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Case Report on the Survey Results of Educational Satisfaction According to the

Operation of Occupational Safety and Health Training Institute
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ABSTRACT

Objectives: This case report aims to contribute to the enhancement of training quality for occupational accident
prevention by conducting surveys on customers’ satisfaction with the training course management by the
Occupational Safety and Health Training Institute (OSHTI) of KOSHA.

Methods: Surveys were conducted through phone calls, customer service documents, and questionnaires
from January 1, 2018 to December 31, 2018.

Results: The surveys showed an answer rate of 97.36% and handling rate of 97.47% in 2018, an increase of
1.15% compared to 2017. The number of monthly inbound calls in 2018 was 5,902, rising 0.10% year—on-year,
and the average inbound calls per day in 2018 was 289, a decline from 291 the year before. The number of
provisions of customer service in 2018 was 68,952, increasing 1.89% year-on-year. The number of inquiries on
the training curriculum was 58,744 in 2018, an increase of 3.98% compared to the 56,498 recorded in 2017.
Inquiries on job training centers were the most common, numbering 27,114 (39.32%), followed by e-learning
18,470 (26.79%) and expert courses 13,160 (19.09%). Of the 149 answers to the customer service survey,
‘Nothing to complain about’ accounted for 86 (56.72%) and ‘Diversifying training time and programs’ numbered
22 (14.77%).

Conclusions: Customer satisfaction in 2018 increased compared to that in 2017. However, there is a need to reflect
the demands of customers for diversifying training time and programs, offer practice—centered training, and

collect opinions on providing information in order to maintain high quality training course management.

Key words: Customer Satisfaction(CS), Education Center, Occupational Safety and Health
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Table 1. The results of the incoming call and response call survey of telephone counseling by year

Incoming call Response call
Year Response rate
Number Mean(day) Number Mean(day)
2018 70,820 289 68,952 281 97.36%
2017 70,747 266 67,676 254 95.66%
Increase (N) 73 23 1,276 27 1.70%
Rate of change 0.10% 8.67% 1.89% 10.80% -
Table 2. Response survey results 20 seconds after call consultation by year
Year Response call Response within 20s  Response after 20s Service level
2018 68,952 67,207 1,745 97.47%
2017 67,676 65,182 2,494 96.31%
Increase (N) 1,276 2,025 /\749 1.15%
Rate of change 1.89% 3.11% A\30.03% -

SIS = 68,9527 02 HY 67,6767 tH] 1.89% &
71eldal, LB SHSE 281407 A 2547 o
v 10.80% S7FtRoH, &2 97.36%= Hd
95.66% 4] 1.70% =715+

A e Agtol] gt HiAlzte] 20% °oJHE &
@3t AH|AE Table 29F #o| 20184W 97.47%= A
W 96.31% tH] 1.15% =L, 20% ol SHSE
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Figure 1. Monthly incoming call status result
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Figure 2. Survey on the status of monthly responses
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Figure 3. The survey of the monthly average response rate
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Table 3. The results of counseling by yearly curriculum

it Total Job education center E-learning center  Specialization course
em

2018 2017 2018 2017 2018 2017 2018 2017
Total 58744 56,498 27,114 27,248 18,470 16,510 13,160 12,740

(46.16%) (48.23%) (31.44%) (29.22%) (22.40%) (22.55%)

12,080 19,316 6,400 8,851 3,415 6,206 2,265 4,259
(20.56%) (34.19%) (23.60%) (32.48%) (18.49%) (37.59%) (17.21%) (33.43%)

23,714 16,184 8,537 6,502 9,647 6,160 5,630 3,622
(40.37%) (28.65%) (31.49%) (23.86%) (52.23%) (37.31%) (42.02%) (27.65%)

5,363 4,522 2,665 2,131 1,186 909 1,512 1,482

Application/Addition/Cancel

Education information

Tax invoice/Refund ©13%) (8.00%) (983%) (7.82%) (642%) (5.51%) (11.49%) (11.63%)
Membership 5687 4498 3625 3106 1889 1,138 173 254
registration/ID/Password (9.68%) (7.96%) (13.37%) (11.40%) (10.23%) (6.89%) (1.31%)  (1.99%)
Homeoage information 932 1,470 368 831 542 534 22 55
pag (159%) (2.60%) (1.36%) (3.23%) (2.93%) (3.23%) (0.17%)  (0.43%)
2405 2,560 1,376 1,668 864 680 165 212

Certificate issue/reissue  (\naory  (153%)  (B5.07%)  (6.12%) (A4.68%) (4.12%) (1.25%)  (1.66%)

4,364 4,013 2,489 2,283 553 527 1,322 1,203

Education cost payment 74396y (7.10%)  (9.18%)  (838%) (299%) (3.19%) (10.05%)  (9.44%)

Business establishment 964 1,208 784 1,028 154 139 26 41
information registration (1.64%) (2.28%) (289%) (3.77%) (0.83%) (0.84%) (0.20%) (0.32%)

Deposit conform 332 298 218 204 19 13 95 81
P (057%) (0.53%) (0.80%) (0.75%) (0.10%) (0.08%) (0.72%)  (0.64%)

Registration/Change/ 359 622 57 99 105 78 197 445
Change the term 061% (1.10%) (0.21%) (0.36%) (057%) (0.47%) (1.650%) (3.49%)
Refund information 1,655 1,288 286 229 35 35 1,334 1,024
(2.82%) (2.28%) (1.05%) (0.84%) (0.19%) (0.21%) (10.14%) (8.04%)

Official document/Training 816 307 296 235 28 10 492 62
consignment contract (1.39%) (054%) (1.09%) (0.86%) (0.15%) (0.06%) (3.74%)  (0.49%)

Executives Connect 66 192 / 16 32 /8 27 %
0.11%) (0.34%) (0.03%) 0.06%) (0.17%) (0.47%) (0.21%) (0.77%)

Local headquarters/Branch 7 20 6 15 1 3 _ 2
office/Related organization  (0.01%)  (0.04%)  (0.02%)  (0.06%) (0.01%) (0.02%) (0.02%)
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Figure 4. A comparative study on the inquiry and counseling results by year(A: 2017, B: 2018)
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