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SAE 7149 Au|A T fE DA ARUAeldE Fofl 71
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Folut AH|2of et Aol AR B Q95 SfdsiTal, A Hatt FH
£ AlFdl = Xer 1AM, I 3_51 CRM AlY, st A AIE

SHAE, MBlA AIH o] gefet olge= =9 AH(E71F, 2002).
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AL 229 Bukg Al BEH NgAEY e Fxd
Sl SolilEl WAelT lov], FFol 719S diEsk JgR A 1 9
o] 27 gobd Aol AA(AL, 2005), 719ES AL A B4 SolA
AIlE =o]7] 95 A&Hog TATE LHL 7|20l It

AR 2]Y¥ = PerformanceE |35t
e TAEE AdsE SUE @& AHAS AFsHe Real Life-Care
Center = %Eﬁb—l (R3], 2015), 2 So] TAES] HHo| tigt AL &
t ] Amau]A, mHRS] o

SMS. A%, 22 5 g A9S FT pelolol, 1A Mok A B A

12 AFT DAY 8T FEAA F3 UAHHGH, 2015)
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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 AFAE, AFFAIE], Reservation Center, Service Center, Answer Center, Customer
Communication Center 52| thofst o]507 EBoXtHA7|FE, 2002). Est ZAE+=
st 1A ARUACI J5e wuels s19e] dud Az oY A

(Anton, 2000024 THA2] Tt Bik 9 AR S She AT Hol nARES

l"

=2
PPN T4 §ALS T DA 4oag FEoR JAHT 9o

Cost Centerol|A| Profit Center2 2= Qo4 €], 2006).

FAEE CRM oM vt A5 A 9 sht=A A=A ledl, CRM

o
o Al 7Fx] B791 EA(analytical) CRM, 2% (operational) CRM, &% (collabarative)

o

—_

U AsAEAe] ofd, W, ey, A e H74A Wenltle] A%

2 8
EAdo] Z3te CRMY] si4AIE (Koole & Mandelbaum, 2002)01H 7143 1 A4-&
Adste ARl sHo2A FAHE Yok A 47 F7ktel w2t o
Zo] AL Aoz AXztoz IeElsky 9tHAnton, 1996; Dawson, 1998). ZAl
B 243 H50] 90% old= "ol 7] wlzol 149 Fado] ZxH= 719
oA ZAIE O] F8AL o] ZxeE AUA|A] e 2, 2006).

ZAEHE AT 4o wet 27 vk E ZAE (Inbound Call Center, ZHA1ZA1
H), oFHeE ZAIE(Outbound Call Center, WAIZAIE), &319 ZANE|(Blended

H
Call Center, 2 - ¥ ZAIEDR FHEY, Qules SAER 140 2RE Zoe

-6 -



Aoks ol FAde 2 F= 49 dFE Lok okxHleE ZAlET 1A
Asks dof a¥she AudFE wobv, S99 AHE Qv

4o 3 FEC} oFRHRRE A
H 4FE Al Azlste EAIHE TH(E4d, 2016). =AIHS ¥ 542
& 2-1]of AAlsk.
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d
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=
Ho
In
1]
[
iy

c ®He M/ ENOIE S
= + MU FY 04

ojguies =W |

ra
e
4 .
ng
rr
e
40

kl
§E

|

« MOIE HE YT - O/ BEY S
- NYNE) = « DWPO] HH WM

2w

T L ==
o YD WE YL - DMOITWN 5 <

wag + MU T gy 0] orEEn

7 1 3 A A% AR, 2004)= E86l IHo R AL

I

[

r=

(29 2-1] 2AE 9| 9

2.1.2 ZAE 9] Tyt

ZAY AL SAEZE FA6ks F3ef AT Wste] met x7] EAIH
(Emerging Call Center), 23} - ZX3}ZAE (Professional or Optimizing Call
Center), A4 ZAIE(Strategic Call Center)Z EF 4 3= o= IT9 HHx
7194¢] 840 wE WelE ATt

27| ZAIHE 5o deet QYD E A, v B ¢hw, AU 24 75
Fd 9 = HlE 5= 7Y SEE o, Hwst - HASE SAIHE s8] di7]A
2, AR &5, 140 50 A FY, AEEY e 4, *9v 4

&, el 37 FE SEE o, A 2AlHe A4t 9= 718 Hx, 28

L
oy
>
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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).

