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v 21.4% <7F, 201042 A thv] 0.3% A, 2011498 A wiv] 17.3.9% < 7)
&kl

_29_



2) AsA A
O 44
<E > A A A

@9l 1,(%)

T 20013 2005¢ 2008 2009 2010 20110
14 11,033 10,519 9,970 12,316 11,977 14,063
© (53.4) (48.2) (51.6) (52.5) (51.2) (51.3)
LA 9,611 11,309 9,357 11,319 11,397 13,364
e (46.6) (51.8) (48.4) (47.5) (48.8) (48.7)
A 20,644 21,828 19,327 23,455 23,374 27,427
(100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

& AN AF

2001955 20117+ g 2kol] d s Al A Av A= o o] 2001
W 53.4%, 20054 48.2%, 2008 51.6%, 2009 52.5%, 20104 51.2%, 2011
51.3%-°] 2L, A2 2001 46.6%, 20051 51.8%, 2008 48.4%, 20091 47.5%,
2010 48.8%, 2011 48.7% = U}EFRtTh

<Y 2> Ao uE dnd W3l Fol

(1]
oL @
oxoXx

20014 20054 20084 20094 20104 20114
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©
re
off

<HE 8> AU AdHEHYE A3
whol: A (%)

SE 20014 20054 20084 20094 20104 20114

. ~ 682 230 403 241 261

1064 et (3.1) (1.2) (1.7) (1.0) (1.0)
200) B 5,955 4,665 5,482 3,701 4,467
(27.3) (24.1) (23.4) (15.8) (16.3)

30t] ~ 7,538 6,489 7,601 6,237 8,206
(34.5) (33.6) (32.4) (26.7) (29.9)

40t ~ 4217 3,866 4,486 4,201 5,289
(19.3) (20.0) (19.1) (18.0) (19.3)

500 ~ 1,913 2,049 2,540 2,757 3,130
(8.8) (10.6) (10.8) (11.8) (11.4)

961 1,035 1,511 1,288 1,630

o] A} — ’ , , s

6ot ©1d (4.4) (5.4) (6.5) (5.5) (5.9)
op B 562 993 1,432 4,949 4,444
=9 (2.6) (5.1) (6.1) (21.2) (16.2)
2 i 21,828 19,327 23.456 23.374 27.427
= (100.0) (100.0) (100.0) (100.0) (100.0)

2001 9] A ABE AL HAHEA &

& A7 A3

2005 F-8 2011 7bA] sk v ARl He Al E Al &Au b= 10t o 8o
20059 3.1%, 2008\ 1.29, 20099 1.7%, 2010 1.0%, 2011 1.0%°] L, 20th 7}
20059 27.3%, 2008 24.1%, 2009 23.4%, 2010\ 15.8%, 2011 16.3% = L}et
wth wESE 30U 20059 34.5%, 20084 33.6%, 2009 32.4%, 2010d 26.7%,
20119 29.9%, 40t+= 20059 19.3%, 2008 20.0%, 2009 19.1%, 2010 18.0%,
2011 19.3% = vebykth 503 20059 8.8%, 2008 10.6%, 2009¢ 10.8%,
2010 11.8%, 2011 11.4%0°] 3L, 60t3=2005 4.4%, 20089 5.4%, 2009 6.5%,
2010 5.5%, 20119 59%%= thEb%E
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<E 9> AAHA Aoy H3

9l A (%)

SE 20014 20054 20084 2009¢ 20104 20114

R 9,663 9,873 7,680 8,898 7,514 8,932

= (46.8) (45.2) (39.7) (37.9) (32.1) (32.6)

#7] 017 5,768 5,840 5,987 7,285 6,031 8,817

e b (27.9) (26.8) (31.0) (31.1) (25.8) (32.1)

x]u} 5,213 6,115 5,660 7,272 9,829 9,678

° (25.3) (28.0) (29.3) (31.0) (42.1) (35.3)

7 20,644 21,828 19,327 23,455 23,374 27,4277

(100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

2001958 20114744 v dsAlE AR auARE e AY
AFA7E 2001 46.8%, 2005W  45.2%, 2008W 39.7%6, 20091 37.9%, 20104
32.1%, 2011 32.6%c°laL, =4 A7, dH A AFAZE 2001 27.9%
20054 26.8%, 200811 31.0%, 20094 31.1%, 2010\ 25.8%, 2011 32.1%, 1 9
71eF A AFAE 20019 25.3%, 20051 28.0%, 20081 29.3%, 20091 31.0%,

