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(1) CRM¢] A9

'CRM(Customer Relationship Management: 172337 &e]) ol tjste] HE3taL
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137 §HARE Agets 1Az A
A Ao A fAE T T ATHIIEA Zr)H oz 1] 424
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stz ahe Aotk F, 2 nAH AF AYE AT F TFd vAE
&5 st 1 aATe BAE ASAA BN BAA T 1A e
Zolt, A&A Q] 1A43te] A %ﬁl% Tl A2 9le A71ES ola s S
gfstel = o] CRMO] F78h= o 12 & 4 TS 1 2002: 59).

(3) CRMe] &4

CRME 34 29| oig 74A @Ae] AAX TARAE FEHIL FHAA
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webA CRME thed 2 54S 2o gt
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[ Abstract]

A Study on Public Customer Relationship Management of Local

Government for Customer Satisfaction Administration

An administration of modern stage reforms that do re-thesis of government role to
base by effect of New Public Management are propeled worldwide vigorously.

In case of our country is unexceptional, efforts that wish to innovate administration
through emphasis of competition principle of public sector.

Specially in participation government, innovation that basic intention point of
reforming reflects customer oriented administration service, customer satisfaction,
consumer priority though innovation of administration is emphasized is increasing
greatly

These effort are concentrated in management and technology dimension like
performance management, performance evaluation, total quality management(TQM),
deregulation, service satisfaction, co-production of public service, public service chater,
management by objective(MBO).

Local government is achieving effort to solidify self-government capacity and
accomplish efficiency.

Now, as administration concept, customer satisfaction(CS) becomes essence of
administration not inhabitants as target of administration but customer oriented that put
priority inhabitants’ satisfaction that is subject of administration, local government is
trying competitivily for administration service improvement.

Though effort which local government is satisfying citizen that is customer as

corporation and proceed public service way to improve trust by link of effort that seek
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customer satisfaction, it is PCRM (Public Customer Relationship Management) justly.

PCRM analyzes inhabitantses’ demand to provide the best service in customer’s
vantage point and maximize their satisfaction, to him suitable information and
administration service, it means system that plan and execute and evaluate and control
to offer actively.

Need that local government does administration of customer satisfaction(CS) center
to cope in change of administration environment, and public customer relationships
management(PCRM) can become very important means to maximize customer
satisfaction.

But, PCRM discussion in local government dimension did not consist hardly in spite
of usefulness and necessity, and it is real that many local governments are undergoing
confusion about method to consider this concept very unfamiliarly or utilizes yet.

The purpose of this research is that solve these problems, and local government
introduces PCRM that is administration reform policy that grope technological
consideration item and so on beforechand and offer basis foundation for PCRM

introduction in local government dimension.

To examine theoretical discussion of CRM and PCRM in this research for this, and
analyze practicableness of PCRM introduction in local government depending on theory.

Together, example of Hanam city and Pajoo city those are local government which
is utilizing Pusan city introducing PCRM by first to examine main issues of realistic
viewpoint are main issue and obstacle connected with PCRM introduction after
direction analyzing comparison and grope the improvement alternatives.

There is effect that can expect introducing PCRM in local government is as following.

First, because customer oriented administration is become substance it is that can

provide 1:1 order service against citizen’s’ each persons.
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Second, we can raise practical use degree public good of customer information,
Third, citizens’ feedback about government activity heightens accommodation and
processed government function reorganization of customer center and possibility of
policy improvement urgently.

Fourth, we can be marched to meaning of qualitative improvement of customer
satisfaction administration can encourage equability as well as efficiency, administrative
value.

However, that is important effect that discuss over as result that analyze example
area of Pajoo, Pusan, Hanam, and so on and several obstacle that can happen at
introduction process in spite of advantage and problem issues law - in systematic
dimension, management dimension, technological dimension majority exist .

We present to reflect realistic situation of local government and introduce PCRM
gradually law - policy proposal in systematic dimension, management dimension,
technological dimension.

First, we have to prepare law so that PCRM is not stranded at early stage through
collision with information protection law in systematic dimension full equipment for
personal privacy protection.

Second, we need construction of charge professional human strength and capacity
enrichment in management side.

Third, PCRM’s introduction must communicate paradigm of administration to
customer central thinking in terms of need propitiation and accommodation in
formation.

Fourth, PCRM must approach gradually and progress step by step in introduction
administration dimension.

Local government must progress which make out PCRM road map and equip

systematic propulsion system for this.
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