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ABSTRACT

A Research on Improvement of Education Services
Quality.
- An Application of Causal Loop Diagram
and Services Blue Print Method -

Son, Youn Byung
Major in Service Operations Management
Dept. of Business Administration

Graduate School, Hansung University

The educational service industry of private sector has been growing
for the last couple of decade in Korea. Education service industry is
forming an axis of the industry as an economic activity that increases
utility by bringing a change of human knowledge and mind.

There are public education which the government manages
systematically and private education which means that extracurricular
lessons and institution lessons are practiced out of school in
educational service. In case Korea, the educational service for public
education to achieve is moved to the market of the private education
because of reasons such as insufficiency of educational facilities,
shortage of competent teachers, shortage of finance, and an excessive
number of people. Therefore, the market of private education becomes
extended tremendously and enters into competition market system by
more supply than demand.

The main purpose of this study is to examine how the student’s

satisfaction on the education provided in a sector of private education,
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can influence the institution’s management.

This study explains a theoretical background to the quality factor of
institute’s education service, by categorizing institute program into
product, student management program(mutual communication between
institute and students’ parents), quality of instructors, institute’s facility
and equipment into physical environment, and external factors -
instruction fees and internal and external reputation.

This study identified each part of customers'’s satisfaction (students
and their parents) according these operational strategies and educational
service factors by causal loop diagram, and through service blue-print,
it could propose the improved solution of customer part’s perceived
satisfaction on their repurchase intention and spreading behaviors.

Next, the major purpose is to find the relations among satisfaction on
the institute’s education quality, its influence on re-enrollment, and
word—-of—-mouth by institute’s reputation.

The education service must survive in the fierce competition of the
market. The more students feel satisfaction on the institutes, the higher
revenue the institutes gain. With thorough study and monitoring,
customer types are classified to actively use the data for the operating
of the institute. Finally, it is the relations between quality satisfaction
and re-enrollment depending on the characteristics of institute’s
operation .

In conclusion, taking all I mentioned above into account, my research
investigates causes to have influences on relationship quality between
service providers and service customers and suggests programs to
improve them. Particularly, in the theoretical point of view, I suggest
programs to make the best use of new relationship quality when
communication decision maker and service user consider their different

conditions.
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