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[Abstract]

This study aims to systematically evaluate the service quality of science and technology knowledge platforms and propose
user-centered improvement strategies. The Korean Customer Satisfaction Index-Science and Technology model is applied to the
ScienceON platform operated by the Korea Institute of Science and Technology Information, and importance-performance analysis
is conducted to identify priority areas for service improvement. The analysis shows that elements such as information-search
efficiency and service-usage guidance score high in terms of importance but relatively low in terms of satisfaction, thus indicating
the necessity for focused improvement. Meanwhile, social quality and performance quality are rated relatively high in terms of
overall satisfaction. As an empirical case of quality assessment for science and technology services, this study is expected to
contribute to the operation and policy development of science and technology knowledge platforms.
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Fig. 1. KCSI-ST model
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I 1. KCSI-ST 7|8t IMatEE M3 3hx
Table 1. Customer satisfaction survey Items based on KCSI-ST

Model Dimension Component Measurement
. ) Level of expertise, accuracy, and completeness of the work system, possession
Professionalism ) h
of required skills, and necessary knowledge for tasks
Content Quality . Effort level in service creation, including adherence to planned schedules and
Efficiency s L
efficient utilization of workforce
Effectiveness Degree of alignment of service outcomes with objectives and policy value
Degree of usefulness and diversity of information provided, and timeliness of
Preparedness .
service processes
Process Quality Responsiveness Level of courteous, prompt, and accurate response to customer inquiries
) ) Sincere communication with customers during service delivery and appropriate
) Sincerity . ;
Preceding support after service completion
Factor Accessibilit Ease of access to the service and related information, as well as the ease of
Environment v contacting the responsible personnel
Quality Degree to which the provided information is easy to understand, aligns with the
Relevance ; ;
search purpose, and offers the necessary functions for service use
) . Performance of tasks with a sense of mission, responsibility, and alignment with
Rationality L ,
institutional duties
Social Quality Faimess Exlecutlon of tasks following guidelines and procedures with transparency and
fairness
) Contribution to public interest and efforts to enhance the utilization of provided
Public Interest )
services
) . Overall satisfaction considering all factors such as service content, process,
Absolute Satisfaction f ; )
Overall environment, and social quality

Satisfaction

Satisfaction

Relative Satisfaction

Relative satisfaction with the institution’s services

Emotional Satisfaction

Emotional satisfaction experienced after using the institution’s services

Content Satisfaction

User satisfaction with the institution’s core services or service products

Factor Elemental Process Satisfaction Sat}sfactlon with the overall human and institutional aspects of the service
” . delivery process
Satisfaction
Environmental Satisfaction with the institution’s information provision environment and facility
Satisfaction conditions
SOC'al. Social Satisfaction Satisfaction with the institution’s fundamental responsibilities and roles
Satisfaction
Reliability Trust in the institution's policies or activities
Inst&;:}t:gnal Favorability Intention to reuse the institution's services
Performance Willingness to Improvement in the institution's reputation and image (e.g., praise,
Performance Recommend recommendation to acquaintances)
Factor ) ) )
Institutional Allgnmer;tu\r/\ggeFoundmg Alignment of the institution's services with its founding purpose
Macro — -
Performance Contribution to National

Development

Contribution of the institution's services to national and social development
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Table 2. Characteristics of the survey sample

