/,'li \

Check for

updates
JFMSE 31(1), pp. 324~335, 2019. www.ksfme.or.kr
Ml gm AT HM31E H1s, 53973, 2019. https://doi.org/10.13000/JFMSE.2019.2.31.1.324

CIT(Critical Incident Technique)E 83 HAW-§ =2 13
B a1 AdE A gk 1z

EHAS - AGE
LA D () - SHHSD (D)

A Study on the Factors of Dissatisfaction and Relative Severity of Lifelong
Education Programs Using Critical Incident Technique (CIT)

Seomok Hwang * Hyo-Heon WON'
Pukyong National University(student) + Pukyong National University(professor)

Abstract

The purpose of this study was to investigate the factors of dissatisfaction and relative dissatisfaction
experienced in the lifelong education service using the Critical Incident Technique (CIT), to improve the
satisfaction of the lifelong education program and to provide implications for the development of the
lifelong education program evaluation index. The most frequent type of service dissatisfaction was the
lifelong education lecturer, but it was the parking lot problem of education facility that showed the highest
level of dissatisfaction and the lowest intention to reuse. In this study, improvement and strategic
implications for quality improvement and development of lifelong education programs are also presented.
This study suggests that the research on lifelong education service in Korea is not only a quantitative
approach but a qualitative approach as well as it can be effectively applied to the development of
evaluation criteria for lifelong education programs in the future.
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<Table 1> CIT Research Area

Research

Field Author
Tous Kim 2004, 2005; Kim 2004
ourism Lee 2009; Cha and Kim 2015
Athletic Shin et al. 2013;

Lee and Jeon 2014; Lee 2016
Kim 2007; Song 2008

Administration

Yoon and Hwang 2002, 2004

Marketi
arketing Choi and Rha 2011

Source: Hwang and Won(2017).  Exploring  the
application of CIT to educational service field.
The Journal of the Korean Society for
Fisheries and Marine Sciences Education,
29(6),2040~2041.
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<Table 2> Demographic Status
Lifelong Education

and Types of
Facilities with

Dissatisfaction
Types of Lifelong Education 0
Facilities with Dissatisfaction EAOy ‘
Lifelong education facility
attached to university 20 208
Lifelong education facility 64 66.7
of local governments
Prl\{a.te. Lifelong Education 10 104
Facilities
Missing value 2 2.1
Age frequency %
40 to 50 years 28 292
50 to 60 years 50 52.1
60 years old or older 18 18.8
Education frequency %
high school graduation 6 6.3
College graduate 6 6.3
University graduate 78 81.3
Above graduate school
. 4 42
graduation
Missing value 2 2.1
Gender frequency %
male 10 10.4
female 86 89.6
Total 96 100.0
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<Table 3> Types of Lifetime Education Service Failur

Dissatisfied Type amount % stgsgifsfggmn Degree of recovery” | Continue to use’

1. Instructor

(1) Instructor's Problem [26 | 27.1]  5.00 5.08 | 462
II. Human Relationship

(1) Student 4 42 6.00 5.00 50.0
(2) Course staff 10 10.4 5.40 5.00 100.0
III. Operating Service

(1) Region Restrictions 3 3.1 3.50 6.50 50.0
(2) Program problem 22 22.9 5.36 6.18 27.3
(3) Age restriction 1 1.1 3.00 7.00 100.0
(4) Time placement 16 16.7 3.75 4.63 50.0
IV. Educational Facilities

(1) Parking Problems 9 9.4 7.11 6.00 00.0
(2) A narrow lecture hall | 3 3.1 2.67 6.00 100.0
(3) Poor heating 2 2.1 5.00 4.00 100.0

Total 96 100.0

' * Degree of dissatisfaction is measured from 1 (minor dissatisfaction) to 10(severe dissatisfaction).
2 Degree of recovery : The degree of recovery was measured from 1 (very bad) to 10 (very good).
* * Continue to use : The rate of continued use is the rate of continued use after a service failure.
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<Table 4> Respond to Dissatisfaction

Contents frequency | % |Remarks
i BT I
We will correct it 16 16.7 I
Not corrected 14 14.6 |
Yelling to students 4 4.2 I
No reaction 2 2.1 I
We can not help it. 2 2.1 I

Total 95 99.0
Missing value 1 1.0
Total 96 100.0

% C : Customer response to dissatisfaction
% 1 : Institutional responses to dissatisfaction
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<Table 5> Reason for not expressing dissatisfaction

to agency
Contents frequency %

Not serious 6 6.3

do not want to stand out alone 6 6.3

io(ri;)ecrtlz(ti think it will be 6 6.3

bother 6 6.3

should be patient 2 2.1

afraid of retaliation. 2 2.1

It's cheap 2 2.1

I do not have a survey item for
my dissatisfaction 4 42
Due to the stereotype that the

student must be fit 4 42
Total 38 39.6

Missing value 58 60.4
Total 96 100.0
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