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2.1 AH 9 g

2.1.1 SAE 9] AE

SAIEN 7|9elq 0] Aol Aulze] T B 8 27F Sds F1 1

AojAl "ot HHE Ags| F= 7I5= okl lom AAAE, A=A, el

A AEAIE, AFZAIE, Reservation Center, Service Center, Answer Center, Customer
Communication Center 59| tjokst o]5 02 EHZtH(H7]F, 2002). E3t ZAIH=
719% 1A AFUAleld 715S "Yohs 7199 WA HMeEA mA" Ad
(Anton, 2000)2A4 #A9 geet =7 B AE AE she A Hol 1AU=ES
FIAZIL 18 fAES ST AL ]

Cost Centerol| 4| Profit Center® 2= o4 €], 2006).
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ZAIE = CRM Ao tdRt HE A F9] stubzA] AL Sl=dl, CRM
o] Al 7FA] B791 EM(analytical) CRM, 2% (operational) CRM, &% (collabarative)
CRM Al 714 9] F shtz A= QIEHMETA Group, 2000). 2AlE= AF2
thee Aspau]2of ojmd, A QIEYl, A"y Z2 F7pAQl HEjnr|o] 11y
do] 7Zskel CRMO] HAAE (Koole & Mandelbaum, 2002)01 7|43t 114

e AwrUAleld storA FAEE 2Fsh= A 7F STt et
AAoz AAztoz sk 9rHAnton, 1996; Dawson, 1998). Al
HE] 90% o= FEsta 7] el 12749] Fao] ZHxEE 7Y

e

A SAIE S FoAL2 ofFe] Fxsie AWAIA] FH R3S @, 2006).
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ZAEl s 45 AZ o=t 34 k= ZAIE(Inbound Call Center, ZHIZA1
H), oFHeE ZAIE(Outbound Call Center, WAIZAIE), &319 ZANE|(Blended

H
Call Center, 2 - ¥ ZAIEDR FHEY, Qules SAER 140 2RE Zoe
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ASE ot BARE A28 T 4w GRS Wy, okgres AT 1AM
HSE do] 4UsH ATYRE WoiHl, £F BHEE Aupesol opguter 4
9 9RE Ao Aelsi SAHES YAEEA, 2010, 2AHY §98 E4e

9 2-1] AASHAH.

—

« HOIR U= YR - He MY/ ENOE S

s « MU FY N0)
——| ogugs=EwE [

« MOIE He 9T « OFIS / BEY S

- YN = « DWPO] HH WM

——— =ewwsms |

- MOIE BOWEUT - AMOIT YN E
- 2 Wy « MUID U Y 0]
4 1 3 2AEH 9% S4E=AAY, 20040 285 1He= A

(17 2-1] 2AE9] ¢9
2.1.2 ZAE 9] Tyt

Y WA BAHY 7Sk BEet ojgo] sk weh 27 24
(Emerging Call Center), %38} - ZX3}=AH (Professional or Optimizing Call
Center), Z2F4 ZAIE|(Strategic Call Center)= 7T 4 S o+ ITY #HdY

7149l R%Loﬂ E}— HolE Ayt

a8
@, el SV FE SRR O}D% 75%”—1 a’}ﬂﬂr At S 78 X, 28
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o8 WY g, AAR e, At 2 A= B FAC w8 TEE 2 A
2 0]

B AZ =0l A AN 42S Bue FrhDurr, 2001).

g4l

FAE FAEE SAH o] MEMg o= Hop 4itAlz ERo|® Skt
ol Asht FU webr|tke ARgS| 1] HMskEole| st MeHAH, CTI /
IVR / =544 55 2500 QHREe} ofpHleE S5 G824 0% Aeh gy
Ar 9 F F49 A4 e 1esk CTI SAE, oefet Hdid "3
(E-mail, Web, Chatting, JJEUIZ 5)& B3ty IAF A& Fol "HE 44E
Stigfotarat ob= Contact Center, AT/ FAE 918t 1174 BAAAR 2 7HH|Q]
HHALES olfs] FFIAUE B FAHES FEE k= CRM Focused
Contact Centero|th(A4 &%, 2010).

Fot SAE Y T w17 2-2]9F ol 7&e] Wsle] wet F 49AR o
= 7k e, PSIN 49 T st o0& 11749 Mok sAlshks 454

T 29l Call Center(H|1AIH), ARS, ACD, IVR 5 FRHE MH|AZ AF5}o]
FH e FAIR Customer Center(H2A4H), CTI 7|5 E9o& 1179 AHo]
We AHIAE Aot 24 HodE Aaret Contact Center(A|3AH]), Z12]al miA|
ato 2 [p 7|Hke] A9 S E £ 7]€9 Performance A5 do] 1A & apd
otd Sz 1A IEPAHIAE Algshe AAIT] Contact Center(Al4AIT, Real
Life-Card Center)7} $ItHZI$13], 2015)



