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Abstract

71909 BAA Yr}olE AHS B35 1A
QFD (Quality  Function  Development) WHEL solas EEZ 9Asy] JaHE
provides a great tool not only to arrange AxpolE o] dolA FHH =Wz 7S
and evaluate VoC (Voice of Customers) and A =9 pEsoudE 7e 2§ Brrpao)
VoE (Voice of Engineers), but also to link qu Aot 78 2 WARAS =
and combine VoC and VoE,  thereby so] AU meAoli WEstn TiHOL
presenting explicit directions for quality IAVEL L TR 2= Q)
improvement. There have been, however, few olest AR B A7 2RO — o
researches on QFD in the IT industry. The = Jlxz Agsg £ Q. 354,
case study discussed here serves an QFD(Quality Function Deployment, #&A7]%
illustration of the applicability and A7) HoQ(House of Quality, &9 A)=
usefulness of the QFD approach to website g5l nANEL A4S 93 Fa Aal
quality improvement. The proposed QFD Aalole EANN Wrbme(o]st BEM-WQL,
framework shows great potentials since Balanced Evaluation Model for Website
customers needs are explicitly considered Quality Improvement)s 7§#éle  Zoltt.
in the framework, and it helps network =, BEM-WQI = TQM(Total Quality
administrators develop better web services Management, HAAME ETAA)e] 7W F &}
by providing guidelines for redesigning or 1ol QFD/HoQE: o] &-3te] uz maEi é}é}é}
reengineering the website operations. 93t 71 YAOlE AMAre seEH A

&9 (priority)® ARt @k, o7]A

AN EE SMEdZ ulgon 79 Ue
1. A& & Ao7 yliste fMAlCIEE NAHAE A9
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[Z2¥ 1] Klassroom.net AlolE

QFDE A FAZoIY Myl Aol 9lojs ¢
A oldE FHLAE Ao RE HQo 9%
2 AL Eato] TAHolm AR &Y
gl G (AF/ AR 2)o A E AS

APOlE e d sjgolgts FAo FAEI
b, #49 dAEe Md A HQE F3ahe] HAL
olE9]l AAHQ MM WwEge =d F4
S vk, E3) A9 QTFAEH(Voice of
Customer, VoC)¥} AE/NY e MujxaAdg
I3 (service delivery process)ol ¢lojA 3
ARl 71&/71's 2<% (Voice of Engineer,
VoE)Zte]l #Al vjEE A F5& o]&sle] EA

71E/71 299 FFEL § oY W3
u ZHZel VoC7l £7t5e AR
o F7hecy,

AT ArlolERE 28
AlolER #Ht B2 gy ugs
FHAEA 2 AFYER E8sln
P22 DFull(hiip://www.klassroom.net)' A}
OlEZ XAFIH B AoA A|QHe BEM-WQI
QD71 S &85 QYAIE %7t mde] A
e A5, BEM-WQIS] Al mNo=w
2E $IrlolEd Uizt Hrbe 3709 Au]x
24 (Service Attributes, SAs)3} 47§¢] EColl
et AFWalel 9ste F& 4 Y. A
TERAE APIEE o]&% AFol A= F
269 o AHHES UdesE AgHAAE. &
AT VoCe YALOlE Hrtel BAg My

& Fotod nAMSLE SHo st
AT SAsE= diwdd. =Y VoEE Patel
E &9 #ATIEE FoA Az
JEFE Tt Zoldo.

A= BEM-WAI AW e Eske] A,
Aol FP2FE Tl HAlO]EE o] 83HA
A AZkste SAel Add FaTE 3
i, 4, a7o] MAF3= SAY U

Y fArjol E9 ECebe] HARAAES W
ok, Sd2F IS ol &dte 179 Vol
of g AABAE MR T YAE 84
o] 7l=/7]% 8%1& FopWoay FU2E
S rlol E9l AAHS nfje FA PR
Asd ¢ Aok, TFHoR IAVEEE T
BA717) 9 Ed=F U YALolE &
ol 7l&/71% 8 SHAEAE AANE
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dAdHon: & FRAHE /HY. T3 o)y
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o4 WAL @7 =Y
3.1 QFD} HoQ