Fok SAE O T w17 2-2]9F o) 7&d] ®sle] wet F 49AZ o
= & e, PSIN 49 T st oo & 1179 Mok sAlsks 454

T 29l Call Center(H|1AIH), ARS, ACD, IVR 5 FRH AMHAZ AF5}o]
B SHEs FIAX Customer Center(H2AH), CTI 7|5 Eo= 11749] K
ot qH|AS Algste] 17 HOlAdS At Contact Center(H3AI), 18|11 m}A]
ato 2 [p 7|Hke] A9 S E £ 7]€9] Performance A3 do] 1A ¥ 2P
ofd Sz 1A IEPAHIAE Algshke AAIT Contact Center(Al4AIT, Real
Life-Card Center)7} ItHZI$13], 2015)



H4M cf (2008~ 1)

Real Life-care
H3MCH (2006~ 5

Center
Conta P
A2 M|y {2004“4* o T

Customer center__J- cumnvsas

; CTIAJAE AR * SHolE 22

Iﬂ lk” EH ("'2000 = Center [Screen pop up, Call routing)
Call Center |+ ARs ACD.IVR CWEMS 7|5 £9 AlE
AlAH AE s 288 CAM 29

* CHE(8 4, FAX, Email)
cEX EE HE/EER

* PSTN S 49| Ha20)
* DHE/HEE HUH

« S SR Qb HE

27 AEAE A2"E 2 00779015 2AE AAE] olsi(AA3], 2015.6)5 B3
agog AT
(77 2-2] 2AEe] Wiy 2 8 e

A AR 7P T/ G vl TIeA]d SHN EH SAlEE
% AH71s, st=dol, 2nEo], AAHl(CRM 5), 4% +%7Iec] 8=

A 1T AQ71s9] JFAE, 2004) = Ao 4= ik

FAEANA 8E= Zlel Hie HdeHRt 7H ditdor S8EE el
CTI(Computer ~ Telephony  Integration), — PBX(Private  Branch  Exchange),
IVR (Interactive Voice Response)Z 7N ZAE Q] EA 9 A2k wzt thokst &34

= ZEsIL e, FZole HHMYS B 1ol S-S HEA AHIAS B 4
%= 94 IVR(Interactive Voice & Vedio Response), 1Z1ko] Abd apolA 24
A& Bl A ARE Aoke 7Ie(AE, olsE, 2014), A 245 5
2 1S 915E = e SIS (Voice verification) 71714 WS QIEH(A &
%, 2015).

H>

AREAIES W HPUY QT WRAPIT It 1 T 9T
Blo] Bololgd 1AS0] HZel eylolt mulel S B N

o3|
H
Az AR Qo] A9l et B Bo) Aalrcks 17o] AAR sjds)]

-9 .-



ol Aol diet HEd AHU AT AEs AFcte Ag= v Sl AA
ZAE A A E dYHE sk ARE HokEdtAtHAverage Talk
Time, ATT)2 Z7tote FAIE Holedl 1%E =9 Y(Volume)Erh F4(Quality)
o] FFHU= ‘%’_}05}3—’ et
ZAIE 9] 75 2§ Al AFAY FH= A2 WAt 1A 7|Yge AF
I =

