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2. 0|=A HiA 2 AFo] FHE oL A o7 walshey)

3k gL Palsla ok =3 FU aAAE
Y2 BEE AuHH Mg 739%7F HEH
I UHAPZE Bk Ol 35 A o) Ade s

2.1 SLie| SMIE A nF

211 39 FAH AAAF Ao Sl HElE £ 5, 2010).
T =] uAAEE $9 AHZ &8 7s AAE ] A o] e Q1dH] o ¥ i AS &
olAE] 2 Ad=e H HH ATEA 9SS S35 g B AT APAAGA Y] agAEelRe Ay
2 o, A HFEL 313 s FAE Koy A5 Sall APPAAGA A3} DAY 2go)dS
AR 2.8%2] AFEZ AFEHAKEIE 5, 2010) 7k Aol AT 5, 2010)
3 AAAIE] A0 obRA AMuI RS AR
8.9%, T H] 2 AATFRE 38%, A AAE 2 AR 3# 2. 2012 T 2AE A A%
AL 81% 2718 Aos =5k APy ) Tab. 2. Chinese Call Center Market Status, 2012
- . = LR, S
SAE Aplss 3§ 2, Falo] A R (W %
NS A&Hoz sk gtk 2013971A] zkzt oF A A HE| B7HA | B vl S
A 83%, 7.6% HAEZ 43989 U} 18169] € L 0506 | 1865 | 2700%
=8 8.60% 1211 | 1750%
1245k ! =3 22 al
of A e 4 AR AYHIY 53] 53 P TR Yoy, w7 | 960
8£Zé %’8‘ 8799—1 '%]_,Qi ﬁ%‘ﬁ 94%0 l:'i_:’% }E]Xo"%ﬂ IT =i
=~ 0, 0,
g AT o2 AYSUE D, F If B4E _ agpaus | BO0 ] TS ]I
ARl AEE TS, 58 B BY, 349 Al 7t oA 940% B3 | 11.30%
A wolze) 7108 2 sl Fgo] A nEa oXPo | 168 | 240%
) . Fhvj oh2-5 4.20% 164 | 240%
Z ;H?l OoJ&ES. plzl Ao ;ﬂul— 9J o =S
o A 9 w1 oz AYssion e R -
el AN Tl EAE 240 S 3 529 230% 38 050%
obE = Utk o|¢} e A A= =l Al 7] e} 1860% 1127 | 1630%
B 2Hdo] o} xS T4l 02 sle] Au|2T) thekst A 2 0.00% 94 1.40%
B3, obxard MEls GRS SACE 3 BEY AMH] EH: CTligks, 2013, wie).

¥ 1. 2008~2013 A3 ZAE Au]x= AR A

Tab. 1. Call Center Service Industry Growth, 2008~2013
(28 9 9

T & 2008'd 2009 2010 2011 2012\ 2013 CAGR 08713
w8 %R 2952 307.9 332.2 362.1 399.6 439.8 8.30%
&2 1259 1295 139.8 151.8 166.3 181.6 7.60%
WES 24.8 25.7 26.5 215 288 30 3.90%
394 56 59.9 65 718 79.5 879 9.40%
5/, & 49.1 49.8 53.5 578 63.2 69 7.00%
e 1.2 12 12 1.3 1.3 14 3.30%
71} 254 255 26.7 283 299 31.6 4.40%

=4 EF 5, 2010
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(D £l H2E Au|x~ 2d
H|2~E AJH| 2= PBT(Paper-based Test), CBT(Com-
puter-based Test), [BT(Internet-based Test) 37} 2

TE AL F Utk FolE o]k AFH A
T8 PBT= ubA o 71 o] AHeahe Alg
o, A Al 7Y Wl f3olt}. CBT
32 &3] ETSo|A F#sh= TOEFL] 47 2
© Z(Bernal, 2013) @] &HH oM 7| AA(PB)
o] Zo] Al Wi vIEA S EAlete AT
ElE o]&st= Aldielth BT= CBTAA £ ¢
g FHOE Bl o] &3k to] A
‘ﬁ“&‘ﬂ‘ olt}. CBT¢} IBT= HAFEE o83t
SARBIA T XY 24 2D 473 WA B

Aozl o helA Nz ol 7
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= rﬁ M oox n&
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d =5 S EZ}H]*‘?“Ol Bow, A&
o] & CBT& W#
AR 9’]’7‘ HIER| A H&o]
E7Fse JeEl2 A3k Zlo] guky o), Stand-
alone &el¢] Testing Application2- o]&3l A<
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48kS Fa1(Pawasauskas et al., 2013), LZelelo]E
YET 7ol Ul d7o|E ATEHE &3

g

welE 4 Jom(Wang et al., 2008) 7 A7+ =
ol=d & A<l(Piaw Chua, 2012) ¥ o]= & PBT
oA CBT=29| W3+ *‘J"Woli’i‘:‘ri g+ Ak
CBTR9] Ho|7} o] Foi7 & £7], 9171, 22719 &&
335 S8 BT7F 2AE o] 57483 om(Sulistyo,
2009), ] w& H7HE flaf aHFQ) EFH
24§ 719 Al@ e Alz=Hlo] 57t (Rashad et
al., 2010) CBTolA IBT& Heo]7} o]0 Ht} PBT
tiH] B B&2o|a 87 315 AP o R
S4sHPawasauskas et al., 2013) CBTE 734)|% o]
I, AE s 2 A, A28 5AS Ad A&
o=z FHE A4 A T shuE ez
T Thurlow et al., 2010). =3+ CBT= A8 2
HE At ARE FAHE v HE SR
Agste =, At vl§ A7k JA 448 F 3
(Howarth et al., 2004) ¢o.2 HFE 7|9k Algol|
S Q7= HS SUE AoE ofHnh o e
B84 tEo] HFE LEAANTAE, 2002)074]
AFEE ol&al E HEHAANE AT BT
] A &Aool SHES dFsta o
CBT/IBTE o1& 71 5S¢ 7|ehet H5e] 318y

