789423 DM MHAEY HHE B TSR B
e e Ols =2 H
DHME MUAZE JIMS St 2R 24

The Analysis of Human Error for Improving Customer
Counseling Service Quality

Woong Hee Park”

* Electronics and Telecommunications Research Institute

Key Words : Human Error, Service Quality Improvement, Call Service Encounter

Abstract

While many services appear, it are performed in the various researches about a service. Among them,
as to the basic reason for measuring the service level, in order to find out the strategy improving service
quality. But the method for measuring quality of services up to date was unable to make it enough the role.
This research tried to propose the approach systematically analyzing the human errors in order to improve

service quality about the call center which utilizes the information technology.

In fact, the human errors was found in the customer contact point in which the actual service is delivered.

An interaction between the element for comprising call service was classified into 3 while defining the human

error as 3 group. Moreover, the process where a service is delivered was classified according to 5 step

and the generated error was measured in each step.

The implication of this research looks at the service failure and dissatisfaction as the occurrence of the

human errors and illustrates the service quality improvement as a correction or a reduction. This approach
is used that service is materially easily understood and is formulated with the quality improvement strategy.
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Kingman-Brundage(1993)& A A Xu)A3A S
(1) AulE=Al el 94/3%, (2) Aul=8+, 3) F
T, @) =27 Ay, 6) ALY 502 +
313 t). Chase9} Stewart(1994)i= i1740] xu]

29| B 283 FAE (1) A& (encounter)
of thgt &), (2) FEEA, (3) A sjrdk= 3
AR EHFTh

ol HlEo 2 Miciak(2001)8 ZAE AH|AL
ZHcall center cycle of service) BAL SEAR
e itk R A gl o] Mulse] 944
B+ DA(ease of contact), F HAE SAWFE
T8 o] Aujag votshi= dA|(voice menu),
Al A= 24 dEdoe] A o] @ FAlake|
#H4E 2= DA (customer care), Yl MAE 12
o] QFAEE FEAIE MY AE AFTEE 9
(services), Bl Al 179 @37} A== WA
(inquiry resolved)® &} ch

ARNE A Zof digt FiMuaE AeSH
A|2BI(ARS), CTI(Computer Telecommunication
Integration), AFLE AX= Ao HAA o
Foix o)) g Muj g B F ZAu|A AAH
£ wdtx E £ Qv ayEg nAAMeAgA
¥ ZE%(flowchart)E WHgo2 FAH| 2o 27|
WEAIE <a2¥ >3 2

AR, FA QA=A Ao FH]/d)7| Al (pre-
paration stage)7} Utk o] WACA mEALEL
EAHQ Mu|AE AFs7] o) ATAY Aujag
FA=RE At WA & ¢ ) wElbA
AEde] A4 9 Agus, Ta Mua@ A

< Aol HEE g et e @Atk

%RH At AAHA oldAA Y] HE/AAH
Al(access stage)”7t . o] ©rAle] aEALae o

7N, & X7 F AU A GA 2" S

AR, Mu|28 5 5717 Y& MulzAlF
2k} ashe 45 oAkAT @Al(communi-
cation/interaction stage)”} Ut} AH|AHEA] A
o] diGA ol nHAEE 14d, AU 4

9) AFH Muj2 AGE 2 A2~ F8)(preparation), A
32384 oAbAA(interactive—decision), A#(trans-
action), a¥](consumption), ¥ =% (feedback) 5 T}
A gAEe 2302 o]Fo|HDabholkar, 2000).

