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1. Background and Objectives of the Survey

¢ Analysis of KOICA Customer Satisfaction Integrated Survey results for the promotion of customer satisfaction management.

Aiming to derive department-specific CS management and improvement tasks.

(14 b

To predict PCSI score in the year and establish a strategy
how to respond it by managing customers

Measuring customer service satisfaction levels and collecting

Goal . .
requwements for Improvement

& Identifying the institution's actual service level by measuring intemal/extemal customer satisfaction and
Core collecting Voice of Customer (VOC).

& Deriving improvement points to enhance institutional competitiveness through the feedback loop of

surveyresults.
Further
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2. Scope and Overview of the Survey

® 9,424 domestic and overseas customers who have experienced the agency’s services or
Y Surveytarget

participatedin projects over the past year (Aug 1,2024 - Apr 30,2025)

) I TN e @ <Total> Effective samplenumber: 3,542 people

@ Domestic: 1,460 people, overseas: 2,082 people

B Population (list presenters) Valid sample with response Response
Domestic Overseas Subtotal Domestic Overseas Subtotal —rate (%)
Total 4,270 5,154 9,424 1,460 2,082 3,542 37.6%
1.CPP 545 1,263 1,808 285 437 722 39.9%
2.CIAT 618 2,776 3,394 224 1,208 1,432 42.2%
3. WFK Program 2,997 1,085 4,082 897 428 1,325 32.5%
4. CSO Partnership and DI Program 110 30 140 54 9 63 45.0%

p SIAEANGEOEEN @ Online web survey using e-mails of customers who have submitted lists by department
(mobile device compatible)

) BSTIERELGLEN 6 June 20,2025 (Fri) — July 30,2025 (Wed), atotal of 6 weeks
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3. Survey Model and Analytical Methods

1) Survey model

¢ In order to evaluate customer’s satisfaction on Korean public institutions, the Ministry of Economy and Finance(MOEF)

of Korea has designed PCSI (Public-service Customer Satisfaction Index) model 2.0.

& The survey questions are categorized into the components of 1) Service quality, 2) Social responsibility,

3) Comparative assessment and 4) Overall satisfaction.

I Fundamental Satisfaction
I Service efficacy

I Service completeness

I Interaction
l Communication

Customer care

I Environmental convenience —

I Institution/process/system
I Work capability

IMMEGA-research

Service
Product
quality

Service
Delivery
quality

Service

IPoIicy feasibility ISustainabiIity I Ethics
J

* Reflect 50% ethics in calculating social responsibility

Social responsibility

- Trust

Service % |:
quality --- Citizens' Happiness

% Institutional performance item scores are excluded
from the PCSI estimation.

Discrepancy

V—‘—\ [ [ I

Cognitive satisfaction = | Emotional satisfaction IExpectations I Ideal service I Other agencies
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3. Survey Model and Analytical Methods

2) Survey items

¢ Asthe 2025 domestic and overseas customer satisfaction survey is evaluated using the same model as the PCSI of the Ministry of Strategy

and Finance, the survey questions are also composed the same.

© The survey contents were divided into 6 dimensions, Service product quality, Service delivery quality, Service environment quality, Social

responsibility, Discrepancy and Overall satisfaction.

Category

Service
product quality
(3 questions)

[Fundamental satisfaction]

Evaluation items for calculating overall satisfaction

1. KOICA's 000 program is in line with my purpose of using its services.

[Service efficacy]

[Service completeness]

2.KOICA’s 000 program will enable me to achieve my objective/goal.
3. There are no problems in using KOICA’s OO0 program throughout its entire processes.

Service
delivery quality
(3 questions)

[Interaction]

[Communication]

1. KOICA's staff treats its customers in such a kind, friendly way that makes me satisfied.

2. KOICA provides any necessary information, processing results, etc. in a clear manner.

[Customer care]

3. KOICA's staff do their best for me to receive the services | need.

1. (Has visited before) KOICA's facilities and environment are clean and pleasant.

en\?ifcr)\rl:rilee e [Environment convenience] (Never visited before) It's easy and convenient to use KOICA’s services.
quality [Institution/Process/System] 2. KOICA's staff handle customer requests promptly.
(3 questions) [Work capability] 3. KOICA's staff display excellence in doing their jobs.

Social [Policy feasibility] 1. KOICA is implementing policies that are in line with the purpose of its establishment.
responsibility [Sustainability] 2.KOICA s carrying out tasks aimed at creating value for the country or society in the future.
(3 questions) [Ethics] 3. KOICA’s operations are carried out in a fair and transparent manner.

[Expectations] 1. What did you think of KOICA’s OO0 program based on your expectations?

Discrepancy
(3 questions)

[Ideal service]

2. What did you think of KOICA’s 000 program in comparison with the most ideal service that you can imagine?

[Other agencies]

3. What did you think of KOICA’s 000 program in comparison with the services of other institutions or countries you
have experienced in the past?

Overall
satisfaction
(2 questions)

[Cognitive satisfaction]

1.1am generally satisfied with KOICA’s OO0 program.

[Emotional satisfaction]

2.1 have developed a positive view of KOICA after partaking in KOICA’s 000 program.

