
oA ¢ wiAS AT Al AEe 1989 69 WP AGAGA Y] Tt
tEo] garnlie 22 5 S 72 5RE she FAMNTZAEE =dsAe
M, o] A== AuT 3 =5 AR IRt T4 B AAEE e s 78] S

o] 20051 @Al 10,70971] Aol AY - T JTHEAF &, 20050 1).D
Eyete] P ~PAAA == 2d2 A WAL
H, 979 ANAZATE AFEAF FAAQA FFAEIA AFS AT g AxY vz
AN ‘1A (customer-centred)
PA'E FI817] A HAF AHFE shtetar & Floltk o] W E AFE,

AZAAEAE o, DAAuAAGE F LAHNE B4 FRANE AT 1
AFNe S AL 1 B0 dr) ol 24004 WA Skelcherd] =018 EY
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ARo)A AE o3y BAHMNE 22 Fo|A 3§
5 AAR] B7HE e vh ATHA e, 2002); o]
Ao e YA 2APAEE Badhe Hulz 29tEAR} AR D ok ez 2
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oFste] Mol gt e AR ol wek Gshok Arhs Ao EA, A
£ 320 el 2uAE0] FUL AUD ow, HMARE AgoAe &
M R FFRRAAE Aul e AGAR) AR/FRE DA O AR} &

= Aolt}. o]yt Txjo] HZHE ‘uAFEAZA HZ (customer—centered approach) 2
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[S=]

BEE F Jo, MR =93 T FH S A3 =HE - 59 ARA
A, =] MBI TE, Syt YAMHI TR T - & vE o] aAFAEA HI
of 7IRks FiL k2

3 7HA] F9E 7ol & HL ‘3 (customer)o] Bt §017F FEFAHI29] A A
AREALRE A E A& ethe Alolth 142 AR AHlE AMEAL 3373 5o
ZRH AFA = R A] S Be o] E(recipients), 33 71# &5 T BlE5 9
3 Hols AU FE Y= o5, 28I A9 HFol FEHAE dovt TEAHI2=Y A
2kt Al gl ols|BA7} A= o] 5S LIHTHSkelcher, 1992: 9). LA 1AL FFA H| 29}
HEE AR/FNS zRH 0 Ttk AR/FHS 10 B o] Hof| 7|2t T
A 29 A 7 of gttt AA, ¥

S F737) HEiME e T A 43S wols
= Fo| o} 1] & (needs)S %é—*lﬂﬂ 913k Ao
F71BE oj7) 7hsd AYAE FolA Ade Pl glof AT/FR - 5 17 -
o] o (involvement)E =th3}staial =esjjok gh(Skelcher, 1992: 11)

Skelcher(1992: 11-15)& &A= A(service quality)S TA8H= Ul 7k 24 - AH]

20l B aAye] #AA| M2 8 3149 3 - & AAIS & 7t Q45 e ¢ Qe
IMHZFE(customer criteria)S AA|SEL Yt FAME A FAH] AR A9 7 9 A 11
ARFEL olgY < 1> 2o

2) 718 AFSdME dutz oz ‘aMA A (customer-orientation) o] ZHE o] ARRE O
B =8e ‘uMEA A (customer-centeredness) 0]1“}* MES AREsg. afSAALe 553

Skecher®] ‘71¥o] LAAEY I} ‘e o] F Ads EEsh= A/ olth



34 APAAT #2048 A28 (EH 653)

VTP RETEES TZEE 4y
IALT FFA | FF7@] Ao P AHIAE AFEHL eIV
MA2S E | QM2 §RE RN ABHT JEA
Auzg AN | ANzt AEE el AZHT UK
AR T ey e | ARk AE e, Beeh, Ao ST
o AuAE Aol g AR AAT HA0E ATHT Y
Auze 994 | pe 249 wAS0] YT FE9 A¥AE wu YEK
AWz 5% | 248 glo] Ad29 BA0] gRHT YTk
FRA9 444 | 3540] ABeH, 1A% 279 Aoz AReh Y
BH9 484 [ 3hae] nalel 474 04 4848 ol
wame | 3R EA | 3ol Ads Au 208 A43 /%S ANT ek
W Q*Pi% FRdo] uAe A AR, ANYRE AFHETN
e 270] 9Poll A BEZ G AL
F290 g AgE | 120 FRAS Vewsy At of7erk
4TI ae 2v, 29 ane agwk
A R el e | AdAel BelA ae] Aulzo] st Aol ol
Aoe] 454 | U5l A8 AEem YTk
2979 B | w50 593 wAe dAgel BAROR FaLel Yk
wage g | 2 AT AN S 9HE BT A 19E A
9 ) Y Je7p?
wae Aed | wdo) ANz 54, 57 249 g 4988 AU
ame gan | TARE AN FERR AE AR  EEE==CEw
A2 59 320 A3 Y7k

Z4]: Skelcher(1992: 14).