MaMich (2008~14)
Real Life-care

H3HICH (2006~ Cariter
Conta P
M2 o {zooaa-m’ ot "IPrIE He 20

Center  CRM KMS 2174

Customer Bl

- L CTIAIA R A *LHoIE BS

xﬂ lk” EH ("'2000 = Center [Screen pop up, Call routing)
Call Center |- ARs ACD.IVR CWEMS 71 £9 A4S
Al AR AL v 228 (RM EY

» L (g, FAX, Email)

« PSTN S49] 0280}
: X TR

* DHE/HEE HUH

- 2ET/YYYE M

e = o d i
Performance X| & ' B Customized Service %18}

=4 0 AEAE Al2E B 007799012 Al2'e] olsi(d s, 2015.608 &8-S

(13 2-2) 2AE9] TAY D Fa s

)
a,

A AR 7P T8 FFe vl TIeA] SHH H
4% HHE7)E, StEO], 2ZE], AAI(CRM 5), 4F 2%971&°]
A IT Ad7lee] A, 20002 B & ot

FAENA EEEE Zlel e HPsHT MY ditdor S8EE Tle

re e

ot
oo
i,

CTI(Computer ~ Telephony  Integration), — PBX(Private  Branch  Exchange),
IVR (Interactive Voice Response)Z 7N ZAE Q] EA 9 A2k wzt thokst &34

& Z8otal Sl HZolle Butde ol Ao ofHe HHA AuAE i o

l

=2
U= G4 IVR(Interactive Voice & Vedio Response), 1Zxke] Abd dtAoA -S4
BAE Foll 3] S dAsk= 71E({AE, olsE, 2014), 3] 43S Bl
A IS AFD 4 Qe 2RRRIE(Voice verification) 71&7kA] Skl QIeH(A &
49 2015).

2712 ZA

HERFAVIE e AEE] dg= HMRAPTIA vt I e
Holl wolotad 1ASo] FTolls Yoy Ratd Ade &8s

]
H
Az AR Qo] A9l et B Bo) Aalrcks 17o] AAR sjds)]
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ol Aol diet HEd AHU AT AEs AFcte Ag= v Sl AA
ZAE A A E dYHE sk ARE HokEdtAtHAverage Talk

=
Time, ATT)—S— $7fke FAIE Holed IvkE 29 F(Volume) 2ot F2(Quality)
=z o

24 u z9 g Uﬂiﬂ deA7] Geis QA ASHAE, 147 7G9e A7
; 2

A EAe] BAE ) ofake Mstel g g, ZAIEH

(2 2-1] SAE 9] dhdatA]

TE 33 A& H|1
1AIh A5t ZAE 3}

241 e JNAAVR) FAE | AFE-SERIA(ARS)

3AIh HFE A EHCTD SAlE CIl &

AA|H oA (Hybrid) 2415 HE] ZAEATE] ZIEHAIE]
5AHH QIEUI(IP) ZATE] ALL IP SAIE] ZIEHAIE

=4 1 444 21(2008)
2.1.3 CRM1} ZAlE]

7|AEe ART|E0] UhA 270 AT 2 KAk A|AH| W ExlE

o} F1@HAPE IAOREE etk ldo] SHEEA CRM(LATAT)

o gt FApE F45 Fheka Gl ol 7199 eBe BRAE 24t
AR, A 5O Ask SN 14 FHOE ol FHYche 2 ojulgict
CRMe] Higt 471 Solhe st olgt 179 27} 719 4ol
RHoR A Fa 9r] WEld, AZGe A Sk DH Beo] 9]
onz AdsRie] Pold4E DACRRH Lhol Sole ek uATEA
57} ARSES Holit 21k AR GEP} JlstEA R Feke He
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(Key Performance Indicator: KPI)
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tef 8l

AAIE o]th(Nederlof & Anton, 2002). =AM =]t

295

=
A

Aedl ORI =l Z1elM KPIo| Aot e

2005).

Ol
=5

N

]

=

=

ol

i1
ar

719l CRM9J

L

1

g
Aelo] TS 03 HEde] Anondt 17} &

CCDQ(Center for Customer Driven Quality)oflA] A7=o]7 ZAE] AJate] o

|

A
pull

]

=
=
=

2.1.4 EAE | 4]

A, AR A = EATH



BEo] AAAoR AREEY Qled|, SAIES ATEHE 5 ABE ZHE 294
A E, A3 AR R, 83 AR|E, AH|AEE T AR Uiro] A
A= } Stk (Anton, 1997).

A EE Z*}O}th l, 250°] Al ]0} 137H—4 A7 FoA ﬂél_ ix
71&, Bt FAEAARL AER fEE, B5E, AHA M 5ol Setne] whs
Lo FOt JTHAE Hols A2 UEHY o] FoM: HFst idedt Bt
A& TN Fagt AAaIdS Felslloy, ol /2 SAIH
£ o r ZARE A A N Feinberg et al., 2002)914+= 12719 34|29} 5
Star4o] R to] offd ATIAPL gl AoE Uet, A= Zpolrt §le 4

A AL ARHAEF 2, 2005).

