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<GE 10> 711 A3 Js Ak Aold s

T BlE | @i | D T M| g

A% 43
<A EY 20 745 b | A
o474 14 835 | od | 109%ol&} 25 7.0
2y 283 6.96 b | 11-209 20 75
s 7 8.28 cd | 21-50% 40 75
Az 14 8.85 d | 508l 8 95
RIS 10 5.8 a
F % 820" F # 557
F Ax i 2 e A e i
19601 o o] A 14 79 a 50% o] &} 11 7.27
19611-1980+ 26 8.2 b 51-70% 11 7.09
1981320003 50 72 b 71-99% 59 764

200001 5 3 6.6 b 100% 12 7.66
F3 2.23 F % 0.48
7 olx oA 5)Ap ol
28] A 59 7.58 = R 3 6.67
H] o7 2] AL 36 7.05 k= 3| AL 92 7.4
t #k 1.276 t 2.226
Qe abeel g 9
alal 9l 36 758 12 v 2% 21 7.14
3 57 7.50 3% ol 72 7.65
t #k 0.21 t g -1.27

*PL00, ##P{01, ***+P<{.001
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AR 719 dEFD, AnASEAY dEaks, 19 Ao
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ok v Aol Al sk AEAbe] U e s Ardd
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<GE 11>719 AnAdEd ArAGds 2o s

T Hle | Het | D T HlE | Har

% 579
LN 20 | 673 | b | AEASE
o FY 14 | 715 | b | 10"els} 25 | 623
2E4 28 | 648 | b | 11-209 20 | 6.16
Y 7 | 757 | b | 21-50% 10 | 6.89
e 14 | 715 | b | 50"els 8 | 800
AR 2= 10 45 a
F 3 7427 F 3 3.87"
A HE oA dEAE v F
19601 T o] A 14 | 700 | a |B50% ols} 11 | 660
19613-1980 2% | 656 | a | 51-70% 11 | 600
19813 -2000d 50 | 700 | a | 71-99% 59 | 6.83

20000] & 3 | 665| a | 100% 12 | 645
Fak 0.3 F % 0.961
e A slap o 2
s A 59 6.93 oA 84} 3 7.00
H] 4 3] AL 36 5.83 3=t )AL 92 5.00
t % 288" t % 0.453
QIEl el G
a3t A 36 6.83 1% ®=E= 2% 21 6.00
a4 e 57 6.54 3% o 72 6.85
t % 0.861 t B 226"

*PL05, #*P<L01, #+xP<.001
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9 2R AAus Grh A19e Eol meh A A4dd
Bl ARzl oM Aol7l QirhE FAbekr] Hsl AR

(ANOVA) 9 t-testE Fafst9t}t. AFE4A50 2= Duncand U}

ol

91 A5 (Duncan‘s Multiple Range Test)S A A4

AT e R, ANAREAS AL, e Ao
b ke Aans gPewsh Aol felud Aol g Ao v
Soh A4S ATRE J1ge] dEad e HgEdee Aaasg o
Arkel A4l e Aow dustes Az, o5, walel &
= TR A G AT AEE S s olde

At FAEQ TN AQALY T 2 o] Fol N3 Yk Folw
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b, v e YR, oA e wE, deA g, gl
Aol AEAY AT Adus gyl glolA v A

o2 HolA A
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<E 12> 71§ A APEEA Adus il 2ol
T Mz | E@i¥ | D T Mz | g3 | D
T 13
e =y 20 | 625 | b | ZAuaAlE
o5 14 | 673 | b | 1083t % | 57 | a
AL 28 | 628 | b | 11-20% 20 | 600 | a
EEARS 7 714 | b | 21-501 40 | 665 | a
A2 14 | 68 | b | 50Wolak 8 | 762 | ab
Au] 4~ 10 4.9 a
F 3 3053 T % 449"
- B A A AL B
1960%d o] 14 | 633 | a |B50% ol 11 | 609 a
1961'd-1930d 2% | 633 | a |51-70% 11 | 554 a
19812 -2000 50 | 643 | a | 71-99% 50 | 653 | a
20000] 5 3 635 | a | 100% 12 | 641 | a
Fak 1.567 F @ 1.46
e i e b4l S|AL o 4
‘B A 59 6.54 =2 3]AL 3 7.33
H37 8|4 36 5.86 gk 3]AF 92 6.25
t 7 1.993° t % 1.126
QLML Ahehe] 3 e 914
a3l gl 36 6.59 1% &= 2% 21 5.86
3 e 57 6.19 3% ol 72 6.50
t 7 1.26 t %k -1.743
*P<,05, ##P<.01, #+P<.001
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1) 719 AN AREE gAAE Iz Aol