YgMulne] FAI A DAHAYFES dEA ] A8k 9
of Mulxe] 87, uAze] B, 2eja AHl=e] SAS FE o
1, Skelcher?] £ &= ‘] o] a3 249 sz ARt lthe o] F5
2313 53] Skelchere AHIZ=0] 524, AT 97|, Mu|29] $4E& Fol 7]#e] 1A

3) Myl EFA #3 e dEZF =9ZE Parasuraman et al.(1985), Scott and
Shieff(1993) & #=. %‘—HA ket =9 AR7(2004), F14 - o] 24(2005), 2AF 9
(2005) Tl A= e A=7(2004)2 Skelchers] .—117”-’] Vol st HEES 49
EA7IAL ATkE oA H«] Bt gk o €7F = ok

m{o



A 8FA] 2HY (organization’s customer orientation dimension) .2 W&}, o]E ‘mAH e 3
Y’ (customer power dimension)@} tRIA]Z]aL It} B Ao A& o] s ¥
F<) H“‘ © 2 ‘uMZEAAY (customer—centeredness) S AA g AZEAA JE-E 3174 0]
HEAo R 71RO ZRE HiEE v A (718 AAR|FA) B ot} 7]l tieiA &
2t FQ“Z}EHJ Ao A8 E 5EH R PAlste (A )& E3Hs}
=

= X
doz At FAs, nAFAe ANAFAY 234 - 434 o 2v

oL >

=,
= BT J‘j_i—};}“ &N ol

a9 J] A A= Ao g 2T #Es AUtk a3 o (customer/user
involvement)= @§7goll JoJA Al (citizen participation)®] MZ$ JGo7 FEuy
Atk HF o] B} tl-&H (responsive)o] 2L FA o2 A AE FFAH| 2ol )t
7vetel whet 7o) A dA A Aulzs AREARQ] A 9] Fof (e HA)E AERSH B A
o]th(Bochel and Bochel, 2004: 166-167). o7} A5 A2 Az 9l 2jol &= =
2 AH19 FdEs FAHQ] FFARI2e #AR o otk Aolth & FFHA 3
Ao ARFAE AAAQ A B ozt 7| o] FAIAR AR A AlFdhe 334
29| Jjdolgtes WA HEe

Skelchers] EAES EUZ S & @77} Fs] QAT AEAE BolE B o
S 2k A, N|EATE] WY B) TAAGY AN'S FE BAWIOR FGW W
| oAl Wy Iwe] RAXGY A % ozt w9 § AAe FE BARFOR
B B4, 71EATES AGFY AuolA) FEH TS YAOR B ANZAHLARE
£ 24D 2%E BAIAYA, o7I4E A4 N9e AP A7) g2d Ao dt
o5 WYMULE ol§IE FPol Y FUES O F 914 2 AUEA AnE
29,

o] 24 (secondary analysis) WS AMgN AT SR Bt =
A7A} 1 Ak Aol ohjet A ATl AR AW A4S
N ARG BAd) AHSE ArE PR} dRABAYATY
oA Fad TARANAEE TAR AFRIA, N RDER gl BAAT e, o

o

40,

) fis
PAZL A A ALe) FAZ A3 AZE A ARE AT 5 gAchs ol ol
He a5 B 78 olfolth 99, BAANAAE TARNE A VAR wE B4
Aelzol g ARo] Sl FUSS Ao Q4 B RS AT gt BEA 2
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Fejuete] M ATZAEE YA 7He] ATshe ODMu2Y & HE, @A
W R AR, OFRE Mulze i A 3 HAdRA S8 TAIHSE st sk
olo] S WA &= Ax'S I P AFIAEE v 22 I Tt

=
A 452 AN gleh AA, DAFA QFoleh Aulze wAe) G BelE H9A

o2 aefste uAFAH ook g LT =4, AMuls A A olnh nAqA A
THe ARl W& udo] A & JAEF FAF o1 B este]of dtk= Aol Al
A, HI FE AHE AlE AF ez A o FAT|H] AT F e T e FEY
B 2E A Fstelok 3tk Aotk Ul ‘HE - O] FF YH'Qd), o] Aul2 A|Fol
2a5e eI 179 fHejo] gejHo g ygE AL VES AAstof dthe A
o O, AAE BRAE dH e2A o]Ao] ou]ehs vhe AHAs}t BEE Jro A}

3R] W

sJ9] 712 AHEL PYAU2AG AN D] ol wgslolol FTho AP &
o7k & FAH g FANE FEANE e BFEAY J)Hho] old Aul2E AFse
A, MHIZ ALgAE) oA T 1Bl WEF & YEA, ATHE Arize)] A ol

5) Seluheh APAHLBAE Do wgso} YAE AR, olslolE Aul2g] AFo] Bl
AR OR ofFolde} Frke WARY AF, WAL Al FFAF EANE Au F
Ao Ao 2 olFold % gtk Ade FA9 A, FEAME AB o] AR ool
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