20104 42.1%, 2011 35.3%= L}EFSE

<29 4> Aojo] WE AW M3l Fol

A|Fof| e AEZE Hef 0|

20014 20054 20084 2009 20104 20114
& w3 Fo]
AHolS AFE AW E v ud AL AEyE e xAde A N F AR E=



o
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<3FE 10> A A7) HE d3Et
whol: A (%)
SE 20014 20054 20084 20094 20104 20114
R ~ 20,544 17,794 21,867 20.377 20,643
- (94.1) (92.1) (93.2) (87.2) (75.4)
621 458 366 394 746
ZROFsHA 711 -
Bk 2.8) (2.4) (1.6) (1.7) (2.7
_ 205 255 170 432 800
wrxlx]CH _
AEARIEA 0.9) (1.3) 0.7) (1.8) (2.9)
99 79 14 1,957 5,166
I AH]AFHA] - (0.5) (0.4) (0.1) (8.4) (18.8)
297 598 1,011 9 67
O_] _ k]
At (1.4) (3.1) (4.3) 0.0) 0.2)
62 149 277 205 5
7 -
1= 0.3) 0.7) 0.1) 0.9) 0)
517 _ 21,828 19.327 23,455 23,374 27,427
= (100.0) (100.0) (100.0) (100.0) (100.0)
¥ 20019 e Al A H3e 3 A H A

* 7|EF 718e F

& A7 A3
20054 5

A2 A 1.3%,
v =} 93.2%,

75.4%, S¢BA7IH 2.7%,

B 20114 71X

3, 20102

AMA7AE I A A
& MR 94.19%, =S A 7B 2.8%,
AbG A 1.49%, 71EF 0.3%°] 9, 2008\ &

2| A )

v A 92.19%,
A n A A 049, AF3AF 3.1%, 71EF 0.7%°]Th 20099 & A
TGAATE 1.6%, ALAAGA 0.7%, WF2
A} 4.3%, 7€ 0.1%0]
oA 1.8%, kA

Aol whs] AW 20059

Al 0.9%, Mk

AU A 87.2%, 54

Al ARl 8.4%, AFAA 0%, 71EF O

0.2%, 718 0%= }EFSE
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3) F3l A N EE

@9l 1,(%)

7 2001 2005\ 2008 20094 2010\ 20114
on 9,688 9.298 9,785 13,033 13,291 15,522
= (46.9) (42.6) (50.6) (55.6) (56.9) (56.6)
eEUA | 2,933 2,787 2,277 1,781 1,934 2,560

aor | AR (14.2) (12.8) (11.8) (7.6) (8.3) (9.3)
T qua 8,023 9,743 7,265 8,641 8,149 9,345
(38.9) (44.6) (37.6) (36.8) (34.8) (34.1)

- 20,644 21,828 19,327 23.455 23.374 27.421

- (100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

¥ EE OE AnAa", 259 of&AdM Tl 259 B e AY T

3} gofo

lid

2001458 201197k A] S anj el dalFAR Jrd A5E =
2 ZA FEIE B 4% 2001d 46.9%, 20059 42.6%, 20089 50.6%, 2009
W 55.6%, 20104 56.9%, 2011 56.6%°] 3, &2 4% EEFHEAM A7} 2001
d 14.2% 20059 12.8%, 20089 11.8%, 20099 7.6%, 2010\ 8.3%, 2011 9.3%
o] 31, AHu] A7} 2001 38.9%, 20051 44.6%, 2008 37.6%, 20091 36.8%, 2010
W 34.8%, 20119 34.1% = hERYEL
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@9l 1,(%)

T+ 2001 2005 20089 20094 2010 2011
=AW A/S 7,304 7.779 8.527 10,247 11.090 13,581
(35.4) (35.7) (44.1) (43.8) (47.4) (49.5)

Aok e 8,730 8,929 6,513 8,144 6,968 8,282
s (42.3) (40.9) (33.7) (34.7) (29.8) (30.2)
Boyago] 3,185 3,299 3,657 4,251 3,637 4,259
(15.4) (15.1) (18.5) (18.1) (15.6) (15.5)

AA @ g3 463 781 189 178 708 622
S (2.2) (3.6) (1.0) (0.8) (3.0) (2.3)
obx] Tra 183 315 129 218 279 288
tTTT (0.8) (1.4) (0.7) (0.9) (1.2) (1.0)
ok 338 93 38 55 184 111
e (1.6) (0.4) (0.2) (0.2) (0.8) (0.4)
TA W W 79 184 125 159 132 128
~° (0.4) (0.8) (0.6) (0.7) (0.6) (0.5)
71er 362 448 239 203 416 156
(1.7) (2.0) (1.2) (0.8) (1.6) (0.6)

1] 20,644 21,828 19,327 23,455 23,414 27,427
= (100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

