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Review and Suggestion of Characteristics and Quality
Measurement Items of Artificial Intelligence Service
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Dept. of Industrial Engineering, Daejin University

ABSTRACT

Purpose: The purpose of this study is to investigate various prior studies on artificial intelligence and to
examine the concept and characteristics of various prior studies of existing service quality. And this paper
is to study the concept and characteristics of artificial intelligence services and propose suitable quality meas—
urement items.

Methods: The research method of this paper is to examine previous research related to existing artificial
intelligence and to analyze characteristics related to service quality.

Results: This paper examines the concept and characteristics of artificial intelligence service in a new era
by examining previous studies related to artificial intelligence and derives quality measurement items.
Conclusion: In the future, it is necessary to verify the validity of the quality measurement items of artificial
intelligence service. Therefore, it is necessary to elicit and verify the main quality measurement items through

the investigation of the expert group.
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ment items of artificial intelligence service
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Figure 2. The Evolution of Atrtificial Intelligence
(Source : IDC&EMC, Digital Universe Study, National Information Society Agency, KCERN)
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Table 1. Classification of Atrtificial Intelligence

Technology Contents

¢ A technology that simulates the process of models that can acquire information

Cognitive computing like human beings and use that information to make decisions

¢ A mathematical algorithm that learns through the generated data based on the

Machine learning programmed logic or the formal programming rules

¢ Techniques for modeling human and neural networks and for predicting new data

Deep learning sets

¢ A computer technology that allows people to learn the language of human beings

Natural language processing so that they can speak and write like humans

e The process of discovering useful correlations that are hidden from many of

Data mining the data and extracting executable information in the future for decision making

¢ A technology to understand human voice and convert it into character information

Speech recognition that can be handled by computer

¢ [t identifies shapes, texts, sounds, etc. by machine and is currently in practical

Pattern recognition use in a limited field.

e ]t is a research field of robot eyes that deals with all the processes that computers

m r vision ; : .
Computer visio acquire real-world information

¢ Techniques that try to identify the photographic identity of a particular subject

Image recognition they are seeing

e By creating a particular environment or situation in a computer, A hu-
Virtual Reality man—to—computer interface that makes it look as if it is interacting with the actual
environment

» Source: TIPA(Korea Technology and Information Promotion Agency for SMEs, 2017)
3. A 2FA AYAT 3%

3.1 SERVQUAL A8+t 1%

7% AFEN TS EASHN H7hol That Aol A AH|2Th B Aul2 F Aol
= AT) o] F AMH| 2~ FZ-& SERVQUALO] AQMEHA o] & FAo=Z Bdegla o) &
oI T el A

34 Garvin1984)& NHI =4S 5700 BN ATshel AF FHAQ HDEL, ASA FHH HOF
A, 08A HOEA, A% FAH ADEL, ) FAAQ A2EAS 572 TRl GoIsgn. o] T
A AHgA FAA BEEAL] Bo] Al FAS MY S welsha drka FYHEA o e Aul o)
o8 7@k Alge] o} Azl wet theths Aol Fuste] A7 A2 the Bask §78 7

o, o213k &HAHEe) 8
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Multi-level Model) 7% 2&3 A7l o] & th& #419] 37k Aoz A/dste] Au2=iEd BEg Agt
st A28 33 282 2214 37 3% (Physical environment quahty)ﬂr A% 2-8-= A (Interaction qual-
ity), 22812 2354 (outcome quality) & 728191, S84 4 EALS ST 43T} 914, ALS Y o= A
SAEFEAS Aolv ME Asatged o3 FdE, AAFAe Aujs A ’2}% Tom FAsth

Zeithaml and Bitner(2003)% AH]2~F Aol AB| A7} AH|2EAS gt tdshsd AH 28 Adshs

ftl
N
o
ol
o,
rir
po0)
o
anj

WG MU ~E o] gate] HeEw AiE, 18a Au)s ded) AddE T 3 & K7 aeste] oAk A
Ql dow olgfsoFsittal 73 Pﬂﬁ} ool Mu|~FAL 37HA 9] FAR vro] 344 F4, deds 4,
aga AYE FA PRSI, olo] figk sHEA el An| A EA2YS SERVQUALGNA o] &35t AFA, vk