Category Subcategory Frequency | Percentage 4-1 ’.‘_'EVE,' 7:'-'% .;! EI‘%*E %17|_
Male 79 74.5
Gender Female 27 25.5
20s 13 12.3 B AFeA = AR~ FEE S817] 918l & 22719 A
30s 13 12.3 T 2S ggsiglon, ool ta Suel NN Bk
e aroup = 2 2 7] 9150 €0k 2t (Cronbach’s o) 7158 #418k9i0
s . - s . . = z]=11- ST
s0r 7 6.0 ks 9wt e £ 2 0 A9S SYse AR
government 4 3.8 2, Aty o7 1o ypkesS 53 7F Sgo] d3EY 4l
Univ. 26 24.5 Bwr} Fe glos S HE AurE o 0.7 ool A
research B 2= 0]l 2mm o E 712 o] AFO] Ao = eIt I
Affiliation | institutes/publich sectors 9 8.5 =T M O IEEY, 0.6 o3 AFolE A &
company/facility/ 63 59.4 Aol wpe} =& 7Fesitial HrhEeh B Ate] AlgAd HA
organization ' Az}, 28015 v} AlSE 0.9830% ekt u)$- = 5
others 4 3.8 - _
T = e Eol A= uglth. ol B AT AR AR Egol
students 12 11.3 Au| 2 FE FAol o] =2 AP FAs, $H T
researchers 57 34.9 WMol 7} Ho} AE|3 4 Qi BrF BT AR,
Occupation ofglgehwi;kers 260 158.79 B 9= 712 AoA] d=E KCSI-ST R3S )
publich officers . ~ B _ B
<aloosonos 3 o 2 4ES TASRen, dg wae) ey B dle)
others 11 10.4 AMA gl BX(Exploratory Factor Analysis, EFA)S A
Byrs 23 21.7 NS R AFES @9E] S8 KMO
3-5 i 10.4 . .
577& 5 ] (Kaiser-Meyer-Olkin) 77847 0.8 ¢]4<] gto] Wk,
gear. of 7-9yrs 10 9.4 Bartlett 784 A4+ p<0.001% 23t} o] A¥=
ervice - - -
o-Tiyrs 2 1.9 B8] 2ol AR dlolH 2AS AT A8S B
1,\1‘/)//28 532 429'81 sk = Sl 821 5 WHeEE F4E 4 (Principal
e 9 8.5 Component Analysis)e] 285 o], 11F3k(Eigenvalue)©]
BA 21 19.8 1 o]/l A5 171e] 88lo] FZH ATt FE2H 8212 %A
Educational B A
background MA 26 24.5 W0 95% o)/ A E 4= Uik ZF Akl <l A4
F;E'?S ?? ?g'i #(Factor Loading)-> ahte] a<lel| tial] 0.95 o]/e] #t
othe . ~ N
Jomestic papers % %3 & wel, 7k Agle] £ T4 B /T 9eg Bl
Fregeuntly | _international papers 17 16.0 gt = Ak 53 AVE(Average Variance Extracted)7}
used content patents 8 7.5 0.5 0]’;}2& E]—Eo"/‘é o] Y= Ao7 "]’EP/T)\'E]'
type reports 30 28.3
i i 1 12.
M - 22 3. tie0l D8 A=y 2 ED 24 2T
2—dyrs 31 59 2 Table 3. Rellabl!lty and validity analysis results of the
pllt?grr; one 5 7yrs o8 56 4 preceding factor model
8—10yrs 18 17.0 Diiemstern Nulmber of | Crhronbach’s AVE flzacctjpﬂ
11yrs— 19 17.9 tems a oading
To search and utilize Content
) 6 913 0.992 0.996
various KISTI science 36 34.0 Quality
and technology contents Process
To explore the latest Quality 6 932 0.992 0.990
trends in my field of 29 27.4 Environment
interest “‘gt’;itye 4 978 0.952 0.976
To obtain the electronic 30 302 - -
Purpose of | full text of the materials : Social Quality 6 .795 0.996 0.998
use To build a
research—oriented 1 9 o
content environment for ’ 4-2 KCSI-ST &4
collaboration
To get recommendations oo A Blas B W2l mhE o o] mE o] %
and use relevant 7 6.6 ATl &-8-3 KCSI-ST A w5891 23 A
research content HhA ok Q 4 wkE AL A 9SS A o] Hgke V)Eke.
others 1 9
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AT B A Ad 8] AAR1ze E9A (86.97%) % 3] +=(86.8%) o] &x7} 1 HE o) 1
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L5 Ho|il 9IS ofn|gith AlF8kaLl Qs HoETh
pfon U 2Pl du W Ama s o1F Z17PE BAeINE FRES 11 o4 o183 o] §
Ao 22} 8747905 87.59 0.2 vehete. GEe Aol W) 922408 b4 Egkow], 1d of] olgx
85.5%S 71=3a3it). gk, Maacl E?ﬁ(’ﬂfﬂb f\}ﬁ = o] WS 89.35 0% H|wA 2 FFEE Bk i,
do] 87.8% 0% 7P & RS Wekon, ojojq W& & 5-7d o] &3 o] 84| YT} 83.6FH R P WAl v
2A(87.17), 34 F4(82.34), 34 %é‘(82.0%§) o
hehsk ) AUhedl B B4 Aw ujxd gatsl A E 4 H2EE SY8 KCSIST HE
ANA A7} B 88.3W 0T B 222S 7|25 L Table 4. KCSI-ST score by respondent characteristics
2 3). o]g]3t A= yelr)s A|AlelZ ) ESkAH| A = Category Subcategory KCSI-ST score
Fol AuH o R &o FFo AH|A~ FAS AT 9o 20s 86.3
o, 58 AkslA A g3k Sl 9 BrkE wa 305 772
S Bty 3). Age group 40s 92.9
50s 86.8
90 60+ 85.3
883 883
o5 g4 o751 o, 87.8 government 87.6
" Univ 87.5
8 855 research institutes/publich
S 88.4
o Affiliation sectors
g 823 company/fagﬂﬁy/ 86.3
82 organization
I I ! others 86.7
80
.&“O .é@‘}\o e,\q?@e @’é\ﬁ o@\\\* o"Q}\\A \o"q’\\“ &\&Q& d\«@&e o 857
I A S S S BA 88.9
z@\% Qo@% & &S Educational
5t = & S &
° & < &S background MA 86.0
S Ph.D 87.1
& &
others 86.1
8 3. KCSI-ST Z& 7MeAH X domestic papers 86.9
Fig. 3. KCSI-ST model component scores - -
international papers 86.8
Fregeuntly used
patents 88.5
o184 B WEE 4 A3}, ARz 407 ol §4 content type
reports 86.7
o] RIEE7F 92,98 02 7P Ekom, 50t(86.84) <} 20 _ :
trend information 85.9
th(86.3%)7F 1 W& oI{rk. ke, 300) o 8pe] WEs} - o5
77.278 02 7 wrol Ao upE =% o]z EAs) 2 ayrs 550
= A 0= YEpyith vears of 5-7yrs 83.6
g7 7hE BA O A TSl T | Ak o] gx)o] uk platform use 8-10yrs 878
=57} 88.57H 02 7 = L]'E]"/T}(Q-L]'y AANHo 7 Ad 11yrs— 922
= 1-0)- = S I
7]"'} XJT X]'O] ELX] ‘59/\14 O]‘— v}s} ]E ;(];\10 J"F/]' To search and utilize various
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