4]

2.1.4.1 QHRRE/ob2 AL E AR %

ZAE Y] QIHLRES} ol AT BE Aosly A& An AE BE 5
o Ui 299 83E /T 4 b sigledl, 1 W8 o2t Zrk(Anton,
1997).

[#2-2] QUHFRE/obHIRE A7
QMFRE QIR E olHlRE AR

80%2] 2 et sHi&E
Bt S&EE

A

|
o,

el
ofl
I
oo

P vlg
W FapAE

A7rg ey
B FaksAe A

B B

P 27)E&
Bt 7| A7

5o sfde

)

HE O 12

Ero=] _
T L = e R

AYCro] 24 i Bt

[e] L R |
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s

rlo

_]
= o
A, veEd AR, AuaEE B AR ER AASkl e, AT g

th23} ZtHAnton, 1997).

2AEe] 2 A ATARE Sl AN, 2AE 47 247

A A (service level)

Bt -SE5 5 (average speed of answer)

Bt 7| A7 (Average Time in Queue)
P53 7H Average Talk Time)

Bt HA7HAverage Auxiliary Time)

Bt 53 & 2 A7HAverage After Work Time)
Bt #2] A7t (Average Handle Time)

=z ZEA 0

ME FE

=

Byt Z7]E&(Average Abandonment Rate)
Bt 7] AZHAverage Time to Abandon)
A5 She-(Retrial Rate)

Al S84 (Agent Utilization)

7 ot Q19 F2FF(Average Offered Call Volume per Hour)

- 13 -



A7V Bt 2 AHe]@F (Average Handled Call Volume per Hour)
ot 255 (Average Blocking Rate)

o AR

A 2 A2 AZF vl&(Percent of Time Agent Spend on Call)
Bt 2 H(Average Call Volume)
Zo)g o] gl AgHE (Conversion Rate of Inquiry Calls to Sales)

YUY B BulE (Average Sales per Agent)

R g2l b

Bt A& v (Average Recruitment Cost)

o & H-&(Average Training Cost)

it T2 HE (Average Cost per Order)

IVR of A9l #2]= H]& (Ratio of IVR to Agent Handled Call)
1)-&(Lawsuits Avoided)

ol kal B s = K 3

3]
A B 2%717H Average Tenure of Agents)
AdtA E5 A= (Overall Caller Satisfaction)

S0t £35} 4(Number of Complaints or Escalated Calls)

A2 P8 53t 4=(Percent of Calls Requiring Rework)
A2} = 4=(Number of Percent of Calls Requiring Rework)

A 53} 2" 2 4(Complaints Resolved on First Call)
Al TR (Agents Satisfaction)

=
2 A Z Ag $(Number of Transfers before Resolution)

2.1.4.3 SAES] 9 ATA®

A AR o]

e S =

(Average  Speed | & wj7Ex]2] AJTH 1—5 oA b7

- 14 -




of Answer) sHE A4 = o= U @

e mag | 00 UG8 St AV B

(Average  Talk Alzte 2 ACDE Folf lklo] 7hastH, Hat F2kAlto]

Time) O, Zrhy dutdo g SjAE T 9loL} Edto] &
A3t 47 wet g s F S e

i maymagey | o0 SR F ATl Solot UE wed, 9y

7HAverage After AFE oHrdoke H A85= Ao RA, AATE

Work Time) WeSE £om, ACDE &3 254, ¥4, 57, 97
So3 glolo] 7psat

B 7|8 ARS =9 Est0] ZAE= AAHg o, ATt

(Average AZAE7] Aol 1Mo] Hete Zolnjal= Ealo] B v

Abandonment L7le2 A2l F2d|, dE9dd T fls divlshke

Time)

Aol Wi AAY, ARSS| Hlw7E 25| o]

0] O
=]

EEREERk:
(Average  Queue

Time)

3% & Tt olgel osf AE &
ZAE 9} A4 Fof AFAL d4
1 7 A e ARORA, BESE £

2535} ofag

guIe gEo oad

5oto] Hl8RA, A FEE Foll 149 FAI7F o
(First  Resolution | N
Rate) NAEN=A & o Sl F7E ol ARt FAAE
ate
AbESH] ofelw
B5E _ _
EAAT o] HE9 YEST BAIZ Al A4S 4+ Sl 1L
(Percent Blocked
74 H|-8
Calls)
2E 28 AP 215 gz 4o goRlE HE, S AEAL
(Adherence) 7} A AEof] 27%1%]o] I ZAZ Siet FH|7F H Hl&
A 717 B AA AE o] o]AgH 4

A9l 048

(TSR Turnover)

*EtoldE = (EF o4 9 / (Ez

/ 2 * 100

1 29 H& A 7IFset FAEE 2Foke Hl 285 F HES
(Average  Cost | SANEol|A] HE2 F2lo] o Uiro] & gL ol SAlE7}
per Call) HE2 Sotoll= AdgAtelAl dZo] Aast Z8at oflzy,

