Aef Aol 7]k A g AL

IR AT AT ?;71
A Survey Study on Level of Customer Participation in Perspectives of
I._..u._|m.||._n||r_,a Based Providers

ol4", Msi|ot’, zx[of”
Lee, Myeong—Soo, Seong, Hye—Yeon, Choai, Ji-Ae

P

=

n G | B A MEA| XIS ZAUEHTRH0IMN MEIAS 713, +8, Eoloh= 2FF0] U0 AH|X} HOIH=0] dist a2
& H}"-"Ef g EME Soll 28Kt E +F SUE 92 f’ﬂ’.‘_lih‘_ﬂ FLEAMEIA HAS F=517|4e 7I= X=E ASat
7| .

m I 1 201 St ARQIFERIE U 43 ALK SitH, MEUE) 167} 2RO2 TS MBS BEO| AR Hoj 4755
A MERIE S8 0BUESE| 2015E7IK| MSA| BLY BAEIY S (HACR ZAIE Aldsh 7IEs AHIKt Ho4ES SX5t
1 i wsiR0lS UERIE

'°"—T‘QJ-I' HEE XBE MEA| S FiE27 [0 H8et %# AHIXf HorES 71 HE a7 ':-*HIO' 1Ei|‘"'° (SN
Aok FAIRY BHH & H2| =2 ZEAE Xhé.'EE! 5t Ol &2 $&01 2242 2015 Zajol|l A 7HE &2 HIES LIET
AH[XE S417} BIEE7| AlRol= 32He] ZS 2013 14.6%, 2014‘-=I 157%. 20154 184%= SOkt 1 tl|§0| 7f0f U= A
o= LIEHY. MSAIet 2H[X7t S5t J-*J'ﬂi ZEEE HAths 71 w2 +F AR 52| Z A=0(71 5Lt sholct
T HIZ0| S7tetx YUS.

nZ B HNSAHEHO0) A0 MH|AQ 71| 4-el, W aRg TEtof U0{ AH[XQ| F0H0] gt 2RH0| SCH= AUSLf X
E0l0| LBt 422 U] Lt 22 U8t HEHBE o= AT 420] DI22IQI0] HoIAZ SIAS OBt Ciotst Amel &
of & A7t MISAE EE2| AHIXF HOXI RS oHAE ZClolt £F F4 H412 AH|X EFHO| AH|X HHX|ENLE fgt F
£A17t O|FO0{X0F & N2 HY

FR80] : AH|XHEH

Abstract

m Purpose : The purpose of this survey study was to provide with primary data for expanding customers participation in
services and establishing an advanced mental health service system through understanding the customer participation in
planning, implementation, and evaluation of services of the local mental health centers in Seoul and analyzing the present
condition.

= Method : This survey study used a questionnaire which was developed to be composed of 4 categories(provision and
collection of information, reference, solidarity, partnership) with 16 questions in 2012 for measuring the level of customer
participation in perspectives of providers, investigated the mental health centers in Seoul from 2013 to 2015, evaluated the
level of customer participation of each center, and monitored their annual changes.

= Result : As a result of applying the developed indicator to 140 mental health centers in Seoul, the number of centers in level
1, the lowest customer participation level, had been gradually decreasing. On the other hand, in 2014, most centers were in
level 2, one level higher than the provision of information just enough fo satisfy the right to know. In 2012, 14.6% of centers
were in level 3, the beginning of reflection on customer's needs. In 2013, 15.7% of centers were in level 3, and in 2014,
18.4% of centers were in level 3. This showed the ratio of level 3 had annually increased. The ratio of level 5, the highest
level where providers and customers could exercise their rights to decide, had slightly increased in every year.

m Conclusion : Today, the necessity of the customer participation in planning, implementation, and evaluation of services
is increasing, whereas the actual level of customer pariicipation is staying at pevy passive level where customers are
provided with information only enough to satisfy their rights to know. Therefore, it is necessary to improve the level of
customer participation, Also, this study only provides a customer participation indicator in perspectives of providers, so the
following studies should consider the limitation of this study, and develop a customer participation indicator in perspectives
of customers,

= Keyword : Customer Participation
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