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Summary

A Study on Satisfaction and Quality of
e-Government Services in
Health and Social Welfare Sector

Seewon Ryu

The purpose of this study is to analyze the usage, satisfaction,
quality of electronic government services of health and social welfare
sector in Korea. I analyzed the e-government services as the three
functional categories of information services, public services, and
public opinion polling.

I collected the data through an online survey in November 2002
involving users of the 22 websites of public health and social welfare
organizations.

The major findings are as follows. First, usage, overall satisfaction
with the quality of the e-government services in health and social
welfare sector is not high enough. Second, the level and range of
demand for e-government services is high and detailed. Third, there
are differences in usage, satisfaction and quality by institutional
group. Finally, it is suspected that a lack of attention to user’s
demand is responsible for the low quality in this service area.

Based on the above mentioned results, I suggest that the
government and each institution in health and social welfare sector
should renovate e-government services to enhance satisfaction and
quality levels. Therefore, citizens would be more active and
productive in playing their social roles.

However, the study may have a method bias that is commonly
found in empirical research. Other biases may be detected in some of
the important variables concerning the quality of e-government

services.