- 15 -




A2go] oM AelE S 29

TATEL
Apgrele] Sefol ol SAIHE o]§a 1] B Aulx

[e)
(Customer e
o] =l e

Satisfaction)

2.2 Auj~Ed
2.2.1 Au]29] 7id

o] = AetElE 273 Soll A Aful 2o digh Bl HH SHiEL 9o
B2 Al 2AE 719 SHOA BS H F/siA7RL olnt AulaE £ *J%E
2A 183 ARl 2ol AoAR-S B 1zo] At W 9 AnpE-S

—

[€)
FASIE 702 B 4 qlom, a7k ATIe] 29S BE 4oz BY Aulak

dutzog Loz glolo] 7ot T 4 Q= GZ <l Asie} tiHEE Y
o7 AR o E= wir= BE 2ol AlE(Rathmell, 1966)0]0, oj= AHx
| A PF B g0 PForA 1o JHAL Q= BA ES

=
IR A% A5 FUH R B AR Ao ABAS Aot L A2E A0l

A2 B3P (Intangibility), ©]24(Heterogeneity), H]&2]/d(Inseparability), A
H/d (Perishability) 2] H] 7}2] E4& 7HA1 oW, PZB(1985)7F ¢4 HHIE AH|A
e Q18R o8, e(2003), 442011+ E8sto] [2-617 2ol A7ge]st
S

AEHHEFEA, 2016)

- 16 -



€

1n
o

—

Intangibility)

o4 ol 70 2ol ofyE
-° o AHA 2L Fgoln] MH|AYe] IeF FofAom AJH|A
(Heterogeneity) - ) i
= AlFotal Adgste ARl oEste B9 7] el
ER
o A4kt A9 E7HEA
o AH[AE AL FAJO] A7} o]Fol]
e CIAAIT RN A 2ol 22 & gl)
(Inseparability) | ¢ AHIAE AFHh= 27t AE|AE alsh= 2HE & 4+ S
o ot HEY ol XA A& ARA E ¢
2 gl 5ol FR/A| Eojof o
o AHAE ARE £ gl AEES one
ATEA o AE|AE AL FAl] AEE
(Perishability) o AHAE AR gl

A e e B e = e B

S FABR= Zlo] o#%
E74] @ PZB(1985)9] AH|A EAJES Q1839 $444(2011)

2.2.2 EAE| Q] AH|A

i)
ot

ARl M|z 1ol AH|20] el FAde] et 294
27} olFofzle 30| B4A 8RlolA AMulLe] FHE xSk HH,

R =
S ool WEel, 1A dHor MuAE AFshe A
1
[¢)

M)
ro
e
r£ o
o
D)
T =

ol
i
e

I 1

g 4 Y= EAo] w2t Jdx|tHBurgers et al. 2000). Al

oldd, HlEeld, 2849 ] ERe de

)
>

- 17 -



Jol AH|A

T
&

24 Pt 3o

ke Aulset 97 53 A

AA =]

HFoH W

or

Gl

"
o
o

<

b
N

W

—

I

FAAE o2 714

Sk
=

oo

o

I
o] ol

=

o9 g

=z
JLE

iz
o

VS IR

27} o

s wAie o2

5]

Au]zof o

gt

0]
=

=
9]

=]
=

S

0

=
—

LA 9

dl, EAE Al
tHFgm|7, 2008).

ol

,mmo

iy

B

__O_M ‘IMI

G

A

o W

ol W

™ T

<] o

!

e

-

o

= &

2z

g

W =

o e
or

Wo Hin

O

e

oz

1
=

o

F=lofoF

El

T

=
- 18 -
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4, 71
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2.2.3 MHE|~EZ 9] 7

L=, 54 743119} s R e o :r”?z_ﬂﬂ% 7HgolH,
AR Ao g Aolwolz]=t|, 4HRREo] A]Zjt

Sfopet Stttal =7)= AHRRY] Z|tiel AlEgt AH|A 7]‘“/] gl Higt AHAE
Z]7+e] afolo|th(Parasuraman et al., 1988). HESt Q= AfH|A —’,“—ZrO] 7] 7|t}
Aupt 2 AA|sh=rke] Aol (Lewis & Booms, 1983), 12jo] 7|02 Ay
B Zom g AHAQL 7I¢o] AlEet Ao His) iEo] 7\]7—15} Q1A=
MBI o ofslf AR 7leA 54, 7154 B4, onR|et &2

7} QItH(Gronroos, 1984).

_>.:
E
>,
;1
iy
O
e
X
=
[>
N
ins
o)
>
of

7t 2 E‘r(Ke y & Davis, 1994) AE|AZZ o gt
ko] thopA Ao e

o
lo
HE
=,
A
o
e
%N
rlo
re

A Au A0 AAL AT} ST} AR ARGl AHIA R OlA o] Fe)A]
H(Bitner, 1990), AMH|IAFEEL AH|A7} o]Fojx]= Aol 1Ae] ZHistyd
oAto] 7127t A= ojof st E(Klaus, 1985), 719 UolA Aulx dgof igh
ZHo] Q1o tie] Zbds] FolE 7]-=ofof St (Burgers et al., 2000).

