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9] Aol |t AHHA, 2006; &4 2|, 2013; §55, 2015; ofn|of-AAL,
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The Structural Relationship Between Class and
Public Service Perception

Sun Hee Kim, Hyun Joon Kim & Yoona Chin

Governments provide a variety of public services to society to achieve
public value. It is important to adequately provide public services that can
meet the needs of the public. Based on the assumption that the
expectations and preferences of the public service are differentiated
according to the class, this study presents a theoretical model explaining
the association between class and public service perception and conducts
an empirical analysis by using the structural equation modeling approach.
The results show that class has no statistically significant direct effect on
the overall satisfaction of public life. However, depending on which tier of
class a citizen belongs to, the reliability of the public service provision
system operated by the government and the quality of public service
gained from the operation process vary significantly. Such differences
further affect the overall satisfaction of public life, resulting in indirect
effects of class on the satisfaction of public life. Therefore, it is necessary
to investigate if the public service provision system is designed and
operated adequately to fulfill the needs and preferences of each class to
enhance the satisfaction of public life. In the process of public service
provision, efforts should be made to ensure differentiated accessibility,

responsiveness, and participation opportunities for each class.

% Key Words: Class, Public Service Perception, Reliability of Public Service

Provision System, Quality of Public Service, Satisfaction of Public Life