IMMEGAresearch
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3. Survey Model and Analytical Methods

2) Survey items — additionalitems

¢ Alongside the standard MOEF PCSI, this survey includes three additional items: Causal Analysis, Trust in KOICA Projects, and Strategic Suggestions.

¢ Through 2021, project-specific causal questions were used to establish CS strategies and identify feedback points. In 2022, four common questions on

"KOICA’s Responsiveness" were added to facilitate comparative analysis across departments for customers with high project understanding.

¢ For2025, causal questions have been specifically designed to gather feedback on the two items that recorded the lowest satisfaction in the 2024 PCSI

results.

Category

Additional Questions Outside PCSI

Casual Analysis

According to the 2024 PCSl results, the score for /Category/within the [Project Name/was found to be relatively
low. Based on your experience with the /Project Name], what do you believe are the primary reasons for the
relatively low satisfaction in this specific category?

Furthermore, what steps or efforts should KOICA take to improve satisfaction levels for this category?

Trustin
KOICA Projicts

After participating in the /Project Name], has your trust in KOICA's projects and activities increased?

Opinions and
Suggestions for the
Development
of KOICA

Starting from 2024, KOICA is planning to expand development cooperation projects by greatly
increasing the current Official Development Assistance (ODA) budget. Please write down any

suggestions or recommendations you have for the development of KOICA.

IMMEGAresearch
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4. Transcription Survey Results

1) Integrated domestic and overseas customer satisfaction survey : Overall satisfaction

Overall satisfaction score

- . . . [Unit : point]
¢ Atotalof 3,542 people participated in the integrated domestic it pomt
and overseas customer satisfaction survey in 2025 based on 87.1 87.2 274 802 0.1 904

four projects subjectto PCSI. Overall satisfaction came in at 87.2 points. 2024
m 2025
¢ Domestic satisfaction stood at 80.2, and overseas satisfactionreached Difference YoY » ! !
904. Domestic & overseas Domestic Overseas
. . . 24 (n=3,235) ‘24 (n=983) ‘24 (n=2,252)
Satisfaction by item 25 (n=3,542) 25 (n=1,460) 25 (n=2,082)

[Base: total 3,542 people, Unit : point]
¢ Analysis by dimension shows that ‘Social Responsibility’ scored the highest at 88.9 points, while ‘Discrepancy’ was relatively low at 84.3 points.

©& Compared tothe previous year, ‘Social Responsibility — Policy Feasibility’ saw the largestincrease of +0.8 points, while ‘Social Responsibility — Ethics’
experienced the most significant decrease of -0.4 points.

88.0 @®88.9 ©84.3 87.7
Dimension O ~ —()=— O
88.9 89.7 88.1 84.0 83.9 85.0 87.7 87.8
DifferenceYoY » 70.1 V0.3 A4 @ 208 A0.5 @ v04 V0.1 AN0:3 AQ.2 A0.4 A0.1
| I | | I |
Service quality (30%) Social responsibility (10%) Discrepancy (20%) Overall satisfaction (40%)
Service Service Service Policy Sustainability Ethics Expectations Ideal service Other Cognitive Emotional
ltem product delivery environment feasibility agencies satisfaction  satisfaction
quality quality quality

Note: The analysisis based on the response results of the four businesses that are actual PCSI test subjects (Country Partnership Program, Global Fellowship Program, World Friends Korea
Program, CSO Partnership and DI Program), and the weights for each of the four businesses and the customer weights (ratios) from the previous year's domestic and international
responses are quoted when calculating overall satisfaction.
“I MEGAresearch 2025 KOICA Integrated Customer Satisfaction Survey Service to Enhance Public Participation 10
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4. Transcription Survey Results

2) Integrated domestic and overseas customer satisfaction survey : Satisfaction by detail

¢ Analysis of detailed items shows that ‘Social responsibility — Sustainability’ recorded the highest score at 89.7 points.
& Conversely, the ‘Discrepancy — Ideal service’ item recorded the lowest score at 83.9 points.

. . 2023 Satisfaction Score 2024 Satisfaction Score 2025 Satisfaction Score GAP
Dimension Components
(n=2,694) (n=3,235) (n=3,542) (‘25 - ‘24)
Overall satisfaction I 340 I 37| I 5.2 | 0.1
Total 85.9 87.9 88.0 01
Total 84.9 87.2 87.1 01 1
;%r(‘j’itj:; Fundamental satisfaction 85.7 88.3 88.3 0.0
quality Service efficacy 85.6 87.9 88.2 103
Service completeness 83.2 85.5 84.8 -0.7) =
. Total 86.9 88.6 88.3 -03 1
?qira\ﬁli(t:;? Service Interaction 87.8 89.9 89.6 03 1
delivery quality Communication 85.9 87.4 87.0 04 N
Customer care 86.9 88.4 88.5 1 0.1
Total 859 88.0 88.4 B 04
Service Environment convenience 86.5 88.5 89.1 H 06
environment e
quality Institution/Process/System 85.7 87.6 87.8 102
Work capability 85.6 87.9 88.3 i 04
Total 87.2 88.6 88.9 I 03
Socil Policy feasibility 86.6 88.1 88.9 -@
responsibility Sustainability 87.8 89.2 @ m 05
Ethics 87.1 88.5 88.1 04 n
Total 81.6 84.1 84.3 1 02
ey Expectations 82.1 84.1 84.0 -0.1 1
Ideal service 81.1 83.6 103
Other agencies 81.6 84.8 85.0 102
Total 852 87.5 87.7 102
ol Cognitive satisfaction 85.0 87.3 87.7 04
satisfaction ) ; )
Emotional satisfaction 85.5 87.7 87.8 I 0.1