)
)

ol

oli
R

[E 2-7] S Au|Agdo] &4, Ao U A3
e/ A A2} E4 (A1FA) Aol 94 =4 2
]Eﬂ =4 IAZ0] AHIAZRE A Hi= AuE
(Technical Quality) | A= FSl(what)o]] sjgol= &4
Gronroos T a2 = =
7154 4 IAE0] MHIAE HYsh= er;%ﬂ/ﬂ A
(1982) (Funciional | £ T9EAR olBAhowel ek
Quality) 4
Lutz AXA 54 A9 "2 A 2174H E4




2 50 ThAb HFAQ1 HEkA A
(1986) A F4 HA E= AlE A Aol wi7fis= 14}
o] 24 £4
70| QIAlGl= o] EA
S }
o (ol Zgj= AlRE, W7IARE, ESEEY,
(Accessibility) )
= Ag 4
3 IAZ0] QIS AAEARte] AJoake-
Jon Anton AFSAS
(W2 ZAe, A9 ey, 179
(1997) (Interaction) o .
Brogf], Eet Qo] I Wh3)
IAZo] QlAlGHE AdEARe] EAIGHE &
SH/(Answer) | &
(et Ao, Aagls Feet ')
734 (Tangibles) | 2214 A, A1), 234
Parasuraman,

o
OFA~GH /\1]:]]_/;%. u]% _/I: o]

. —] . . L R B )
Zeithar, Berry, | A8 Reliablly) | o
(1989), o7 IS FIL AR AHIAS AlgetEe
Cronin & (Responsiveness) | A
ke o]Ao 5 3
Taylor 7/ (Empathy) S AR Aol e ofoist
(1992) 2, A goldn fgst AxyAelA
S04 (A ) 21 Q0] 22 oA, A=t 2l A
A ssurance
) ok 53
8] A AR
PEEE g aa
(Service Product)
el Eaasi=y
Rust & Oliver . . WAEET} S
(Service Delivery)
(1994) RPN
Serv AEIAE Algshs o 2 HiECEA]
T 24 agEan
Environment)
S AL AlE Ee AHIAE Aol
=) _
Nelson ST Aol 7 4 gl &4
i AAPE Tl § B o Sl S
(1974 o | TE EE ATAE AR Sl 7
o =

- 20 -



Dodds & = 24| AR O sl A W
Monroe ApA 24| AES 70 7144 SRt gt
(1985)

Holbrook & | 774 B4 | Aol ApAS] £ Bt 7] 2w
Corfman A EA | el e Aol S W
(1985)

FeAg 24

(Interaction

Quality) o
AEd o] AH|A Hgypo] wpHzl &
Brady & Cronin _ )
(Outcome Quality) | + AHIACHNA f384 9 A}
(200D) sel4 97934
(Physical I A AEATE AlFEe EEAQ
Environment A Ee A 94
Quality)

E4 1 7)€ AYPAT Hx B2 YF (KA, 2015
224 APIAEE B AF
2.2.4.1 SERVQUAL

AHAF EFoboll A M|~ it dFte F=2 A4 AH|AFH (Perceived
Service Quality) g AFHESEA J=tl, Parasuraman, Zeithaml, Berry(]s} PZB)-2
A FAS ARl digt Ay Aol e digh 1749 e o® A ofs}
Al olet 2 A9] sfofl SERVQUAL E&@S A|bsIthPZB, 1988).

PZB+= 1885W9] oA /4, A=, B4, 58, A4, oAE, ARyl
A, A8k, P4, ol Fo 107HA] AHdS AHIAEES] g4gA AASHL,
198811 9] G004 A (Tangibles), A1ZA(Reliability), -8 (Responsiveness),
Vg (Assurance), &4d(Empathy)©] 57H2] 2t o= AHgsl=t], AH|2FHo
et AREARS] W7hE AH|A FP9lol gt ARGARS] |t} HA] AfH|Z2of TSl =7

€ e Hluske ZolRte gl 71xska, S7HA Aoz E AuAEEo

- 21 -



QxS 57H) 24l

2010).

