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A Study of the Causal Connections between Residents’ Satisfaction and
Loyalty to u-City Projects through Their Living and Economic Benefit

Expectations
Se-Kyu Lee* - Jae-Su Lee**
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ABSTRACT : The study intends to examine the causal relationships between residents’ satisfaction
and loyalty toward u-City projects. It also aims to find implications for successful policies and
strategies for u-City development. For the purposes, we review relevant literature on u-City and
Customer Satisfaction Index(CSI) theories, set up research hypotheses, and verify them using the
structural equation modeling. A field survey was conducted for 338 residents living in the
‘Eun-pyeong’ u-City area. Major results of this research are as follows. First, resident’s satisfaction
has a positive direct effect on u-City loyalty. Second, resident’s satisfaction has a strong positive
impact on his or her living benefit expectations for daily life which has a positive influence on u-City
loyalty. Third, resident’s satisfaction has a strong positive effect on economic benefit expectations
that has no statistically significant impact on u-City loyalty. For successful u-City projects, therefore,
it is essential to understand and meet the demand of their living in u-City areas. In other words,
public policies should be prepared to enhance perceived quality of resident’s welfare for daily life.
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