/Ho] oh:}

s A & AR AE vpRE F3 A (closing
stage)7t Stk m74e) el = E9AF Fol I
A5y Jede Aujadlge] JFate dAR vl
T2 gt

OAA, MujaAg & BFEeh An|zed gjg
AFFA el =it Al(feedback  stage)”t AT
ol Mu|AA|AE o g FA|S dHAT

A& 71 THA
of

ot 2
M| Ao o1
UL
B L R,
o i SEine [ ESEA
| oo
SrERtet
AZEAELMN?
QAL S 2ol il AS RSO
01\ O}L‘E OI [47]‘,') (=} o =
J, ot
fAste Mul27} o o =
zRaUm Y sEeA
Mu| 20 277 o N
A&t HEAA

<1 7> EMpjAGE SEL

4.4 A2 FAHLT FEAE

Chen(2000)& H5AEH AusFAe 453
| s AviuAs FATHLLE AFT W
Qg ALt olF WPoR FAM 2 7
sk ole) <19 8>3 go] EAT 47}

A, A ABIECNeN
& MulaaTe AF bR Auls
= ol o] BEE AN sED) Y Fa0

' N

Obo

10) Chen and Drury(1997)& AH]2 Al2=d o 7]3

THRAE Y dgatgol Auagds 244
713 stol CAMSE ZHJ9S Alsldth. 1%
IAC), dlo]HE), 71AIM), AA(E), FHE)
aAMEAS FAFE O 84T 3pgien.
uAAMHAE 1Y 9TE fﬁﬂﬂ7]ﬂﬂ<L”
HN*N*“H”%iﬁ%&L Ao gsolgia
sttt diNEe] Au|zaj gl 37 Aujo|
HE & FARA0H ME|AA] s
ol IR HRE F&HCE A7 H3f 7A%
(M), 53] FIole HAFe7ke A E3 g5
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AFE 9L @39t ageg nAy Jgazt
QFAVE ) AH)AAE2 )
Fohs AHlAav]ey 9242 1389 § U

NAZANY AFEHARNE Dt A28 +
HqasrtE AFEA LY st=dojit ozt
Fe 92" el T2 ol dlo|E |
o|& 7L AT EYo|x ¥t} IBE AMujx
o] Mulx arEdgS At ARE 27| A
ARES Z1AIRN L A Ao B AR 2AE
A7F A3 Qe ARE 5 wgstr] g
F2olm AFH Alx"ol; AFH UgE HH
EX ¥t} o] o U] AuALEdS
At F 23 AJE o] 27t HE AJAHM)
o] TRLAE AEEE AHEAIAEE A3
A3} @

AR, A=A 2=E2E 35 A-8(C-M)oltt. 71&9
wra sl ¢ Fo] RE3 ujifd Add®at ol 1
o) A 71AR] E A|2=RAFAE o]gste] A4
28358 FEZANL 71 Yot o] EFS gura e
2 AFsHolv AZAMu|29 o] ARIeE B
£33 Au 22 HT Tkt o

- ZH)/0 7] 9

5= 8

./

<R 8> FAMATHLL/AAE FEAE

51 2AAA 2 I

B oaApe ARy|es e e A2
oA MuAEAS Afste JHLFE AAHL
2 AEREY 9ot gtk APATaA FoE
AAE, AHLFZ BEFstE o9 HRH - AFH
wgol AR AFA WHE
o d#AEA Hegd 5 vk wEA] B dT7E
Az AAH AFL 9)ste] HPAHA FFEH
2 Azt ol ¢)sle] Rasmussen(1983)
Reason(1990)¢] ®-77|#& AFHEEF3ITh

Z QAL FHE 7|5 7|8, FAIME, A4 7|R R/
o AR PR £ rka AAlst] e
Ze ATHAAE AstaA S A, FAH
2ol BAEE QAR R¥E dFotdth E
R, ZAu|A AR/ aAEE A AT
53 setsity, A, FAuA FAesTY] A
2 dAlEleE QF #8S deteit A,