4

o] st \zrel Holel ois) AT

HATHA RS,

‘ Mbl=~ ZEF X2 | AH | L|Z= HE
| I ]
O 5 A i :
+ 3 & d(Tangibles)
At X2| 7|y ——
- Al 2| & (Reliability) (ES)
MHl~ EF
+ [ 2 44 {Responsiveness) (5Q)

o

Al {Assurance)

+ &= 2= {Empathy)

AFR = x| ZEE Mu|A
(PS)

[Parasuraman, Aeithaml, Berry(1988)]

(19 2-3] - SERVQUAL 29

(3 2-8] Au|2~gAe] oAl 712 2 [SERVQUAL 23]
R AT
34 AH|IA 7190 BRshal Qe F4H], A, B4, 299 9
Tangibles) ¥ S 2 494 U
A=
oFERt ABIAE Sdolal Aol Al 4 e 5Y

(Reliability)

4 ZZHAQ1 AB| A0 Alst 1A 2ApTA 0w 7]A0] FAIAF §
(Responsiveness) | = H&=2} PRE7H
41 oA FlE T AHIA 7199 Bt PgA) 9 HSHY,
(Assurance) Z]o] Zr5=ofof g FZF3t o
1714
°n e 71%4e] 2ol 71l AEH T} v
(Empathy)

[Parasuraman, Zeithaml & Berry(1988)]
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[3 2-9] - SERVQUALS] HHAel 57 Y, 227] 3=

= HRA ZAP=
Ql [ AHl~ 7199] Ao AH] B§ ofF
o | Q2 | AHIA 7]Fo] HA3E AlA9] 9j%F
T Q3 | AHIAE AlFeke 7 AYo] 4n
Q4 | AHI~ 71Tl B4t A E o] A7 g o
Q5 | AHIA 7]e] okt 8] o] A
Q6 | AAl WA FAl ohgt AHIA 7] Ee
AR | Q7 [AHIA 719 1S 5 I A
Q8 [ AHIA 7]9d0] ok&gt ARtell AHIAE AlEols A
Q9 | ATHIA 71919l el et At 7=
Q10 | AHIA 7199l ARt AHIAS Aokl Sdcks A
ox | QUL [AHIA 7199] A&F MHIA AlF %
°° | QL2 [ AHA 71%99] 7170] 1S Eods APIA He
QI3 | AHIA 7199l A&3 14 S
Ql4 | AHIA 71919] HPE0] uAA AFE F= Hr
s | QIS [ AEIA 7]de] AefA FE Aol digt A
T Q6 | AMIA 719 ALY dejurEa) A
Q17 [ AHIA 719 Aol 1A S 7Fs3 e 24
QI8 | AHIA 7190l 1Ao7 71 &ol= AEA ] Ae
Q19 | AJHA 7199l Hgo] T AefA 7]gol= HEA TARE
224 | Q0 | AHIA 71e] o] 1 AeA 7 &0l QIFH A
Q21 | AHIA 7]%jo] AHe] o]0l A o2 Teol= Ak
Q22 | AHIA 71940l 19 aF= WS 1ds| Aol A

[Parasuraman, Zeithaml & Berry(1988)]

ol2et SERVQUAL E@= A8t tefet A7t olFoifl=tl(Carman, 1990),
3

N
B wiolE 275k g ol A8HT G AMAED 23 Ryoltk
2.2.4.2 SERVPERF

A AEES AEIA dsel] mebd S5t ofe Al Cronin &
Talyor(1992)9] SJsiA AlZ= =t 71E7HA] AulAFEe] fagt =7s HoksofA
Q% PZB(1988)9] (AHIAZA = 7] - QIX[(AH¥)) 2= SERVQUALS (AHIAF
A = A3 Performance)y 2l FgshH A HH6IGtHCronin & Talyor, 1992).



SQ="P

*5Q : Service Quality (AH]AEA)

* P : Performance (A7}

[19 2-4] - SERVPERF 2

oj52 AIFAe] FAH=TQ SERVPERFE Bt ATATFolAl SERVPERFZ
SERVQUALETH 1 gk=Eat gjeo] A8 HollA f4-ehrtal Hofr, Tgh a74E0] A
HIAEAS Bkl QoM T2 Bl £/l oEstn, IAE Aol oigh vl
ZIeom 1] Ao oRt Admel ZA4o] ¢ o7t 9low, SERVPERF R0l
SERVQUAL Kt} esithal =46t 1 olfE ol 7Rz sl AgthMa
4, 2010).

AEe AHIAEE AlFeld A2 tigh 71t 9 Aate] digh wghe] glof 7]
3 Axo o “7;‘:} it e AAe oledl, ddozs Z|dier s vl
sto] 71 zlo|E AkeAow At 4= QAN ARt 542 offith(Carman, 1990).
AEe 4% AFE AT 2AL OF dEFCA UE/E2YA BYe ARAFE
2-gote], MRIAEE = A} - 7IdDE 23} siglet, oldgt
et B Hge] dubele AR BYAER stola, AHIAEAN T e
ZE5HA HPZB, 1988). AA=E Hie Rdo] bigt o] d4E= T & ®),
ARel Hime AH|A0] B4 o] Qlof, Axfell dis) W7le FaEE 71ee Bt
2t Aolel=d, Aol 7|Z3t AHARE S MBS BT AREARS] HHEA A
HIAZES mefohs d 88 oo, o5 AHIAFAS] S JloiA ZItiet
A2 Qo digt SFHThE Adute] digt 179 Hx=E Wk F grisjof
FATHMazis et al., 1975). YRR A2 ZHoA HH AIE 7|22
ot AHIAFE S AL 719 IAES] AHAFE 2] digt ATAY A s
Astoz A ZAL] AH|2o] High 14 o] AujAFAe] tiet B E YotHEd f-&
St JHE Algobyl, upx|eto® SERVPERF= B2 o4 SERVQUALETE AJH]A
F45 o & S0l Qlvke 9747E Hoj1l Qirkal PehAas, 2010).
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Cronin & Taylor(1992)9] o]2& Etj& SERVPERFQ] EbFAS = & AH]A
ol8AE dVdoR ASEAS ol AR 2y 34 W] AR edAe] 27
EHIHl =dl, o] d5-e] Aik= St Aol SERVQUALEH SERVPERF
7b MElagd 37 ArzA 58 4 vke AMde AL Qe ole AfH
A~ 7o BEt PHE olgs AFStHE IFAREC] o] ALE o 8o RA

