ST B FE TR HRBAT IS 2 2 1 BT e 2 0D B[R] 73 A

Factor analysis of user satisfaction by shifting from face—to—face to non-—
face—to—face contact
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In April 2021, Toshima Ward shifted from a face-to-face service at the general counter to an automatic delivery
machine using a touch panel GIS for issuing basic materials on important matters concerning real estate. This was a
major change from the various document provision services that had been provided by staff operating GIS for the
past six years, in which users themselves operated the machines to obtain the documents. Initially, there were
concerns from related departments regarding the degradation of service, but the results of a questionnaire survey
conducted in the fourth month after the introduction of the system showed that this reform was justified. However,
even now, two years after its introduction, municipalities with concerns similar to those of Toshima Ward are still
hesitant to introduce non-personal teller windows.

Therefore, this paper presents a factor analysis of the questionnaire survey results in order to clarify how users
themselves perceive the change from a face-to-face counter to a non-face-to-face counter. By doing so, we aim to
help promote the digital transformation of municipal operations rather than simply following precedent.

Keywords: Real estate, general contact, municipal DX, touch panel GIS, important matters explanation
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