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Abstract
Won-Hee Chung

This is a study on analyzing and developing ways of improving administrative
service quality. This study focuses on “Service Standards or Service Charters”,
and “the Service Delivery System and Procedures”. This study is “Service
Standards or Citizen Charter”. This study analyzes the ways and effects of the
measure of service standards in the developed countries and tries to present
better way of introducing service standards system in our country. Based on the
problems of Korean Service Standards or Service Charter and the experiences of
other developed countries, this study presents ways of improving Service
Standards System in our country as follows.

This study examines the service delivery system and procedures of
administrative services to develop and present better way of service delivery
system. In this regard, service delivery system and procedures theoretically, in
relation to service quality. Under this approach, this study presents following

agendas to improve the service delivery system as well as service quality itself.

FAol: WAMu s, nAE AH|2FD, AuEAA, AGAAEA

Key Words: administrative service, customer satisfaction, service quality, service

delivery system, local government
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