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points
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4. Transcription Survey Results

2) Integrated domestic and overseas customer satisfaction survey : Satisfaction by program

¢ Looking at satisfaction by program, the 'World Friends Korea (WFK) Program' scored the highest at 89.1 points. This was followed by the 'Global
Fellowship Program (CIAT)' (88.2 points), 'Country Partnership Program (CPP)' (86.0 points), and 'CSO Partnership and DI Program' (83.7 points).

Country Partnership Global Fellowship World Friends Korea CSO Partnership and
Dimension Components Program (CPP) Program (CIAT) (WFK) Program DI Program
(n=722) (n=1,432) (n=1,325) (n=63)
Overall satisfaction I 860 ) I 301 I 537
Total 87.1 88.6 89.0 87.8
Total 86.6 87.2 87.7 I 0.7
greor(\j/itfci Fundamelntal sgtisfaction 88.0 88.1 88.5 @
quality Service efficacy 88.2 87.5 88.3 - [efons
Service completeness 83.8 86.0 86.3 89.2
) Total 87.0 89.4 I 0.2 88.5
%ire\"l'ﬁ; Service Interaction 88.5 e 0.0 [F— —— 019
delivery quality Communication 85.3 89.0 89 87.0
Customer care 87.2 89.3 I 00.3 86.6
Total 87.5 89.2 89.2 84.2
emﬁ?cr)\rlwi%eent Environment convenience 88.6 89.4 89.0 89.6
quality Institution/Process/System 86.8 88.7 89.2 I /8.9
Work capability 87.2 89.3 89.5 84.2
Total 88.1 89.5 89.7 88.1
Social Policy feasibility 88.4 88.9 89.1 I 01.6
responsibility Sustainability 90.3 EE—— 01 2
Ethics 86.9 89.4 89.7 81.5
Total 829 85.8 86.3 I /7.7
e Expectations 82.6 86.0 — 70
Ideal service 85.7 I /6.2
Other agencies 83.7 86.6 87.0 I /.7
Total 86.4 88.9 I 003 82.6
Oerel Cognitive satisfaction 86.4 88.6 — 00,2 82.0
Sl 86.3 89.2 e 0.5 83.1

Emotional satisfaction

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points
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1. Survey overview

1) Overseas external customer satisfaction survey : Satisfaction by program

& <2025 Overseas External Customer Satisfaction Survey> was conducted for a total of 2,082 customers participating in CPP,
CIAT, WFEK Program, and CSO Partnership and DI Program.
& Out of 5,154 people inthe population, 2,082 people(response rate 40.4%) participated in the survey.

Surveyed customer types by program

Program Country Global Fellowship World Friends Korea CSO Partnership
EEE Partnership Program Program (CIAT) (WFK) Program and DI Program

Target goolrﬁln:ttll:gtiui?or:lty . Train Recipient institution Recipient institution
customer ecipie stiiutio a. e * Project partner agency * Project partner
» Project partner agency * Recipientinstitution -
group . Service end-user + Service end-user agency
Population
(5,154 people) * 1,263 people + 2,776 people + 1,085 people + 30 people
Valid
sample size » 437 people * 1,208 people » 428 people * 9people
(2,082 people)
Response
rate (%) * 34.6% * 43.5% * 39.4% + 30.0%
Score ) ) ) )
(point) + 89.3 points + 923 points * 92.5points + 83.3 points
“l MEGAresearch 2025 KOICA Integrated Customer Satisfaction Survey Service to Enhance Public Participation
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2. Survey result

1) Overseas external customer satisfaction survey: Overall satisfaction

Overall satisfaction score trend score

o [Unit: point]
¢ Atotalof 2,082 people participatedin the overseas external customer it pornt
satisfaction survey in 2025. The overall satisfaction reached 90.4 points. 88.2 90.1 90.4
& Looking atthe satisfactiontrend over the past three years, the score -
increased by 1.9 points from 90.1 points in the previous yearto 90.1 points
in2024. Additionally, this year's score showed a 0.3-pointincrease Difference YoY b AL et
comparedtothe previous year. 2023 2024 2025
SatISfaCtiOI‘l by |tem (n=1,990) (n=2,252) (n=2,082)

[Base: Overseas external customers, n=2,082, Unit: point]
¢ Analysis by dimension shows that ‘Social responsibility’ scored the highest at 91.6 points, while ‘Discrepancy’ was relatively low at 87.6 points.

¢& Compared to the previous year, ‘Social responsibility — Policy feasibility’ saw the largest increase of + 1.1 points, while ‘Service quality — Service
product quality’ experienced the most significant decrease of 0.3 points.