QD= AgEe Ad AHH,
3 AL, a8 At 7419;1 59 BE
& Aanzte 237t HF
¢1 Z235 WMdHEE Flo] 17
23} s}z TMe 3 EFojtd. QFDE
AAGANAMEE VoCE W 3taixt Akao
o] 1972 4B uwmulAl ZALA NEE
W o2 ojul EQE SolAM FEYsHA A
gro] 7HAZHe AMzE AFE vk Aok, QFD
HAaye AL EA A E 3k VoCE VoE
o QWA 7= HoQolw, E3] HoQel &A =f
g2yl o]g yYuEIgy B F g, oE
2319 QFD/HoQE AF =& Mul2x AAA
VAGES 24 g AR HEste =
7t BT, FDE ER7IFAMNEE gdA
o 4 dxo], d3A Ao v EHE
Abglol obw | A E Aol MulzxAddy
A A ATdABE FAHLAE UFoE
HoQel 9% A4 Z3le] qRAQ sde
2 dAN7EaE Fufles FA o]t (Hauser

and Clausing(1988)).
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{29 2] £ FA(House
of Quality)

3.2 9rlolE9) 714 /7% 2.9 VoE/EC

2P 2% gyl YalolEx= A2 IDC(Internet
Data Center)ZEHE] Qs 2¥ Au]l2E ¥1
ok, 7lEgd clogtel E{HE Fsted of
e}t 2L V)%/7)s 8UE AAlE &

of Fag g
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e A ¢ 5 A

o}7) el A MicrosoftAh2] Windows DNA2]
3-Tier F+&

£33 41 A : Windows 2000 Server

Az 233 Microsoft Visual
Studio6.0(VB, VC++), ASP, AwiAdHE
A MicrosoftAte] IIS(Internet
Information Server)

)59 o): Microsoft Transaction Server
dlo| el o] 2 2] Al 21 (DBMS) 1 Microsoft
SQL Server

Browser Visual Studio 6.0
Client P =

@» o A oo

ASP, ABO F
;] V8 Script

B

VBN/C++ .,

£
COoM- ADO
Applications
L1 COMs
Rich DCOM
Windows NT 4.0Windows 2000

[2® 3] Klassromm.net YAIo]Eo)A AbgstT ¢
= MSAFe] Windows DNA o} 7] €3]

DBMS

7 N7

DBMS

olgigt el A wEoz 7 A&}
AR 9], B AT = PYAOlE &
Aol Auladguge) dd TS 74
e g2 571A 71E/71% fAEL Bt
gk, o] FoA YEHA A5 Muiadd
AANA F23 4TS DR, PArto]
E 29xirt A AT 5 Qe diido] of
Ur] u&ol ECAlA] Ale =2 & o,
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2o} HEEE T vlug Fe /o au
Ho AFSH WgM HEHD £E9 3
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(control variable)Z UWEHI AHs& olf
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B EC 2. User Interface
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Management Systems)
W EC4: Bt 2 AEHY 7F
B 2Ee EYT Als(Rd,

ADSL/VDSL, LAN &)

3.3 1Al EE F3b AMulzof g 3179
2744 VoC/SA

Ao QF&EA(SA)old VoCE FAH A
RAog Mol YAlo|EEZ o|&sldA YAl
o|ERXEH Jtst= AujA AYE g,
olg} FHZ AFE Ao FAS o ¥
F3] A& Hol gomz B AFidMe &
uldE AYPAFe AHE o] &3. o7,
Wan(2000) 5 Aul2 F3 HrlolA A5
o] &5 SERVQUAL E3o] HzPFAH g
DAUNEHE FAG ojx WEHEAHA K
S AAsx 9k, 2E  Jarvenpaa and
Todd(1997) 9} Rowley(1996)9] dAFANE F
gt} fAlo]|Eo Ziuket HapgA A 2
Ao aFEAT WAL ZRH 2] 3
#AAE FHeotetazxt stgict. ojdd wWEH YA}
oJEE o]fdte A9 QFEHEHL K84
(information), WA (friendliness), WwWHg
“J(responsiveness), AlZA(reliability)2
2 EHEGWan(2000)). ¥ AT nALE

< A% PYAlolES) 83 S-S giido
2 37 wEo ¢ 1A aFEA Fo|A &
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olg] gt xtol7} ThE SAZ I} YoJAME

g V4 Aoz d4HER FEHe =
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n°] SERVQUALSY] oAz g o=z At
LTEYE WPoR oslNE F84
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W SA 1: HoA(Friendliness)

W SA 2: w8 (Responsiveness)

B SA 3: AZ] 4 (Reliability)

W ZFEHEr 84 (Information)
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