A7le w27 wh@u SAlE|e] dge wWslshA] o gk, ZAIEL

s Q% AY IS & £ U " AL HH J|&9] Hde| uE 79l
4, AE 7|&d &4 st & ZANE 9] A e tr2 [E 2-1]9 AAS
o]
AN .
(2 2-1] SAE 9] dhdatA]
75 33 EA7& H] 1
1A ch At ZAIE Z3}
24 £S5 A 1A(IVR) SANE] AH5-2 A2 (ARS)
3AH AFEASEIHCTD) ZAME CTl &
44| A (Hybrid) ZAE] He] AAH A
5AH olEHI(IP) ZAH ALL IP 2A4H A
=4 1 AL 2](2008)
2.1.3 CRMI} ZA1E
792 ARV W 270 AR L A A|AHl g2 BEXE

Kl
=
A}
X,
e
E

o 77 Aoz RE Uethe Ql4o] SEEHEA CRM(

ol tigh FA7F #4501 S7Iskal 9w, o= 719l #9e A% a4t
A, A o] Ask SAolA 1A SR olgditt= Ae ofnleitt
CRMe] digt 271 sofue $8%t o= 179 =de7t 719 49]9|
dHoR A A Q7] w2}, ARAEE= A Ykt et o] 9
ong Agr|zte] AojA4E Ao 2R Lok 02 Flsly IATER]
a7t S dolde el AARDEPE Ve o R Stk Ade



A Qe AR stlA A9 1] BAL BAlEC] 24 FhY 9
Fo wong AW 4AS S J19e nAYe] PE FFL AFHo=
Sfefo} bt o2 QAskL G J1ge] BAIE 75 BEL O 49D A
o2 dAbErh CRM 489 B4ast A3702 w6 Hshe 24
Qo] 4EHe Faolch, 719e CRM @O 1787 7uke ofd 4 9l
1 27] 340 A% TACR dolof 1 TACREE A% B £ A
% 9lomE CRM 750 7199 432 #98 S& ot nABA] thg
o Wyt ohjet DA%Z0] AARE HFHOR Sasolof shor] 2L 7]
gJo] 1A ek B CRM A 123 BEsHaA ds) e 4ng 44
Moz SaetA Hek

ZAHE 140 el BE 1A et §RE Hsh] EelF A
HAE ARSI 7199 YAME SAHE S dEe ter e 4
Qledl, AAHE 2400 A9 SAHE B9 Y, T2 2 JAVEL Mg AY
& HlgoE THE A 5 Gt FHOE WAT J1G0 BAS GHSHIA A

ZAIEE 7ol CRM9] siAAlTE o]ot(Nederlof & Anton, 2002). ZATH w2z}
+ AR A 1E Sfel AlFsty Sl IAAEIAL] A s ESH Sl oF
sl A= orfet AR E(Key Performance Indicator: KPS #a]stal
U=l oFZRAl =W Z1dellA KPIO ot el mlart AAoloi(aes 9,

ZAE ] AR E= v= HFHY Antondt 7t &3 EAH AR AF71EQ
CCDQ(Center for Customer Driven Quality)of|4] G7E o] ZAlE] Aol 3t z

- 11 -



Fl

o] MAFCE AR et SAHS AuEAs 9t Ai3e SAH 94
E-¢lﬁﬁﬁﬂﬂﬁ,ﬂ%%ﬁ%ﬂﬂﬁ,Hmi%ﬁ%ﬁiﬁﬂﬂﬁiL%wiﬂ
} Stk (Anton, 1997).

:

)
=

L

CEEEs Zﬁ}o}oﬂh A, 5ol Al 1°P 137H4 A% FoIA ﬁéL X
71, Bt SEFARARE At EE, =58, AHA HE ol Tt T
E9} folg AEAE Holk: Aol e o] oM A5s) 28T B
fgq .%__Q_o]- AR Qo19L skelstg oLy, ]5'_ T}gr/_gaogg ZAH

4]

H
N
o
rlo
of
t
. B
&
rE

2.1.4.1 QMHIRE/o}HILE ATtA| 1
ZAIE Q] QlHEe S} ofeHle . IR BE Aoty A& A7 AE BE 5
o Ui 299 &3E /T 4 b sigledl, 1 e o2t Zrk(Anton,

1997).