3] L 2E M2 A

3%

M| zo] g A3 @ FAES ofdfistal &
Ast7] YeiMe Aulzel did FAAL] JFEAL
2 71&% davl glon QIZHEE A= o)F 4
7e/EAolgtar 3ol wheba] AujaAddo] g
AHQFo FHF AU AUAE BAET] AT Al
Aol ZHdAL H9L33ith WA Rasmussen and
Reason®] FAx & Aujxet g 2 7E 757
ub o Rz XAz 1A e Fop Sty R
TR 2ga EAE2e] JEdy 2 GAE
FH/o7 A, AE/AAeA, A4EEEA Yrth
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e g AE

f

oL A_Q‘

ol

25
o

o

it

o
M
1%
mg(_g

= = T
Q= ABEFES kst nAz AEYS vlad
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ZAE A,

o FAbE Ve R 7 a9l &
8 7hetol A A48 60% oA, 2
(communality)2 0.4 o}A4re

a2 A3 FEF 20709 FEE FEG 0 <E

HU
P,I_',
2
°

E:L;::_ ;'i; 91| 8912|2913 | 294 | BEA
780
757
F2 694
714k 602
L5 708
678
657
697
x| A} 703
7]9r 623
L7 617
535
650
% 625
7] 648
ST 649
632
] 824
A 585
693
olol A gk
FAakd
) 24.303|18.094[15.771| 9.869 |68.037

EldAd 54 NEEY

A vl
HzgEF | HETYEST A

717 6 5 0.8381
T3 7 e 7 7 7 0.9237
A2 719k 6 5 0.8553
SRR 4 3 0.7914

g Al 23 20

a9le x3hd FEE AlEAYE A5
o 7hg ¥ o R AN ARl A2}
2 vKCronbach’s alpha)#= A8t o 23}
<GE 3>elA] Biol Al EASTE BF 0 ol




88/5t8 3] DUNG MEAEE WM B AT B4
B2 SAYE AT F e Aoz BAE AR L VEA R A JaEdd U A
AHLFY FHE £/l 93 & A7l e gz oot A 22 dEAYE S o
ASA T3 (hierarchical cluster analysis)® H FAMRA B Eo] AR e wel x}po|s}
B 85 U & uAESH FHEN(Kk-means NEAE AAHstes Wil BAxE <F 6>

cluster analysis)©.2 AR +HEMGA +3 Fdges)
el AV ARAlee g 18 XS 18 o RAbEAEA= 379 LR 1ol Aot =Tt
] E Yotrr] A Hd Y +tH) 2l @3"}"]‘:} I

& Ad F79 5 R AASE Aol A H
43t Aeg Yeigon, 7+ FHAW FA v&L
<E 9 2o} 2447 [ 119 107H(46.5%),
(4 219 369%(15.7%), [73 310 874(37.8%)
oz BF3a.

<)