[ele] 2=
9 & 5 ek

a

[
-
=2
=

al

2.2.3 Test Service A3~}
(1) ETS-Prometric

AFE 71N A AE 2] gEA AF AL
2 ETS-Prometrico] @1 o %o|gta & 4= glth
ETS-Prometric-& 1990\ 33-€] &AA)7H) 1%%%1 HAE
ARIZE AlFslaL glom, ApHst © B 2E AH)s
S S8 AN, MRz AlF, HEEAE 9

o Zhst £A5 sl Utk HAE AMHIAE 95
AE A gkl FHE AR 9 Add
] /‘ﬂT ‘%Eﬂﬂ *]{JJr Hl S FAR 4

asiel, A Al
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Fae Aol jg 22 $28 Foln Ak ETS-

Prometrice- A]& o] CBT, IBT, PBT oj® dAozE
AA A2 Mu2~E Algsie] wid Aol g3}
< Yigk X9 A1ES diggstar qick 1Elar 160

Aol 10,000749] 8] ~EAE 9} 157) o)3<] af<)
Qlojeks Beld Qe Bfsln gtk ol 2
A&A Exjel B QIdE 7wk g A AA 400
7| olake] Ao HlAEZ tadte] AR A E)

2E MH|2E AlFsia ATk

flo %

(2) Pearson VUE
B 2E AMH|29] I T2 AlF Al E Pearson VUE
£ £ 4 Yt} Pearson VUE= 1994 35E] SR)7-A]

B|2E Mu|2~E AlFsta = 7]Y9elth Pearson
VUE A] Aul2e] 2p83LE 915 A1 i, A2
AF, dzet o S FFsla Atk A E
5 95k Pearson VUES] A1 221 ZHl
= AT A, Fa4S 5HeE Atk &
AFE 719 A2 Al GEsE A s

"131*4 AFoz oofR= B 355 Bt
oz 12w Q). Pearson VUE 9A] 17570
o] 5,100701¢) E|AEAEE B-45t1 9)om, 40070
9] Pearson Professional CenterS -3} itk o]
9} 228 AU AZ yulo 7 sk AREA AT A
AMulz, A7 A, A 2 AE AtdRorel #
HE HAE AHI2E AlFskal Atk oF&# Pearson
VUEE | ZE AHIZ AlF-E 9fsf 2ol 915 H]
2E A 7% 2T AlEY] tEt AAe =Y
3la, Al H2AE AR S25= 22 Al 4
stod Thol=ElRlS AlFsle] FHES FASaL
Atk Pearson VUE= CBT 44H374S flste =24
=38 $7(Workgroup Scenario Installation) 7}o]
=EolS AlFsla low, BT #4374 742 <8t
of X} 3F7(Server Scenario Installation) 7}ol=2}ele-
AFsle] B 2E AE 748 38k JlckPearson-
VUE, 2013).
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3 3. FRAPF PEST £4]
Tab. 3. PEST Analysis

5 ks
« AAAE Agdel B Agyte] Al A o] fFAHAL Al
Political | * A LAAE A 1915 SISk o= el A5 wvbdd 100 AAe) xgd AR gtR A
e AL B B e
« T AT ASFPE T g Bad Ao Fa AE] fdAdo]l EAITHKOTRA, 2011; 454, 209)
c go) WAAE Qe AAES EEHL S AAE Helx Sl
Feonomic | * & *é%%% aHF FAloly qrre] A BN Aoz w2 viHEst o] 3] AT
Lo A A ol A B Ao AR FHAE ] okl A HE 8)e] A7} 77t 8%, 10%=4
Zpo] 7} Oi# Aoz ZAHE (Deloitte, 2013)
<A AR B EAE AR e A& SIH7L o
. « SAAE UiF HAge] 97 A5 sderA A4 Heol AP fot b s
Socio-Cultural | | 1519 o] 71g AH8A WelY F7E AREE AAANE 2751 98
< S7EAA ] W3 A RS gol7] AT A AR wigo] a7Hal Y& (o]m <, 2010)
caUe] AREA Ropol A wd A7 eo *ﬂi%] Am wopEQl s sl 9
Technology | « =3} F=9] lEul #1732 IBT(Interet-hased Test) S Fa3l710) T8¢ +52] 24 ‘ﬂJE}* T
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The Activation and Export Strategies of
Call Center Manager Certification Test

lljin Kim* - Kiju Cheong** - Yan Li***

ABSTRACT

The significance of upgrading current certification service for customer center manager and counsellor
in Korea Call Center Information Research Center-affiliated Call Center College is dramatically increasing
due to steady applicants for the last few years, while there is a need to expand the numbers of applicants
with a new channel.

This paper has suggested the directions for developing IBT system to hold a dominant position in the
certification business industry. Providing IBT channel, mainly base upon internet and utilizing various IT
infra for the PCCM (Preliminary Customer Center Manager)/CCCM (Certified Customer Center Manager),
will increase the convenience of taking qualification exams for customer center managers and improve
competitiveness in qualification certification business industry.

Specifically, this study reviews overview of industry trends of domestic and overseas, success cases of
test services, service model and methods of on-line test, and short and long term analysis of the domestic
and overseas markets.

Keywords: Customer Center(Call Center), Customer Services, CCCM, PCCM, IBT, Certification Services,

Overseas sales
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