[#2-2] QHIRE/obRulRE AR

QFEE AT FRIEE HIAE
) = @- O 41\_5

80%2] Zofl izt -&th 20 e
Bt ST

] ALl s
Hat ST

A7 Tl
Wt FFEA ] AIZE

o Tj7iA]
B L&

ofZHREEC] ot HufjH]&
ot ti7AE

AR HE5814
AFst d&

1919 A7 HoiE
E5E

ook W o=

/g'ﬂ'%fi]'/ﬁ' 1JJ—-EHO OLHE
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E

rlo

_]
= o
A, e AR, AulaEd B Ao ER AAskl e, AT g

ot ZoH(Anton, 1997).

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

A A (service level)

Bt -SHE T (average speed of answer)
Bt 7| A7 (Average Time in Queue)

B+ 55X 7H Average Talk Time)

Bt FA7HAverage 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

9]
A B 25717 Average Tenure of Agents)
A SR ATEL (Overall Caller Satisfaction)

S0 £35} $=(Number of Complaints or Escalated Calls)

2 P8 53 4=(Percent of Calls Requiring Rework)
2] &2 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—%3 oA b7

- 14 -




of Answer) sHE HA = F=2 Y G
A Mo] Ay} AAEe] Fat FAE 7RO Hdt

B B

ARte® ACDE Fafl &elo] 7hssltH, Bt FotrTto]

(Average  Talk ) )
Fo4% Frha Qo SHET glou, ale =
e A3 470] wet 93 4 D 5 9S
E5p] 229 5 Y] So9 pad ged, 394
Wa EEEAUN | _ _
AFE oHrdoke H A85= Ao RA, AATE
ZHAverage  After
HerE £o0, ACDE o 258, 94, +1, 47t
Work Time)
cog 9),0 ] 7]._&
ARS 5€ Fajo] ZUEIE AaHgeH, FHL
W 2%
(A AZAE7] Aofl Aol HokE FolHel= Tk B vl
vera €
|l mge Ae4E Sou, HRT BUE Sl ke
Abandonment i
Tine) At YR ZAY, ARSS] w7t H-sH 1A=l
o A She AS 5 D olgel ol WD & 98

B oA

(Average  Queue

Time)

EAE e 928 Fof A 92
g5l 7HEA s Ao RA, Bt =

53} o8&

(First  Resolution

Rate)

gle] o] AE0z e

=5e

(Percent  Blocked

Calls)

ET wAz AHd I 4 fle 2L

/\71]1 ZXAN 0

(Adherence)

FIPY 2AEY

7t Al2del] 23905 o] X

A4 o)

=
=

(TSR Turnover)

& 7Y 54F

o v

* Aol =

&

/ 2 * 100

A *J%*% EHH1

(9% ol

A Q1) / (Fx Q9 + dF )

1 =9 H&

(Average
per Call)

Cost

g st

FATE A B2 &

2 Seplle AEAIA Aol 45

ZAEHE

501<]

2~
T

+gohe dl 285e F HES

2 o] 2 gk, ol B4}
St opjl,

-

- 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 £ %%2
2A] DAY Agzjol £A7te] AoAS B 1Mo Adsh v 2 AyE-2

—

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

dutzog Loz glolo] 7ol T £ Q= (GFZ <l Asiel tiHEE Y
o7 AAA o E= wjir= BE 2ol AlE(Rathmell, 1966)0]0, oj= AHx
34 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 -



€

<o
ofll

—

Intangibility)