& A A%
2001 58 20114747 A& A Ha Al ol Aol s dvrd A

2 A/SE 2001 35.4%, 20004 35.7%6, 2008w 44.1%, 20091 43.8%, 20104
47.4%, 2011 49.5%, A°F ##H-S 2001 42.3%, 2005% 40.9%, 20081 33.7%,
20094 34.7%, 2010 29.8%, 2011 30.2%, F-23 91+ 2001 15.4%, 20054
15.1%, 2008 18.5%, 20094 18.1%, 2010 15.6%, 2011 155%, 74 % 8+
2.2%, 20059 3.6%, 2008 1.0%6, 20091 0.8%, 20104 3.0%, 2011 2.3%, <+
e -2 20019 0.8%, 2005% 1.4%, 20084 0.7%, 2009 0.9%, 20104 1.2%, 2011
W o1.0%, 932 20019 1.6%, 20054 0.4%, 20084 0.2%6, 2009 0.2%, 20104
0.8%6, 2011 0.4%, FA %
20094 0.7%, 2010 0.6%, 20114 0.5%, 7
W 1.2%, 20099 0.8%, 2010 1.6%, 2011 0.6% .2 L}EFSETE

Fae= 2001 0.49%, 20058 0.8%, 2008W 0.6%,
= 20019 1.7%, 2005\ 2.0%, 2008

& "t Fo

g 7A Ja A olwd dse Ay
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48 ASE v F7sta gk A BHOE <

9 Aoz vheby
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©
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)
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@9l 1,(%)

I8 20014 2005 20084 20094 2010 201149
B 12.923 14,366 12,539 15,661 15,669 18,903
Aut whoj

(62.6) (65.8) (64.9) (66.8) (67.0) (68.9)

S 628 234 3,116 3,872 4,145 5,150
(3.0) (1.1) (16.1) (16.5) (17.7) (18.8)

B 3,771 3,261 1,999 2,005 1,923 1,824

il

(18.3) (14.9) (10.3) (8.5) (8.2) (6.6)

7] EtgAl T 895 1,085 648 737 789 767

i (4.3) (5.0) (3.3) (3.1) (3.3) (2.8)

S| asae 1,550 884 596 717 498 444
e (7.5) (4.0) (3.1) (3.1) (2.1) (1.6)
o o 142 169 166 188 256 272

TVEAd

i (0.7) (0.8) (0.9) (0.8) (1.1) (1.0)

Aol 477 1,770 73 163 78 61

(2.3) (8.1) (0.4) 0.7) (0.3) (0.2)

7|EFE 2Tt 258 59 190 112 16 6

o (1.2) (0.3) (1.1) (0.6) (0.1) (0)
g 7,721 7,462 6,788 7,794 7,705 8,524
- (37.4) (34.2) (35.1) (33.2) (33.0) (31.1)
A 20,644 21,828 19,327 23,455 23,374 27,427
(100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

& A A

200178 2011744 el a4 Al e Aol dis] Ayud Ak i
mle] 7 20019 62.6%, 2005 65.8%, 2008W 64.9%, 2009 66.8%, 20104
67.0%, 2011 68.9%°]3L, 4 el A9 20019 37.4%, 20054 34.29, 2008
W 35.1%, 20099 33.2%, 2010 33.0%, 2011 31.1% =2 L}EFRET

El g RS gdrAdom Auum AxdAdE 20019 3.09%, 20054 1.1%,
2008 16.1%, 20099 16.5%, 2010 17.7%, 2011 18.8%, “W&¥v= 20014
18.3%, 20051 14.9%, 2008 10.3%, 2009 85%, 20109 8.2%, 2011\ 6.6%, 7|
B 9= 20019 4.3%, 20059 5.0%, 2008 3.3%, 20099 3.1%, 20109
3.3%, 20119 2.8%, AsAH Ful= 20019 7.5%, 20059 4.0%, 2008¢ 3.1%,
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20094
’ 2010]/:1
0.8% d2.1%
’ 20 ) 0,
2.3%, 2 083 0.9%, 2009 0 20114 1.6%, TV#
3%, L (0.89 ’ DJ/J\_D'J
sy 0052 8.1%, 2008 8%, 2010 1.1%, 20 J& 2000 0.7
= 2 o) = 4049 196, 2011 7%,
2011 3= 20014 1.2% %, 2009 0.7% 2 1.0%, wd e 2000
1/ . O . T -I:
qe 0%z U . 20054 0.3% 6, 20104 0.3% = 2001
194, 20094 2%, 71 e
, 2010
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4) 38 A A e 4 vt
<G 14> v Al el - g WskEo]
el 2,(%)

R 20014 2005 2008 20094 20104 2011

o) e 1,934 1,399 1,129 1,050 1,210 1.283
T (9.4) (6.4) (5.8) (45) (5.2) 4.7

] 871 883 751 1,028 995 1.305

g (4.2) (4.0) (3.9) (4.4) (4.3) (4.8)

e 1,455 4,821 2,087 3715 3,947 5,306

3 n (7.0) (22.1) (155) (15.8) (16.9) (19.3)
S oAl o] a1 7,245 4718 2.828 2934 2.389 2,157
A o (35.1) (21.7) (14.6) (125) (10.2) (7.9)
4 . 2,955 3,201 2,381 1,962 2,024 2473
° (14.3) (14.7) (12.3) (8.4) (8.7) 9.0)