719 A AgRA GAALY T 719 B nhe A4
Bl ARzl oM Aol7l QirhE FAbekr] Hsl AR

(ANOVA) 2 t—testE T390}, Al A=02= Duncan9 o}

ol

9] AZ=(Duncan‘s Multiple Range Test)2 2 A&} U}
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9 Fol & 2FUGy WHE + Jonz AP AYAFSH 94
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SE 1919 FAE, o4 A9 WF, B A, A8y
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<E 13>7]1%] A ARATH 2ol g
T ME | EE D T e | B
% 54
oA g9 20 6.8 be | AHEAFE
o] 14 7.8 c | 109 e]3} 25 | 576
HEY 28 | 697 | ab | 11-209 20 | 6.00
A 7 785 c | 21-50% 40 | 665
A % 14 | 7.92 ¢ | 50" el 8 7.62
el 24 10 5.5 a
F # 532" F 3 492"
28 e Sk AR Ik
1960 o] A 14 | 730 a | 50% o3} 11 | 654
1961 -1980d 26 | 684 a | 51-70% 11 | 645
1981 -2000 50 | 7.00 a | 71-99% 59 | 7.18
2000°] % 3 7.00 a | 100% 12 7.0
Fak 0.476 F 3 0.98
e e TFH 8)A} ol
%8 AL 59 7.25 [ e I P 3 7.66
H] 74k 8] A} 36 6.47 Sh= 3 A} 92 6.93
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olEl eel? i
sk 9l 36 7.10 1% ®= 2% 21 6.72
A e 57 6.92 3% ol4 72 7.08
t & 0.526 t % -0.913

*PL.00, #*P<.01, =P 001
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<FE 14>71%) 2nAAAEA aA#Aedag 2ol AS
FE Wy | EE | D F5 x| g D
oA g9 20 | 585 | ab | AEARE

BE=X= 14 | 686 b | 10 0] 5} 25 | 5.38 a

PR L= 28 | 7.10 b | 11-207 20 | 575 a

sl A4E 7 6.83 b | 21-504 40 | 525 b

B 14 | 685 b | 501 o] 8 857 ¢
AH] 2= 10 49 a
F % 2619 T % 1029
A dE ol ahetah vl %

19601 d o] & 14 | 686 a | 50% o3} 11 | 6.00 ab
19611 -1980 % | 620 a | 51-70% 11 | 472 a
198113 -2000 50 | 6.00 a | 71-99% 59 | 7.08 b

20000] % 3 5.33 a | 100% 12 | 575 B
Fat 1.376 T & 6.16
A ol % tht A §ap ol

k3 A} 59 6.94 o= A 8 A} 3 6.66

u] 2+ 3 A} 36 5.47 Sk 3] A} 92 6.38
t # 342" t % 0.226
QLB abgrol A IR
a3 g 36 6.43 12w 9= 21 6.27
& g 57 6.55 3% o] 72 6.57
t # -0.282 t % -0.618

*PL05, #xP{01, #++P<{.001
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ABSTRACT

Corporate consumer department business
performance research

Baek, Ji Won

Dept. family culture and consumer science
The Graduate School

Sungshin Women's University

In this research, we investigated deterministic factors of company's
consumer department performance and employee's job satisfaction
through analysis of service level and identification of characteristics
of consumer department and its personnel. Previous studies in this
area had insufficient research in company's consumer department and
didn't have a comprehensive research subjects. Therefore, it is
necessary to understand current company's consumer department
functions and to analyze satisfaction factors of employees in order to
recruit necessary experts.

In this research, we surveyed employees working in consumer
departments to identify service performance by multiple variable
analysis and influencing factors of their job satisfaction so that we can
find an efficient consumer department management methods.

For this research, we analyzed 100 surveys distributed to 107 OCAP
member companies in 7 industries that have consumer departments in

Seoul. The survey covered consumer department operation, service



performance level, employee data, and employee job satisfaction.

Received data was analyzed by using SPSS statistical analysis
software. was used In order to identify characteristics of received
samples. ANOVA was used to identify consumer department service
level by specific character of consumer departments and employees.
Middle regression analysis was used to measure employee job
satisfaction.

The main results of this research are the following.

1) Regarding to services in company's consumer department, the
respondents answered 60% in consumer claims as one of the most
important services and actually 50% of services was provided in
consumer claim process. However, consumer satisfaction study,
consumer education, and customer relationship management were
not executed well. Especially, only 7% answered to the question
about customer education program implementation. It showed that
company's consumer departments were still providing limited
services.

2) The study about the employees showed that more than 2/3
were women and the percentage of Consumer Science major was
very low demonstrating poor recognition of expertise professionals.
Especially, there were almost no training program for employees
and we think that it should be improved. An effective training
program ultimately will provide a better service to consumers so
that it can contribute to the consumer welfare. Finally, more than

half of the employees were non—-managers and most of them were



full time employees.

Company's consumer department performance study results are
the following. The industry type influenced on the performance.
Public company's consumer department with numerous personnel
provided better consumer claim process, information delivery,
personnel training, communication, and customer relationship
management. Finally, publicly treading companies with more
resources and supporting systems for consumer department showed
higher employee job satisfactions.

After investigating current conditions of consumer department
and job satisfactions based on employee survey, we found that
employee's job expertise and working conditions urgently need to
be improved. This conclusion was drawn under the assumption of
direct influence of employee's job satisfaction on counseling
services. In order to i1mprove counseling service quality, the
employer should pay more attention to its employees and improve
benefits.

This research will help to improve increasingly important
consumer counseling services. Besides, 1t can be wused for
employee benefit development by providing key factors that
determine employee satisfaction. Taking into account the limitation
of current research, the future study should be objective and
general covering more general information and larger samples in

various industries.
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