Al AsH, YRS Eo)7] g A=A 2 IS A
o AH|AL] A A7), A4, 1, AlgAre] wiet F2o] st
o=z, gddxyor #4539 58 59 @40l odx
O] ALA]
bt o AHIA ZA7E Fogoln AH|AYo] kE HoFHor AMH|A
(Heterogeneity) ) i
= AlFst Adoh= Abgol olEsh= 97 7] dieel
Elg
o YA} Am9] ETLEA]
o AH]AE A} FAlO] 4H|7F o]FolH
vl 224 (RBAAI - 2HAAS At 2o] 28T 4 gl
(Inseparability) | AHAE AFEE= 27 AHIAE Y6k A & & S
o olgfel HlEA wiRol| ATl 2EH0 IARA E <l
A g Fo] FaA Hojof &
o AH|AE AAE 4 gl AEEE on|t
4284 o AH]AE A FA] AEH
(Perishability) o AHAE AFT 5+ oS
o AH]AL] g0t FF0 #PS A5k Aol o=
=2 1 PZB(1985) 9] AH|~ EAS Q18 8/44(2011)
2.2.2 FAE]S] AHIA
AN AH|AE Do) AHIAL] HAFofA] FHUS] et JFAQ S5, AfH]
A7} o]FofA= o A Qllo|A AfH|A] FAS QUX|oh= HHof|, ZAE AH]

I 1

- 17 -

R =
S AeAgoel7] weol, 142 AHom MHIAE AlFShs A
58 9 A4S 5S4 w2t QAItHBurgers et al. 2000). A]
oA, B, 284 /1] EAE A=

ol
i
e

)
>

A




Jol AH|A

REHE
S

£ Pt 30

e Aplast gl =3 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 wAEl e

5]

Au]zof o

Ll

0]
=

=
9]

=]
=

S

0

=
—

k-

LA 9

dl, EAE Al
tH7gm17d, 2008).

ol

,mmo

iy

B

__O_M ‘IHI

ARG

A

o wmW

ol H

™ T

<] o

!

e

-

o

= &

%

g

W =

Y
o1

Wo Hin

O

e

oz

1
=

o

F=lofoF

El

T

=
- 18 -
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=
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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 7104/] gl Higt AHAE
2)ZYo] zpolo]th(Parasuraman et al, 1988). ESE Q1L = AH|A —’,“—Zro] 7] 7|t}
duht & dx|sk=rte] Aol (Lewis & Booms, 1983), 117Zo] 7|Yo=HE AlF
B Zom g AHAQL 7I¢o] AlEet Ao His) iEo] 7*]7—15_} A
MBI o ofslf AR 7leA 54, 7154 B4, onR|et &2

7} QItH(Gronroos, 1984).

_>.:
E
>,
;1
i)
O
M
X
=
[>
N
ins
o)
)
ol

At og MHIAZES okt Akgor FAE 4 Qla, A2 Abjlef w24
7] Aolgt Mu|AEA Ao] =2E £ glon], ol Al Muagde vzt

==

Zo]| I3RS 7% 7/10]3}% APAL7t ¢ E]-(Ke y & Davis, 1994). AB|AFA0] Higt
Far5o] s AsL S

O

o
lo,
HE
=,
1
>
o
%N
rlo
re

>

ANA AB|AS] AL M} SATE FEAE S AHA A A o]Fof
H(Bitner, 1990), AH|AEEE A7k ofFefzls HAeA 17jo] 7ot
olife] 7k7h AdxE]ofof st (Klaus, 1985), 719 A&l AlH|A el el
0] QIAe] dis 23] £ 7]=ofof tthBurgers et al., 2000).

¢
sl

ol
=

[ 2-7] skbd AMu|AEA0 £4, 9] § S
EEIRE e ICEREY) 39] 5l 574 A4
]EX_] 7 | 1AS0| AHAREE @A H= A=
G (Technical Quality) | A= FS(what)o] siFst= &3
roNroos ed =4 TAE0] AHAZ A= J}ﬁoﬂ/ﬂ o
(1982) (Functional € PHEFER o|BAhow)oll sigshe
Quality) 4
Lutz N Ed | A e A7E gl




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]