90.7 (V] 91£ ®87.6 91.2
Dimension O ~ == O
89.0 91.9 91.2 91.3 92.5 90.9 87.1 87.7 87.9 91.0 91.4

Difference YoY » @ 0.3 AQ.2 A7/ @ 211 A0.5 A0.1 AQ1 NO02 A4 AQ0.3 A0.3

I I I I I I

Service quality (30%) Social responsibility (10%) Discrepancy (20%) Overall satisfaction (40%)
Service Service Service Policy Sustainability Ethics Expectations Ideal service Other Cognitive Emotional
ltem product delivery environment feasibility agencies satisfaction  satisfaction
quality quality quality

Note: The analysisis based on the responses from the four actual businesses (Country Partnership Program, Global Fellowship Program, World Friends Korea Program, CSO Partnership and
DI Program) for the PCSI examination, and weights for the comprehensive satisfaction calculation include ratios of responses from the previous year's domestic and international customers.
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2. Survey result

2) Overseas external customer satisfaction survey: Satisfaction by detail

¢ Analysis of detailed items shows that ‘Service delivery quality —

Interaction’ recorded the highest score at 93.2 points.

& Conversely, the ‘Discrepancy — Expectations’ item recorded the lowest score at 87.1 points.

. . 2023 Satisfaction Score 2024 Satisfaction Score 2025 Satisfaction Score GAP
Dimension Components
(n=1,990) (n=2,252) (n=2,082) (‘25 — 24)
Overall satisfaction I 379 N 38 2 I 0 4 mm 02
Total 88.7 88.7 I 0.7 ——
Total 87.1 86.6 89.0 ——
Sreort\jlt:; Fundamental satisfaction 87.8 86.6 89.6 m 30
quality Service efficacy 87.3 86.6 89.6 s 30
Service completeness 86.3 86.7 87.8 11
) Total I 002 2 005 2 019 m s
?qira\:lli%? Service Interaction 91.1 IEEE——— 0.0 E—3.2) m 15
delivery quality Communication 88.9 89.3 mEEEEEEE—— 905 m 12
Customer care IS 00.5 S 00.6 2 021 m 14
Total 88.8 88.8 ) . 24
Service Environment convenience 88.5 88.0 I 00.7 - 07
environment L
quality Institution/Process/System 88.5 89.3 I 91.1 mm 18
Work capability 89.4 89.2 I 1.8 . 2.6
Total 89.6 897 I 016 mm 18
Social Policy feasibility 88.4 88.9 I 91.3 . 24
responsibility Sustainability e 006 IEEEEEEEEEEEE 00/ I 92.5 2]
Ethics 89.7 IEEEEEEEEEEEEE 000 SIS 0.9 -@
Total 832 84.8 87.6 - 27
) Expectations 81.5 85.2 87.1 w20
Discrepancy Ideal service 83.8 85.3 g‘; - 24
Other agencies 84.5 84.0 87.9 _@
Total 89.3 89.2 I 01 2 . 2.0
Satci’g’ggt'i'on Cognitive satisfaction 88.7 88.8 EEEE—— 010 - 23
Emotional satisfaction 89.9 89.6 s 914 mm 18

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points
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2. Survey result

3) Overseas external customer satisfaction survey: Results by program

& Looking at the results by program, the 'World Friends Korea (WFK) Program’ recorded the highest score at 92.5 points.

& The 'Country Partnership Program (CPP)', which holds the largest weight, recorded 89.3 points, a decrease of 0.9 points compared to
the previous year.

¢ Meanwhile, the 'Global Fellowship Program (CIAT)' rose by 1.3 points to 92.3, and the '"World Friends Korea (WFK) Program’ rose by
0.1 pointsto 92.5.

¢ Onthe other hand, withinthe CPP, 'Asia’ fell by 0.5 points to 88.1, while 'Africa, Middle East, and Latin America' rose by 0.6 points to

Latin America)

record 90.3.
2023 w2024 w2025
gg 90.190.4 | gg390.2893 875 88.6 88.1 gg7 90.9.90.3 890 91.0 92.3 90.5 92
: I I I I |
Dot +1.9 +0.3 +1.9 -0.9 +1.1-0.5 +2.2 o 6 +2.0+1. 3 +1.8 +o 1 0.2 +1.3
Overall | Country Partnership CPP CPP Global FeIIowsh|p World Friends Korea ng Bfgnergh'p
satisfaction | Program (CPP) (Asia) (Africa, Middle East, ~ Program (CIAT) (WFK) Program ol rogram

Note) The overall satisfaction scores for 2023, 2024, and 2025 were calculated using weighted values for each of the four programs covered by the PCSI survey.
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2. Survey result

4) Overseas external customer satisfaction survey: Satisfaction with detailed items by program

¢ Looking at satisfaction by program, the 'World Friends Korea (WFK) Program' scored the highest at 92.5 points. This was followed by the 'Global
Fellowship Program (CIAT)' (92.3 points), 'Country Partnership Program (CPP)' (89.3 points), and 'CSO Partnership and DI Program' (83.3 points).

