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ABSTRACT

Analysis of factors influencing consumer satisfaction toward KEPCO,
government electric energy policies and eco-friendly energy policies

Lee, Man Keun

Dept. of Living Culture & Consumer Science
The Graduate School

Sungshin Women’ s University

In recent years, the amount of electricity used by Korean households
has not decreased, and the government’s electric energy policies are
constantly changing. In this situation, consumer needs and satisfaction
toward government electric energy policies are beginning to have a very
important significance. Therefore, it is necessary to discuss and recalibrate
the consumer perspective on the government’s electric energy policies and
to conduct research on the satisfaction of electricity consumers.

In this study, we examined in detail the government’s electric energy
policies such as the household electricity tariff system, the Basic Energy
Plan, and eco-friendly energy policies. We also investigated whether
consumers satisfaction toward KEPCO, government electric energy policies
and eco-friendly energy policies varies according to  various
socio-demographic  characteristics of consumers. Finally, this study
examined the effects of consumer socio-demographic characteristics and
bill dissatisfaction on consumer satisfaction toward KEPCO, government

electric energy policies and eco-friendly energy policies.
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In this study, a survey was conducted among male and female
consumers living in Korea, and 302 questionnaires were used for statistical
analysis. Specifically, SPSS statistical analysis program was used to conduct
t-test and analysis of variance (ANOVA) statistical analysis to find out how
consumer satisfaction toward KEPCO, government electric energy policies
and eco-friendly energy policies differs according to various characteristics
of consumers. In addition, multiple regression analysis was conducted to
identify variables that affect the level of consumer satisfaction with
KEPCO, government energy policy, and green energy policy. The main
findings of this study can be summarized as follows.

First, consumers’ satisfaction with KEPCO was high at 7.35 (out of 10),
while their satisfaction with the government’s energy policy was moderate.
Consumer dissatisfaction with electricity bills was higher among single
consumers, those with the lowest electricity bills (under 30,000 Won) and
those with the highest (over 80,000 Won).

Second, men, married consumers, non-Seoul residents, those with
children, and apartment dwellers were more satisfied with KEPCO. In
terms of age, those in their 40s and 50s were more satisfied with KEPCO,
while those in their 20s were the least satisfied. Consumers with higher
household incomes were the most satisfied with KEPCO, while those with
lower incomes were the least satisfied.

Third, consumers in their 40s and older were more satisfied with the
government electric energy policies than those in their 20s and 30s, and
high school graduates, consumers in their 40s, 50s, and older were more

satisfied with the government’s green energy policy.
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Fourth, the path analysis showed that apartment residence, marital
status, and energy conservation behavior had a direct effect on consumer
dissatisfaction with electricity bills. On the other hand, male, apartment
dweller, married, active energy conservation behavior, and active energy
information behavior are associated with higher consumer satisfaction with
KEPCO. In addition, the wvariable electricity bill dissatisfaction has a
negative effect on consumer satisfaction with KEPCO, i.e., consumers with
higher electricity bill dissatisfaction are less satisfied with KEPCO.

Fifth, we conducted a path analysis on consumers’ satisfaction with
government energy policies, and found that being married, living in an
apartment, and having a high level of energy conservation behavior were
associated with lower levels of dissatisfaction with electricity bills. In
addition, the mediator variable, consumer dissatisfaction with electricity
bills, decreased satisfaction with government electric energy policies. On
the other hand, consumers living in Seoul, active energy information
behavior, and low dissatisfaction with electricity bills are associated with
higher satisfaction with the government electric energy policy.

Sixth, the path analysis shows that consumers living in apartments are
more dissatisfied with electricity bills, and the higher the level of
dissatisfaction with electricity bills, the lower the level of satisfaction with
the government’s green energy policy, while consumers who actively
practice energy conservation are more satisfied with the government’s
green energy policy.

Based on these findings, we make several recommendations. First, since

dissatisfaction with electricity bills is an important variable for satisfaction
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with government energy policies and eco-friendly energy policies,
consumers’ dissatisfaction with electricity bills should be reduced by
reorganizing the rate structure by type and differentiating rates by region.
Second, it is inevitable to raise electricity prices to reflect the cost of
electricity, but consumer-oriented policies that reflect the consumption
patterns of electricity consumers are required. Third, it is necessary to
increase consumer satisfaction toward government’s eco-friendly energy
policies. Environmentally friendly production and consumption should be
practiced and communication should be strengthened through publicity.
Fourth, energy conservation behavior has been shown to influence the
government’s energy policy and green energy policy, and energy
conservation should be induced through normalization of distorted energy
bills and related taxes rather than simple conservation. Fifth, energy
information behavior directly affects satisfaction with the government’s
energy policy, which should be accompanied by the provision of
appropriate information and facilitate electricity consumers to respond to
price signals. Sixth, efficient and eco-friendly energy policies should be
planned, established, and consistently implemented to achieve carbon
neutrality by 2050 and 11% green energy by 2035, and to prepare for
future border taxes in the United States and Europe. In addition, nuclear
power policy should be promoted in parallel, taking into account the safety
of nuclear power plants and waste disposal. Seventh, communication with
electricity consumers 1is a prerequisite, and sufficient and accurate
information should be provided. Eighth, electricity conservation policies

should continue in the future. Even if individuals consume rationally,
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externalities lead to overconsumption at the national level, so it is
necessary to encourage low-energy consumption lifestyles. Lastly, it is
necessary to foster energy experts to increase electricity welfare and
resolve consumer complaints, and to implement energy policies at the
consumer’s level to actively respond to climate change.

This study can provide basic information on consumer awareness and
satisfaction with electricity prices, KEPCO, and electric energy policies.
Based on the findings of this study, it should be utilized to understand
consumers’ perceptions of KEPCO and improve the image of KEPCO, such
as electricity supply and pricing and the expansion of nuclear power
plants. Electricity pricing policies, electric energy policies, welfare policies
for electricity-poor households, and eco-friendly energy policies should be
revitalized. This study is expected to be utilized to change the pricing
structure of electricity tariffs, i.e., to activate consumer-friendly electricity
tariff policies. Furthermore, we hope that academic research on various
topics related to electricity prices, KEPCO, and electric energy policy will

continue.
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