. q . . L R B )
Zeithar, Berry, | A8 Reliablly) | o L
(1989), o7 IA4E w1 A&t AHAS AlEstEe
Cronin & (Responsiveness) | A
Taylor 224 (Empathy) 74O JHQIA] gt iRt ofsfet H
> mpa
O I A = T L ROLiE
S04 (A ) 21Qe] 2 AT oA, Aot 2Mlde A
A ssurance
) ok 53
8] A AR
PEEE g aa
(Service Product)
AE| A A
Rust & Oliver . . WAEET} S
(Service Delivery)
(1994) RPN
Serv MBIAE Algche @ 2 HiEo=EA
T 29m wman aw
Environment)
S AL AFE B ARAE Aol
=) _
Nelson ST Aol B % gl &4
i AAPE Tl § B o Sl S
(1974) o | TE EE ATAE AR Sl 7
o =

- 20 -



Dodds & =P A [ AP] O Ase] FUAY 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}
(2001) 2o 9384
(Physical I A AEATE AlFEe EEAQ
Environment A Ee A 94
Quality)

E4 ¢ 71 AgAT Fr 22 AR EY, 2015)
224 MHIAEE B A7
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 -



AAHELS 57HA] AHd5e] Aatet 71tz Zfolof €]
2010).

B

4

| Muls 2F R S | ux | | aw
[ I |
5 i ¥
+ & E(Tangibles)
ArE 2| ZIoh
= &M 2|k (Reliability) (ES)

+ L 2 44 {Responsiveness)

1)

[Parasuraman, Aeithaml, Berry(1988)]

AFR = x| ZEE Mu|A
(PS)

8.

g Assurance)

+ &= 2= {Empathy)

(19 2-3] - SERVQUAL 29

Z]

o

9

=5

HATHA RS,

MEl x> FF
5Q)

}f'

[ 2-8] AH|AFH9 ohAl 7k4] A [SERVQUAL 2]
24 Ek:
+34 AEA 7]9Jo] BEfst Qi 34N, AlA, B, Y9 9
(Tangibles) & T 22 494 UE
A=
OFESE MHIAE st AsletA Aled o e T

(Reliability)

4 SZHAQ A0 Algat 4G 2pFA o2 F|A0] FalAt 6
(Responsiveness) | = =<}t AF7H
A4 IAA TS T AHIA 7199 FET, FEA B HOHY,
(Assurance) 2] ¢o] ZtZojof o JF3t A4
A
°ne 71990] TAelA| 7120l AEHQl AT} Bl
(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] HPEo] nAA AFE F= Hr
s | QIS [ AEIA 7ol AAefA FE Al digt A
T Q6 | AMIA 719 A9 delurEa 1A
Q17 [ AHIA 719 A9l 1A S 7Fsat e 4]
QI8 | AHIA 7190l 1Ao7 71 &ol= AEA ] Ae
Q19 | AHIA 7199l A o] TAfA 7]gol A FARE
224 | Q0 | AHIA 71e] Ao] oA 7] &ol= QIZH A
Q21 | A1~ 7]%jo] 9] o]0l A o2 Teok= Ak
Q22 | AHI~ 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

o]58 AEAle] ZAEel SERVPERFES 9t AZ¢1o|4 SERVPERF7Z}
SERVQUALETH 1 Agr£st efiro] 28 WA stk Kokt Egh Z4Eo] A
HIAEES B7Ig) SlolA F2 AR S400 oEstn, AzH Aol gk vl
ZIEor 1S APl ogt Aol FAo] o <oyt 9lom, SERVPERF o]
SERVQUAL Ht} 95sithal Fgstn 1 olfE oAl 7H= Fiof Ag3rk(Ha
9, 2010).