N 823 434 710 500 536 737
AN (4.0) (2.0) 37) 2.1) (2.2) 2.7)

o 15,283 15,456 10,786 11,189 11,102 13.266

- (74.0) (70.9) (55.8) (47.7) (47.5) (48.4)

0 559 802 1,370 3,702 612 1,780
ewE 2.7) (3.7) (7.1) (15.8) (2.6) 6.5)

e s 697 975 753 829 1,087 929
AseA % A==ES (3.4) (45) (3.9) (35) (46) (3.4)
. 4,105 4,595 6,418 7735 10,573 11,452
Al AW g 21.1) (33.2) (33.0) (45.3) (417)
A 20,644 21,828 19,327 23,455 23,374 27,427
(100.0) (100.0) (100.0) (100.0) (100.0) (100.0)

200155 201197k & 5-A Ag] Aol s AHEWH 2A FgHH, x
a1, AstsA 2 HYsEe, AT € FFUEHE FEE 5 A FIA
A4S Ay 2001d 74.9%, 20059 70.9%, 2008 55.8%, 20099 47.7%,
20100 47.5%, 2011 48.49%¢°]aL, Fo)7} %A o} AN o= ozt A=

i)
N
X

20019 2.7%, 20054 3.7%, 2008\ 7.1%, 20099 15.8%, 2010 2.6%, 20014
6.5% %= ek 3 FHekT A R A Eee 20019 3.49%, 20051 d 4.5%, 2008
W 3.9%, 20099 3.5%, 20104 4.6%, 2011 3.4%°]™, AEAT 2L BE7]Ee]
7§ 2001 19.9%, 2005 21.1%, 20081 33.2%, 2009 33.0%, 2010 45.3%,

2011 41.7%= e

¢ W3 5o
dal 74 Ag 2 T A H, 2ANA, HakeA R AdET, AvAT ¥
H

AeleE 77 A
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ABSTRACT

A Study on Feature Analysis of Secondary consumer

consulting and Comparison of Primary consumer consulting

Yang, Yoon Jung
Dept. of Living Culture & Consumer Science,
The Graduate School

Sungshin Women’s University

In Korea, consumer consulting center has been operated by consumer
protection organizations, local governments, Korea consumer agency, and so
on for injury relief of consumers and solving their complain. However,
because there were many redundant counseling, special organization
monopolized this work, and so on, it has been continuously discussed that
consumer consulting center is inefficient.

According to this, in Fair Trade Commission, Korea consumer agency, and
Korea National Council of consumer organization through main phone number,
1372 without a telephone exchange number, the system connecting consulting
organization located in the country automatically was established and from
January, 4th, 2010, it has been operated.

Therefore, in this study, it was trying to compare and analyze annual report
of injury relief published by Korea consumer agency from 2001 to 2011 and
carry out depth interview to over b-year—experienced counselors in Korea
consumer agency for finding differences before and after opening consumer

consulting center. Followings are the summery of main results in this study.
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Firstly, after introducing consumer consulting system, it is possible to solve
the problem, telephone inquiries were concentrated on Korea consumer agency,
by spreading them to customer protection organizations and local
governments, by which it is also possible to increase total response rate.
Moreover, through establishment of this system, it enables rapid injury relief
and through simplified process for injury relief, it enables rapid work
processing.

Secondly, after introducing consumer consulting system, through computer
system, it is possible to find prepared counselors in real time and connect
them rapidly, by which it is also possible to connect the phone. According to
this, it enables solving complain of customers generated by phone
disconnection and it also enables increasing contacts of consumer protection
organizations for injury relief significantly.

Thirdly, because customer’s expectation level on their rights as well as their
knowledge level is higher than before, their inquiry level also becomes higher
and time for counseling also become longer. Therefore, the number of
dissatisfaction about counseling contents and attitude of counselor has been
increased and according to this, stress of counselor has also been increased
significantly.

Fourthly, through counseling information on customer injury provided by
consumer consulting center, it is possible to find products which damaged
customers before rapidly in related organizations and it is also possible to
prevent additional injuries of customers by some methods such as asking
investigation on sales of products, recommendation of correction on related
businessman and issuing safety warning to customers as well as individual
injury relief of customers.

On the basis of the result of this study, through comparison and analysis
before and after introducing consumer consulting center, it is possible to find
various problems faced by consulting center now. Moreover, it can be a

material for appraisal and analysis on the operation of consumer consulting
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center and through the result of this study, it is also possible to find methods

for developing consumer consulting center effectively.
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