A3 Aerd o
0.0002.2 df$ &

1757 ke 7

$ p#ol

S50 et Qe < Bl

7F e Aoz BAFEAU ey sy 7
4= pgto] 0.0812 YERY 95% 595
HA F3}7] wjiTol] o]F

ol X3
Ao M= AT

GE 4> AT A T A
ey () %) <E 6> THL EAEA(ANOVA)
31 107 46.5 2F |H | HE | 9 Fk P7k
3 2 36 15.7 L 1| 67 .22003
ps
3 3 87 37.8 ;f;} 2 | 56| -.37634 | 68.967 | 0.000™
A A 230 100.0 " 3] 107] 71606
qa | 1 | 67| 02644
#H9 EAS uielsly] 9std 2Ae] AL Z1¥E | 2 56 46543 | 21.027 0.000™
E4RG] Oig 2 TP BFe ol <E 5> 8 | 107 34622
sk ol vlmstgieh 1 A (34 11& Aol |, L] 67] 30876
SH AT oE HEE F e [P 2] Spar |2 | 56| -20283 | 16.614 | 0.000
A7 F AR os WHe 4 gl w 3 107} -.34622
@ [24 312 Ao s JPYeron YRy |, | L] 6] 11302
F ATk whe] a9l 49) A%E 23 oltelm | g | 2 | 56| 01522 | 1.223 | 0.081
T35x g9t 3 | 107 -.19465
F) ™ P <001
<E 5> YHLFHIY = HE
P 721 | 2d2 | 243 Fadat aAA FY FeAH AL Au)
A7 | 12003 | -.37634 | 71606 2ZZ A2 F AF B AHOF AXE 2
As710F | 02644 | 46543 | 34622 T HeeEe de & DA 2
71’5719k 30876 | -.20283 11821 CE 7> A9 BY TEasE wEEA
s 21302 | -.01522 | -.19465
4 g9 B
3 =
A | HE | = | HE
ol AlE Trol| & AlFE o= =] 3R =
‘]L PATA RS 25 Auds T FO/71@A(PD| 53| 115| 89| 237
Wik A Jér Ol ;AOU% w3t Hﬂl*xﬂ*x}ﬂ/l Apep—
KAz
olt}. w3 g_%_‘g_ 7ol U_}E]_ 01 A 0 7 9 9l S0l FTERYAPL 53| 11.5 11 29
og 7] Rpo|7} YEAZ Doluy] g5 MR g ¥ = WA (P5) 63| 137 53] 14.1
A TR HAEMANOVAIE AAstgleh & (2 A 460 | 1000| 376 1000
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T AT AR TEA(40.0%, 26.3%)9 HE/A
AGA(23.3%, 33.0%)04 wzF A fﬂaqu
70% oPgel wAshe Ao wasdn. elte
A2 s) 7 g e} el ARUA IR

AN F2 dYs uA Q B AS/AAEA
A wol BARS uidity. B9 dHUe 277

de nATe] A AFHAo
= Aow Xzl 74%7} 0y

= 7ol 7] e
g 4 itk

QFQ BIt MAste S¥W/ ZEAAE/AT A
29 BAE Forshr] sl WAEAS AL
\:].. u:-&]- o]x%o 7]. HL/%]O} &) o_g]tgi i}°]7]— %
AXOE 93t AE dolr7] Yste] {2 BAAL
A vl B gith

A BHA AER e w7e HEY gl
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HQF9 488 mlelals Axs Ay
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Lo
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A
= o

S
oz

“}01 LA 37}1«1 FE(C-A, A-M, C-M)UHE
A8 wEe] A 2309 SERE o He
o AF4E AT F s
WA MU AZBZA 29 T AT AL 7
AXHEAEY <E 8> ARE LS F U 1
FolA QA FE YGALAETUA(PI)Y wA-AE
ALY FANA 71 Bo] HAshHE AR 4
HAY a#BR FAea7t JsAgaA A ¢
Aate oFe T2 ARYAIAGANA Ve
H AA o F FolA 24.2%F 2AEka 9l
‘FH/A7 AP =W A(PE) o A= A
Q3 A 2do] #A SRS Mu|AGGA2) A 7}t
} B2 2/ A Aow #AHAY. HE/
QAGAPLY, ‘AT EAPIY, FEIAAPL)
= ‘A el AEE MulAdddry
|4 7HE B2 @77t dAsE Ao velg
FiA o2 ‘mAT A|2Ele] FABHE Au|ayg

(139) Hl&o] we olfr AEPe) AP BT

Q7] wEoleta e

.

RS
E | wA-ge dee-Ae | aa-as | 34
AC-AID| BA-MI2) [B(C-MI3)

il 3 10 1 14
AP | 1.5% 5.2% 05% | 7.2%
e | 31 6 10 47

= | BAP2) | 16.0% 3.1% 5.2% | 24.2%
2| qArE | 47 22 18 87
A AP | 24.2% 11.3% 9.3% | 44.8%
& 2z 14 10 6 30
SGAPL) | 7.2% 5.2% 31% | 15.5%
P 3 9 1 16
AP | 15% 4.6% 21% | 8.3%
A 98 57 39 194
50.5% 29.4% 20.1% |100.0%

) X% = 17.581, pak = 0.041
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FE e AN R A
(T | (T2 | (T3
Zu)/o7 | 14 0 3 17
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