Country Partnership Global Fellowship ~ World Friends Korea (WFK)  CSO Partnership and
Dimension Components Program (CPP) Program (CIAT) Program DI Program
(n=437) (n=1,208) (n=428) (n=9%)
Overall satisfaction I 803 I 0?3 I 0 5 I 533
Total 89.8 I 92 3 I 0.1 88.9
Total 88.6 89.5 89.9 I 92.6
gg(\j’:f; Fundamental satisfaction 89.3 e 90.0 e 90.4 I 03.3
quality Service efficacy 89.6 89.5 e 90.3 I 91.1
Service completeness 87.0 (88.9} (89.0} I 03.3
. Total I 0.5 I 04 3 I 04,0 I 0.7
%ira\(lﬁ; Sevms Interaction _@ _ _@
delivery quality Communication 88" e 037 e 970 88.9
Customer care I 90.8 I 04.3 I 94.1 87.8
Total I 00 3 I 031 I 0?3 83.3
en\ﬁ(rec?rlwir%eent Environment convenience 89.9 I 02 5 e 011 I 90.0
quality Institution/Process/System Imm————— 90.3 I 93.1 I 92.6 I /6.7
Work capability I 90.8 I 93.7 I 93.2 83.3
Total I 00.0 I 030 I 02 4 88.1
Social Policy feasibility EEEssss———— 00.8 I 02 .2 I 1.4 IS 03.3
responsibility Sustainability _ e 033 Eesss——— 93 .0 ees—— 022
Ethics 8978 I O3 4 e 9.7 I 789
Total 86.3 I 0.1 89.7 I 759
B o e Expectations 89.5 89.3 I /7.8
Ideal service 86.4 I 00.5 89.6 —
Other agencies 86.8 I 90.2 I 90.2 I /5.6
Total e 0.0 I 033 I 042 817
guarl Cognitive satisfaction 89.9 —— 92,9 — 039 81.1
satisfaction
Emotional satisfaction s 90.7 e 93.7 e 94.5 82.2

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points

IMMEGAresearch
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2. Survey result

4) Overseas external customer satisfaction survey: Satisfaction by continent/program type

¢ Satisfaction results by continent show that ‘Latin America’ scored the highest at 94.1 points, while ‘Eurasia and the Middle East’
recorded the lowest at 88.4 points.

¢ Compared to the previous year, all continents showed a downward trend; in particular, ‘Eurasia and the Middle East’ saw the most significant
decrease of 2.1 points.

¢ By programtype, the score for ‘Southeast Asia’ within the ‘CSO Partnership and DI Program’ was the lowest at 81.4 points.

Satisfaction Results by continent/program type [Unit : point]

2023 w=2024 m2025

884 902 88.6 884 90.6 90.3 g75 905 88.4 881 90.6 89.9 93.9 945 94.1
D‘\‘;f:{(e:Ce +1.9 -1.6 +2.2 -0.3 +3.0 -2.1 +2.5 -0.7 +0.6 -0.4
| || - .
. Southwest Asia and Eurasia and . . .
Program type Southeast Asia thePacitic the Middle East Africa Latin America
2023 | 2024 | 2025 | 2023 | 2024 | 2025 | 2023 | 2024 | 2025 | 2023 | 2024 | 2025 | 2023 | 2024 | 2025
Overall 884 902 886 884 906 903 875 905 884 881 906 899 | 939 945 941

Country PartnershipProgram (CPP) | 87.5 89.9 869 | 875 8/6 89.8 900 880 873 | 8.6 91.0 890 | 914 91.7 0928
Global FellowshipProgram (CIAT) | 88.4 89.5 913 | 884 90.1 915 864 915 90.7 887 904 915 949 955 96.7

World FriendsKorea (WFK) Program | 89.7 ~ 91.6 93.7 | 89.7 925 90.7 | 905 909 903 | 878 906 903 952 954 964
CSO Partnership and DI Program 796 779 814 | 796 856 - 89.4 845 858 | 862 100.0 - - - -

X Theresultis calculated from the business information (4 continents) on the customer list.

The analysis excluded customer responses classified as ‘not applicable’ when submitting the customer list.
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2. Survey result

6) Overseas external customer satisfaction survey: Satisfaction by continent/program type

¢ According to the 2025 overall satisfaction results by country, Kenya recorded the highest score at 98.4 points,
followed by Bolivia (95.5), Uzbekistan (95.3), and Thailand (94.8). Conversely, Timor-Leste recorded the lowest score at 75.4 points.