284 <
A & e Aol A2ete AME HolFal leH(EAdH, 1995).

Axz Ao AH|AZAT} PATEES [79sly] 95, SERVQUALY SERVPERF
g &8st AT 24T AnolA SERVPERFZ}F B Aol AHAEAS S4T
ol AFSHArH (et 9, 1998). digt AH|AEE  Wrlold  SERVQUALT
SERVPERFE &-85to] AF 243 Ao A= SERVPERFZ} o etelA] Aul~F4
S ZAetha ASetAA TR, 784, 2003), SERVPERFE F8%9] AH&d 9l

, Z1diel A3t Lol ARE AlelE FA it

2
-,
o2
fu)
2
BN\
o
s
i,
R
5
32,
L
rir
>,
oy

2.2.4.3 SERVQUALY} SERVPERF9] Efg/dof 3t vl =9

AHIAED AT Bl g moloh tie] AHAEAY TR i

A9 57k Aol 2zt s AT gl =ele] tpge] H1 glw, MulaE

Ae o] oA AAY Al sldje] Aol(Q-P-ByE B Asieh B At

P T 2ok Ho] Bgsicks Fgo] WA e, ARAEDS et 7|g

Aol Q4G Hzel SERVQUALT A% Aihiioz & 245k SERVPERF

o ebgAe ol oR M, kolste, o2AQ) egie] QAR AMAED AL
o

FEe B3, T b AR Ao geye 4ZH0E Rl

=2
AL S, ASAL O, ARuAeld, A8k, A, Aol 59

) [e]
107 Aoz ARl ooty sFAT(PZB, 1985), 1988We] AZHAoA=



SERVQUAL®] HEg 7t mefla FAacle]l 44, A=ld, dhed, a4,

TAAY S 89108 FoPd & glag HAY, o8 FHATINMY AFEA

& o Agelstel o), PZBO] SERVQUAL HEE 083t Carman(1990)9] &1

A= 063/%1’ /\]ﬂ/d B]-_O_/d o}ﬂ/ﬂ 14:L/H oq]zq/d Mol o] Wl nlg o] 2
q

1_*1_l_ =

TAENE AR YEUE 5, W 4F0id o7l 8= g v
K

2 Sl A SERVQUAL HIg HIghste] ARgRE  igtoflal= AujAgiol
Arrh 712 ADHE, A, B4, P or 450 o= ZoR AXlst

(A4, 1993), oRE ¥igd ARAS AR drelde AH4, A4 B Bk
teeE, M4, Aragd, 184, 2849 T 8QoR FAEe] Aty E}M
(@ns], A=, 1993). 1)1 of2jgt Aok D] SERVPERF HEE o84 43
4, AV, o] ) Ao FAE dle AoR AN ATk THHe}E,
1993). o|& H@ Mu|AFHo] F4gatelo] PZB(1988)7F AAet Adte 2] Aot
Nl Agos FEEA] Geg & 5 Qe ol2A HES W ATHoR 3 ¢
TS, HAE  Frd, od)o] ek anAte] Zldiet AuE S48 ZA A
SERVPERFZ} tiH o2 Aulagds Aot S48kl glrks Ast, Au|aEdo]
@748, A=Y, (et H30l AAE) 2 Aol 4714 Adler 74
B HUSHITHA R, 2010).

4%

ﬂo_u

wn

2.2.5 SAlE AH2~Ed B A

-+

2.2.5.1 ZAE AuAZA A1

AT 4FStE ARESo] o]fo2l= CRME] HAle SAlEet ok, 1 ATAT
2lE fsl A" AMu|agduels dxoiglen ditzos oo 1] =
MulaFEY st e Al 7R dEoR ERsiledl, AMAle ASA
(Accessibility) 0= 11780] Q1ASH= H/el tiet b =Af, Ho] Zaj= A7t 7]
AZE BEARZY, AgEE 84 5ol1, EAE e (Interaction) 02 I Z450] 914
Sie Aspiele] Astgon, MES A3, 10 YA AZSHE 2, 29 A



o olefohs A, BERt dojtAt Bl i SolH, mpARte R S (Answer) 1L
50| JEARRE PERt s Aol Uit XemA et =ASHE,
st g1, A gl "W Solth(Anton, 1997).