AR 2HAEE AFold Azl g 7t 9 Adate] digh mighef] glo] 7]
HYd ARk o Foh, iy 2= 23S ok, AAddca2s Zdet JakE v
st 1 ApolE 4kEA o R ALt = AT, Aok 542 ot (Carman, 1990).
EREE A4S 975 93t ZAA OF JEHFOIAN TE/ELA] BFS AHAEA
Agote], AMHIAEA = A - 7|dpE B3Pt oG], olgh
gt o Jde] dutsls Avz AGAER oflg, AHIAEEN TS| e
oA FTHPZB, 1988). AR B EHo] tieh o] AYES T 2 o,
AFEe] "k A0 B Aol Qlol, Adael e L7l F8EE 7HEd Bt
2 o]z, Aol 7]xe AHAEE S AHIA HIATE AR HEH A
HlARAS Tolohs o 8% $ToR, o5 AHIAZHY] SAo] lojAl 7|t
A Aol gt SAHETH= Agate] gt 149 HEE Hoh & griefof
FATHMazis et al., 1975). YRR A2 ZHoA HH AIE 7|22
o HEAEA EHe AuA 7)Y TABY] AHAEE Azt gt G71H9) RS
Asgro 2 A 2o Ar|Ao] gt 1A AMuAEA tiet BiEE JotHEt] §-8
St AHE AlFsta, upAgto g SERVPERFE B8 AFold SERVQUALETH AfH]A
4L ° & SHol Ytk AFATE BolF Sivky JrHAE Y, 2010).

- 24 -



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
Aud grtel we S olgE dFct e dFAREC] o] HEE o|8RterA

7S
=
Be 4 gl Ao Aejeks APAE WOl QTHEAM, 1995)

AXz AEQ] AH|AZAT TAES Fiaty] S8, SERVQUALT} SERVPERF
2 ggsfo] A2 BAG Amo|AL SERVPERFZ} o AdslA AuAZAS 245
o Agstdrh(east <, 1998). oist AHIAEA Bl SERVQUAL:
SERVPERFE &-gote] A5 EAgH Aol A= SERVPERFZL o AgstA AulAgd
S Aty AZstHATHel R, 718, 2003), SERVPERFE S8 E9] AtZof 3l
oA AtiA ZAo] = ooktis Ak, Zhet At zhol] AR ApolE TR GSithe

SR tigh vlEe vhar Qloh(AlESE 2002).
2.2.4.3 SERVQUALT} SERVPERFQ] EbgAol| st Hlw =9

AHIAED ATO] Bl g i=oloh cie] AMAEAY TR i

AA9 57k Aol 2zt s AAED glel =ele] tige] 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®] HE 7fdoh= dAolA Al 34, A=A, s, a4,

A9 57 g9log ZokE £ Qleg HY o5 F&A(199]1)0f|4] 9] AFEA

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

/\11—_ oséxg, /\]ﬂﬁ B]-_Q/d o};q/u zqzuq oq}zm 7H°]7‘4 =Z0o] nl H]% %_04 i]"‘(_
J

1_*1_l_ =

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

2 Sel e SERVQUAL HEE wWgtste] ARt AfolME AM|AEAL]
HeIh 7P AL, AR, B3, B oR AE e Ao AN
WA, 1993), oKF HFH HRAE AT dvolie AHY, AF P Holk
Hesd, A, FrAgd, 84, 2849 T 8oz FEof lrta E}M
(@nl8], dA%, 1993). 21 o]efd Ak D] SERVPERF HEE olg3] 4
A, AR, AR 3] Ao FAE] Je ALE AR A7k T,
1993). o|& H® Mu|AFHo] F4gatedo] PZB(1988)7F ARt Adte 2] Aot
Ne Ador FREA] e & 4 ddedl, oA HES #A dFH2E 3 4
T, AE  FEH, sd)o] tig 2HAY Zdiet ARE SAe 24T Et
SERVPERF7} iAoz AH|AZAE A8kt S4st lrke A, AH|AEdo]
@4, AR, AEHSAT BEAel AAlE) 2 wgolde] 4714 Aoz 14
B FAeIHA R, 2010).