Satisfaction Results by continent/program type [Unit : point]
TSO TS0
Continent Country Overall  cpp CIAT Pr‘(’)\gﬁ’gm Partnership Continent Country Overall  cpp CIAT Pr‘g’gﬁ‘gm Harnelshin
Program Program
Overall 90.4 89.3 92.3 92.5 8885 Overall 90.4 89.3 92.3 92.5 83.3
Southeast Asia Subtotal 88.6 86.9 91.3 93.7 81.4 Africa Subtotal 89.9 89.0 91.5 90.3 =
Timor-Leste 75.4 74.2 96.8 80.5 - Ghana 91.0 90.6 - 94.0 -
Laos 85.7 87.7 97.0 99.8 81.8 Nigeria 92.1 91.9 98.7 -
Souffissst Vietnam 925 92.7 87.4 94.8 - Rwanda 91.6 91.5 - 93.1
i Indonesia 81.9 81.4 - 93.3 79.7 Morocco 89.2 88.8 91.7 88.4
Cambodia 91.5 90.3 - 95.9 - Mozambique 83.6 83.0 94.8 -
Thailand 948 99.0 - 89.7 - Senegal 81.3 80.7 - 92.7
Phillippines 88.2 87.0 - 93.1 . Algeria 79.4 76.7 86.3 100.0
Southwest Asia and the Pacific Subtotal ~ 90.3 89.8 9.8 90.7 - Africa Ethiopia 88.0 87.9 81.0 90.6
Nepal 92.8 93.4 94.5 912 - Uganda 87.7 87.2 - 92.6
Mongolia 936 93.2 - 94.9 - Egypt 89.4 88.4 90.6 S
Sou.thwest Bangladesh 912 910 N 929 B Cameroon 0.7 90.1 S8 9288
FASId Hi SriLanka 88.1 86.7 96.8 86.9 - _IREHE S S0 873 :
the Pacific Pakistan 854 854 . . . Coted'lvoire 88.1 88.1 - -
Fii 676 880 - 803 - DR Congo 81.4 80.9 85.0 -
Eurasia and the Middle East?ubtotal 88.4 87.3 90.7 90.3 85.8 T—?S;;?;a g%g 2;2 i ggg )
EZEIGAIIEN sl - =6 - : Latin America Subtotal 94.1 928 967  96.4 -
Jordan 88.9 88.2 91.7 91.0 - I — 90 1 808 100.0 i ;
Eurasls Usbiakistan EB L 83.6 B Dominican Republic = 93.8 92.1 93.0 97.8
and the Ukraine 80.2 79.3 100.0 - - Bolivia 95.5 95.0 _ 98.4
Middle Iraq - s ol - : : Latin Ecuador 93.9 93.3 : 96.6
East Iraq (Erbil) 84.0 - 84.0 - - America El Salvador 93.6 91.4 98.9 99.7
Kyrgyzstan 77.0 747 78.0 93.5 723 Colombia 94.0 92.6 98.2 94.3
Tajikistan 92.4 94.2 91.9 64.0 - Paraguay 94.7 94.0 96.0 97.4
Palestine 91.6 91.6 - - - Peru 94.4 93.8 - 95.4
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3. CS solution and improvement direction

1. Increase compared to the previous year driven by efforts to mitigate ‘Discrepancy’

© Overseas customer satisfaction has steadily risen since the easing of COVID-19, reaching a record high of 90.4 points in 2025 (a 0.3-point
increase YoY).

© By component, ‘Interaction’ (93.2 points) within the service delivery process was the highest, and ‘Service Delivery Quality’ stood at 91.9
points, indicating that customers are experiencing satisfaction through smooth communication with KOICA.

© While the ‘Discrepancy’ dimension has shown improvement by rising in both 2024 and 2025 (87.6 points), it remains the lowest among all
dimensions. Continuous efforts are required, such as providing services that meet customer expectations and managing those
expectations appropriately.

2. Satisfaction levels are highest for the “‘WFK Program’ (92.5 points), followed by the ‘Global
Fellowship Program (CIAT)’ (92.3 points)

© Among overseas customers of the WFK program, satisfaction of project implementation partners was the highest at 92.8 points.
Satisfaction among partner country service users also appeared significantly high at 92.6 points.
© The Global Fellowship Program also showed high satisfaction levels among trainees (92.3 points) and recipient institutions (91.4 points).

3. Necessity to improve satisfaction levels for the CSO Partnership and DI Program

© Satisfaction for the CSO Partnership and DI Program rose by 1.3 points compared to the previous year (82.0 points) to 83.3 points, but it
still remains low compared to other programs.

© Within the ‘Discrepancy’ dimension, ‘Ideal service’ (74.4 points) and ‘Other agencies’ (75.6 points) recorded the lowest satisfaction levels.

© The ‘Institution/Process/System’ item under Service Environment Quality fell by 8.3 points YoY to 76.7 points. It is necessary to review
improvement plans, such as the development and application of digital service systems.

“I MEGAresearch 2025 KOICA Integrated Customer Satisfaction Survey Service to Enhance Public Participation
- 2025 KOICA's External Customer Satisfaction Survey Summary Report 21




2025 KOICA's External Customer Satisfaction Survey
ooy KOICA

03

Domestic external
customer satisfaction

survey results

1. Survey overview
2. Survey result

3. CS solution and improvement direction

I MEGAresearch




1. Survey overview

1) Domestic external customer satisfaction survey : Satisfaction by program

© <2025 Domestic External Customer Satisfaction Survey> was conducted for a total of 1,460 customers participating in CPP, CIAT,
WEFK Program, and CSO Partnership and DI Program.

& Outof 4,270 people in the population, 1,460 people(response rate 34.2%) participated in the survey.