A|AERY el TAGA%E DAY, BAE Auls FH Do) A
WS

WES B9, 2AE olguASe] AH owrt AAUT, T AElt A
ERelol7] 7)710] FstaAt she olwrh AV SHrHARS, 2010)

2252 A Mu|2Fdo] S Ale 9T

(Brady & Cronin, 2001; ©]4A), 2pAlof,
A FeAeEdE, AREEY Al 71 FEARdo] RE 1ANEET fo%t At
e A= thait ol Ak, 2006).

AR, DA ZHE dFY v BEAEE AnEdoly 1 ta I A=
A8FAE Uested, emeRlyt do] FAIE AH|IAEE 27t qlo] AxpEAo]
S §po d

W, Q1 4TAGED A RIS AAE AEHEELS DANS
[e)

—_

o fNE GFE FA ke A0 AL, BA, 9% YTAEEY, 2UEL,
A HEAEE AT WAS BY, I HTAEEAL ANEe] AP
PP FAW, T AoAGELL AN G ofs mAE AR 24}
wolon, A, e BTN A8 AEAEELS DAVEY HAHel AP
2 AT GeE], 9 HTAEELe] G T 29 Bk AFHoR B
i, Algele] B, AU P, Aol ARgol A4 Asag B4
95 ol eEe 2w AR dojsde 0 AuAgEIAZE fJ5
A ghe Zlom uehgon| wistoz 72| wjel AMARHeMe T
o4 o 24 AHlA BReNE IARES IAZAE B4 Sold Fad Aua



2253 BAH] 7144
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B X o T
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W o S o s i AOD now = "o x Ey A
T nm_. o Mﬁ o i} HE o N s m.__ E W o oo Xl X = T T
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= H oo lzmeﬂﬁ#:aﬁﬁ_oouluummww38ﬁi
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e Evte] HAH 5 5 0.966

o ot FAEEA (Principal component analysis)oll 2] A2 QIEA-S AA]s
Aot AR ofQlAl ghol lojgold QI AAo| M, Ql A=H(factor
loading)e] 0.5 o= frolet W= 7Hsto] 7| =957 Rohke M2 A7
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15 k1l Xe)
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431 97 2P0l A
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thg [ 4-TIOI4 @7 7K A58 BE veki
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EZ3}
} CR.( o]
7 22 33 A=A | SE. pat .
N 4y B
2
H1 AL — AgAy) 0.101 | 0.036 | 2938 | ** | A=
H2 AHE — AdATt 0326 | 0.044 | 7.364 | *** | A=
H3 A 24 — Aty 0.546 | 0.041 | 12.958 | *** | ==
H4 A AT — ATEL 0.896 | 0.025 | 36,581 | *** | =
A AT — et
H5 enE = 0523 | 0.077 | 4241 | *** | e
734
IATEL — ERfET]
H6 0.261 | 0.076 | 3.435 | *** | =
7
"p<0.05, “"p<0.01, " p<0.001
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ABSTRACT

A Study on the Effect of Service Quality of Public Enterprises Call

Center on Customer Satisfaction

Kim, Min Ju

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

In the 21st century society, the call center emerged as one of the
marketing strategy methods according to the various demands of
consumers and the development of informatization. Today, 75-95% of
customer care across their entire industry is done over the phone or
internet. Call Centers are one of the most important parts of marketing
strategy. In Korea, most government agencies such as governments and
local autonomous entities actively introduce and utilize them.

Based on these changes, much research has been done on the
measurement of various service industries, and various service quality
models have been proposed, but the research on call center service
quality measurement model is not enough.

The purpose of this study is to examine the service quality level of
the public enterprise call center for public service call center users and to

test the effect of the surveyed service quality on customer satisfaction and
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competitiveness of other channels as a parameter will be. Through these
researches, we propose an alternative to enhance customer satisfaction
and work efficiency for public enterprise call center.

In the survey, 1,300 copies were collected form those who had used
the Korea Expressway Corporation call center, and 1,222 copies were
used as sample data, excluding 78 copies.

The structural equation model was used for the study, and the results
of the study are summarized as follows.

In order to verify the factors affecting the service quality of the call
center, we conducted an empirical study on the effect of the call center's
service quality on customer satisfaction. The three items were positively
influenced by the counselor's knowledge, the consultation attitude,
dial-up. The result of counseling showed positive effects on customer
satisfaction and competitiveness with other channels. Finally, customer
satisfaction also positively affects the competitiveness with other channels.

In this study, for the first time, we added some competitive factors to
other channels, and suggested practical implications for efficient
management to enhance customer satisfaction in establishing strategy in
customer contact points of various channels as well as call centers in the

future.

Keywords: Call Center, Service, Service Quality, Customer satisfaction
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