4%

ﬂo_u

wn

2.2.5 SAE AHAEd Ty A

2251 A MulaEd dF

I AFsh uATEEo] o]fo|x]= CRMO] S FAIH ok, I ATA T
2lE fsl A" AMu|agduels dxoiglen ditzos oo 1] =
MulaFEY st e Al 7R dEoR ERsiledl, AMAle ASA
(Accessibility) & 11700] QIAJsk= /o] Higt d=o=A, o] Sd= AIRE ti7]
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,
gt g, A gle §H Solth(Anton, 1997)

Aulagde] dels AARAoe FEEE, SAE ABls g o] der
W= S, SAlE oSS A =rb AAYA, Al Algelu AulAE

gfelof|A| 7]7o] FHstuA} sk omrb AAGTHY SHIthHAad, 2010).

2252 A Mu|2Fdo] S Ale 9T

Y (Brady & Cronin, 2001; oA, 2pAo},
7IAA A8, AvEde Al 7R %7“2’}
e Ao chaz 2ol BEAATHATS, 2006).

AR, DA TP JFY e FEAEE AnEdoly 1 ta I A=
A8FAE Uested, emeRlyt do] FAIE AH|IAEE 27t qlo] AxpEAo]
S §po 3

v, Q1% 4R GA KA AAH JEASERS DANS
[e)

o,
o,
o
4
o
N
0,
B
=]

ARk Golgt Az}

—_

o fOe G FA e A0 ZAGT, B, 94 ASAEEY, BRED,
AR geAeEd Aure] PAS By, 9F AsALEAL AN 4P
e FAW, A HEASELS AN GRS oFPl WAL Ao 24
solon], A, Be AdaTeld A4 ASA8EAL nATEe] HHAel AgAs
2 AAHT i, 94 ABAEEAY G Fe a9 urh ANHon 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
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/%57 172 14.2 65.4
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S olgsto] FUS A S FAlol 83 H T SAA] AAEAE B4t

o MELE SHotk= B (parallel —forms technique)o|dl, Al HAl= SHL
£ Y9= oz o] A7) EYE & Y] ARE ARgeo RN AREE A4St
+ SRER(Split—half method)o]™, BRA[22 FUS 7ids S5k719ls] 2] 7] &
=2 o8 A% Cronbach's o ATE ol8sto] AFLE Adflole Fu& SH=T
oA AerHCEN 7 FERES WIS Eole WA dadEA(nternal
consistency analysis)HO|THZAS, 2014).

2 AFelME WA didE S0k WHoR AFEE SASIIH. WAYAE
T AG(Cronbach's @)9] #t2 Aok 0.60> Holof Al=|%r} vt qheh o2t
&2 4 919™, Oldham & Commingsol] W2H A= A7} 0. 7014oH F-asicta
Eis

A Ad [ 4-2]9F o] AFEE Aol =2 fiGlen, 7 29150 gt
Cronbach's @ A4+ 0.920~0.9662 HEEEo] Qo] AFErl B% (0.7 oo et
U a9l MapE0] AFdo] SHE Zow et
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Sk Az 54 | FF ¥5 4 | Cronbachs a
=ag | ashes 4 4 0.930
e | s 3 3 0.937

sq | AR A 3 3 0.933
e A 3 3 0.920
IAREE 3 3 0.934

B e] 33 5 S 0.966

o ot FAEEA (Principal component analysis)oll 2] A2 QIEA-S AA]s
Aot IRAQD oAl Flo] loPdelw 4g1e] Aol mm, 89l Az (factor
loading)e] 0.5 o= frolet W= 7Hsto] 7| =Y Rohe M2 A7

Sk, T [ 4-3104 891 B4 208 Felshan

ol
23 - ool | B
i 2435 B | AR || 49
Haprso] A1 w2t} 341 | .830
S| cgorpmest Adstn Ak, 350 | 752 | 5407 | 2280
A4 N
AFSRALHAARSE olgolel dote 4R | |
2o Gs}7] golsic. o
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% | oHE | AN AR | wER | w}
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N 4y B
2
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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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