Surveyed customer types by program

Program Country Global Fellowship World Friends Korea CSO Partnership
type Partnership Program Program (CIAT) (WFK) Program and DI Program
Target » Project partner agency
. . . . » Dispatched personnel * Project partner
cus::lTer Project partner agency Project partner agency (KOICA volunteers, non- agency
group KOICA volunteers, etc.)
Population
(4,270 people) * 545 people * 618 people * 2,997 people * 110 people
Valid
sample size » 285 people » 224 people » 897 people * 54 people
(1,460 people)
Response
rate (%) * 52.3% + 36.2% * 29.9% * 49.1%
Score . . . .
(point) » 78.8 points » 79.2 points » 81.5points » 84.6 points
“I MEGAresearch 2025 KOICA Integrated Customer Satisfaction Survey Service to Enhance Public Participation
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2. Survey result

1) Domestic external customer satisfaction survey: Overall satisfaction

Overall satisfaction score trend

¢ Atotal of 1,460 people participatedinthe domestic external customer tonit: pornt]
satisfaction survey in 2025. The overall satisfaction reached 80.2 points. 8.9 27 4 80.2
¢ Based onthe satisfactiontrend over the past 3 years, the satisfaction score '
in2024 was 77 .4 points, showing a decrease of 0.8 points compared to the -
previous year (78.2 points). However, this year, it rebounded by 2.8 pointsto  Difference YoY » V0.8 £12:8
achievea score of 80.2. 2023 2024 2025
Satisfaction by item (n=704) (n=983) (n=1,460)

[Base: Domestic external customers, n=1,460, Unit: point]

¢ Analysis by dimension shows that ‘Social responsibility’ scored the highest at 83.1 points, while ‘Discrepancy’ was relatively low at 77.0 points.

& Compared to the previous year, ‘Discrepancy — Ideal service’ saw the largest increase of +3.9 points, while ‘Social responsibility — Ethics’
showed the smallestincrease of 0.7 points.

81.8 ©383.1 80.0
Dimension o 9770
(O \, —_—— —O
Difference YoY » AN 6) NS ZN310) A9 AR @ 207 A28 @ 2319 A2 A2.9 AZS
I I I I I I
Service quality (30%) Social responsibility (10%) Discrepancy (20%) Overall satisfaction (40%)
Service Service Service Policy Sustainability Ethics Expectations Ideal service Other Cognitive Emotional
ltem product delivery environment feasibility agencies satisfaction  satisfaction
quality quality quality

Note: The analysisis based on the responses from the four actual businesses (Country Partnership Program, Global Fellowship Program, World Friends Korea Program, CSO Partnership and
DI Program) for the PCSI examination, and weights for the comprehensive satisfaction calculation include ratios of responses from the previous year's domestic and international customers.
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2. Survey result

2) Domestic external customer satisfaction survey: Satisfaction by detail

¢ Analysis of detailed items shows that ‘Service environment quality — Environment convenience’ recorded the highest score at 85.5 points.
& Conversely, the ‘Discrepancy — Ideal service’ item recorded the lowest score at 75.4 points.

. . 2023 Satisfaction Score 2024 Satisfaction Score 2025 Satisfaction Score GAP
Dimension Components
(n=704) (n=983) (n=1,460) (‘25 - ‘24)
Overall satisfaction I /8.2 I 774 I 302 03
Total 80.1 79.1 8138 [
Total 81.4 81.3 82.9 16
;%r(‘j’itj:; Fundame'ntal sz.atisfaction 83.7 84.9 85.3 |
quality Service efficacy 83.9 83.7 85.1 m 4
Service completeness I /6.5 I /5.3 I /3.3 s 30
. Total I /9.3 I 6.9 80.3 s 34
?qira\lllli(t:e Service Interaction 80.4 I /8.6 81.6 s 30
Y delivery quality Communication I 753 s /5.9 79.0 - 3
Customer care I 79.2 I /6.2 80.4 _@
_ Total I /9.6 I /9.2 82.2 I 3.0
ena(recl;\r/:gweent En\'/lro'nmentconvenlence 82.5 82.7 mm 03
quality Institution/Process/System I /8.4 I /.4 80.4 s 30
Work capability I /3.0 I 7.4 80.5 . 31
Total 82.5 81.3 83.1 Il 18
Social Policy feasibility 82.8 81.8 83.7 mm 19
responsibility Sustainability 83.3 80.9 83.6 . 27
Ethics 81.4 81.2 81.9 m 07
Total I /4.8 I /41 I /.0 . 29
Ditoepaney Expectations I /5.2 I /4.6 I 7.1 . 25
Ideal service S /0.4 /1.5 (75.4) 39
Other agencies I /7.0 I /6.4 I /8.5 21
Total I 7/ .4 I /6.8 80.0 52
satci)g%rgtlilon Cognitive satisfaction I /7.5 I /7.3 80.2 29
Emotional satisfaction e /7.4 e /6.3 e /9.8 3.5

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points
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2. Survey result

3) Domestic external customer satisfaction survey: Results by program

& | ooking at the results by program, the ‘CSO Partnership and DI Program’ recorded the highest score at 84.6 points.
& The ‘Country Partnership Program (CPP)’, which holds the largest weight, recorded 78.8 points, an increase of 2.4 points compared to the
previous year.
- The ‘Global Fellowship Program (CIAT) rose by 0.7 points to 79.2, and the ‘World Friends Korea (WFK) Program’ rose by 5.9 points to 81.5.
& Meanwhile, within the CPP, ‘Asia’ rose by 1.0 point to 80.6, while ‘Africa, Middle East, and Latin America’ rose by 3.2 points to record 77.7.

