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Abstract

A Study on the Relationship
between Service Quality and
Customer Satisfaction according

to Customer Types :

Focusing on the Case of KEPCO KPS

Kim, Young Jin

Department of Public Enterprise Policy
The Graduate School

of Public Administration

Seoul National University

Maintenance service market for the power utilities, which is on the
center of public interest given the recent massive blackout, faces an
increasing customer demand for the high quality maintenance service
and a severe competition among maintenance service companies in
the field. Thus, maintenance service company needs to overcome the
difficulty via identifying customer needs and improving the quality of

maintenance service.

This study analyzed in what extent the quality of maintenance



service for the power utilities influences customer satisfaction, and
the moderating role of customer type in relationship between quality
of such maintenance service for the power utilities and customer

satisfaction.

To this end, a hypothesis was set up based on theoretical
background for the previous study on reference to SERVPERF model
measuring service quality by the level of performance. To
demonstrate the hypothesis of the study, factor analysis, cronbach
alpha analysis, multiple linear regression analysis and moderating
effect analysis using the data collected from the questionnaire
survey in KEPCO KPS have been conducted. Belows are the

summaries of the study.

Firstly, reliability, responsiveness, assurance and empathy, which
are the 5 sub—components of maintenance service quality, statistically
have a significant positive effect on the customer satisfaction in the
hypothesis which the service quality for the power utilities
maintenance service is set up as an independent variable and the
customer satisfaction as a dependant variable whilst tangibles have
not. Also, it was found that the level of significance of maintenance
service quality on customer satisfaction appeared in an order of

reliability, responsibility, assurance and empathy.

Secondly, customer type did not carry out the role as a moderator
in terms of tangibility and reliability whilst did perform the role of
moderator in terms of responsibility, assurance and empathy in the
hypothesis which set up the maintenance service quality as an

independent variable, the customer type as a moderating variable, and



the customer satisfaction as a dependant variable. When it comes to
the level of moderating effect considering customer type, it was found
that the customers for transmission and transformation service areas
have higher moderating effect in the relationship between
responsiveness and the customer satisfaction, compared to the
customers of nuclear and hydro power. On the other hand, the
customers of nuclear power area has lower moderating effect than
the customers of thermal, hydro, transmission and transformation
areas 1In relationship between the assurance, empathy and the

customer satisfaction.

In conclusion, according to the results of the study, in some extent
maintenance service quality has a positive effect on the customer
satisfaction. The customer type partially has a role as a moderator
between the maintenance service quality and the customer

satisfaction.

keywords : service quality, customer satisfaction, moderating
effect, customer type
Student Number : 2011-22248
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