2023 w2024 w2025

85.1

2 80.6 5
78.2 77.4 802 1 772 76.4 78.8 78.3 79.6 762 74 7 78579.2 77.1 75 6 79.0
D'\f(ff\r(eﬂce -0.8 +2.8 -0.81+2.4 +1.3+1.0 -1.7+3.2 -3.2 407 -1.5 +5.9 +6.1 -0.5
Overall ' Country Partnership CPP CPP Global Fellowship ~ World Friends Korea  CSQ Partnership
satisfaction | Program (CPP) (Asia) (Africa, Middle East, ~ Program (CIAT) (WFK) Program and DI Program

Latin America)

Note) The overall satisfaction scores for 2023, 2024, and 2025 were calculated using weighted values for each of the four programs covered by the PCSI survey.
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2. Survey result

4) Domestic external customer satisfaction survey: Satisfaction with detailed items by program

¢ Looking at satisfaction by program, the ‘CSO Partnership and DI Program’ scored the highest at 84.6 points. This was followed by the ‘World Friends
Korea (WFK) Program’ (81.5 points), ‘Global Fellowship Program (CIAT)’ (79.2 points), and ‘Country Partnership Program (CPP)’ (78.8 points).

Country Partnership Global Fellowship World Friends Korea CSO Partnership and
Dimension Components Program (CPP) Program (CIAT) (WFK) Program DI Program
(n=285) (n=224) (n=897) (n=54)
Overall satisfaction I /8.8 I /9.2 e 815 I 84.6
Total 81.0 80.4 82.2 854
Total 82.3 82.1 82.7 86.6
greor(\j"ucoet Fundamental satisfaction 85.1 83.9 84.1 89.6
quality Service efficacy 85.0 83.0 83.7 _@
Service completeness I /6.8 79.6 80.2 80.0
. Total I /0.3 BN /3.5 81.6 835
%’fg‘ﬁj Service Interaction 80.8 — 737 82.9 83.7
delivery quality Communication 7.7 e 78.7 80.1 82.8
Customer care I /9.3 I /8.2 81.9 83.9
Total 81.4 80.4 824 86.2
en\ﬁ(rec?rlwi%eent Environment convenience 85.8 82.7 88.7
quality Institution/Process/System I———— /9.3 I /9.0 81.7 83.9
Work capability I /9.1 I /9.6 81.2 86.1
Total 81.9 81.7 83.7 88.1
Social Policy feasibility 83.0 81.7 83.9 87.8
responsibility Sustainability 82.2 82.7 84.3 89.1
Ethics 80.3 80.6 83.0 87.4
Total I 75 I 6.2 I 787 81.7
. Expectations I /5.3 I /5.4 I /3.7 82.2
Discrepancy Ideal service I /3.3 — I
Other agencies I /6.8 I /8.4 80.0 82.6
Total I 7S 0 I 7.2 81.8 845
saggggtlilon Cognitive satisfaction I /8.6 I /0.2 82.0 83.9
Emotional satisfaction e /7.8 e /9.3 81.7 85.2

* Bar Graph -Blue Shade: Over 90 points / Red Shade: Less than 80 points
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3. CS solution and improvement direction

1. Domestic customer satisfaction recorded 80.2 points, an increase of 2.8 points compared to the previous

© Domestic customer satisfaction rose by 2.8 points from 77.4 in 2024 to 80.2.

© Within Service Environment Quality, ‘Environment convenience’ was the highest at 85.5 points. In Service Delivery Quality,
‘Customer care’ saw the largest increase of +4.2 points YoY to reach 80.4 points.

© The ‘Ideal service’ item under the Discrepancy dimension recorded the lowest score at 75.4 points, indicating a need for pre-
guidelines to manage initial expectations.

2. Improvement in Service Delivery Quality through enhanced customer care (+3.4 point increase)

© Among satisfaction survey items, ‘Interaction,” ‘Communication,” and ‘Customer care’ rose by 3.0, 3.1, and 4.2 points
respectively, leading to a 3.4-point overall increase in Service Delivery Quality.

© Service Delivery Quality for the Country Partnership Program (CPP) and Global Fellowship Program (CIAT) recorded
scores below 80 points, necessitating continuous improvement.

3. Necessity for efforts to improve satisfaction regarding ‘Ideal service’ across all programs

© While customers were satisfied with Social Responsibility, Service Product Quality, and Service Environment Quality,
satisfaction for ‘Ideal service’ within the Discrepancy dimension remained the lowest across all programs.

© Along with improving service quality, it is possible to manage customer expectations. Insufficient or unrefined prior
information can lead to unrealistic expectations, which may act as a primary cause of low satisfaction after the service
experience.
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