A, XA 34 Fder ZH A3k )

o, =170, MM 670, ©

Sanjay and Garima (2004)E 7] SERVQUAL 28-S -83le] 97 AFEdd 22709 =4 55 7|2 a1y
Z o] &a AT o]& FA e QoA AAATE td ez HAste] SERVQUAL 2ol vls) 1aste A% A}
H,

P2 A,

o) A13 Thep Aul2: Fo] thak ole] ATt A om Aulzs A S5 Bl wol AU,
e Ate] S8 wet UEyle] SHEA 1E metel FAo] Aulzol A Leel Aulsehs Az Y
of MH| 27k A SIS ofo] HEHE ANz AT AEA ARHU, o]F e-Aul et st o)s) pie
AYATE HARES e,

\~

3.2 e—AM|& AYPd+ nF

e H| 20l thEh A= oF 20005 2AH o= o] it o] A7IHH UHYS 283 Jro Alet
AR A7y 2AA oz ARERIL @zl F2 o] FolAE AMH| A= ofA] Zeljloldhe 2R ERES
Z|Rro.g AleE At webA 7)€ e xekQl 5o Mu|a A 22l 7]uke] M)A -2 2fo] 3 o] dAYshe]

olo A3kt 4 71& H7F who] EashA HAUh
94 Zeithaml, et al.(2000)2 e-A 1] & =4 thal] A3l e-AH|2 FAL 7|E Au|2 F23 o8 714
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57o] &ebA SERVQUALS AR&st7]ol A dshA] Ratrtal Auab e-Anl2 F4o Aeket 1174 845 Al
AT} o= HAA(Assurance), A4 (Access), B84 (Efficiency), &4 (Responsiveness), AFo]E 1| st
(Site Aesthetics), Hln]Ale]4 <] A2 (Ease of Navigation), ¥.Hd(Assurance), <14 (Flexibility), 41343
(Reliability), 7HQ13HPersonalization), 7}F49l thak 22 (Price Knowledge) 2.2 #F3}te] A|otalaich.

Voss(2000)= Web &3 o] 7]&3 t& A2 wiAlE 7|vho s Mulag ddsts A& e-AH|2ekal A9
QAL AR 27F AEE = o] A A o] Algete AR o] & o] &8k Al bl A& AFgo] dastA] &
= MZE FEje] Au|aFdoletal ek ol digh Adgh Ana} F7F el tigk A28 7]EEe] Slojof
ghohar =48k lvh. 1+ Sand Cone R3-& 7|WHo.= AH|abe vuAlo] ] A3 fAto] EC] ukg-A], 18] il
G FRRE T B4H QA5 WA AAstER o] & aeste] MulAFAE el slo] Tasitka 4
Z3F3i.

Ruyter et al.(2001)& e-Au|2g SIEYl 7|90 2 AU AE A|Fdh= Aldy) AH|Rle] dAo] 71l o]d
g AnatE A deks Vs TRA2VE S0 AlEE s Anaetal o, Mu 2z AleAbel AHAR ) A
SARGSA AR|AE FreA o ® Fofshs AH|2gkal A AT

Barnes and Vidgen(2000, 2002)& AlolEd| et Mu|x A4S Hrkehy] Y3t d=5 7|dt
WebQualelgt A2lstity. WebQual> WA 1.0014 ¥ 4.07H4 ofe] A& AAA AEEAe
WebQual 3.0 A 3714 2k o& Jhits|o] FEA8F4, BHFEA, Alo]E tAel FH oz A A 1y
3L WebQual 4.00014+= 37 HAAFERS A&ato] Au|= o854, ARFA, 2ua A58 d8Aoldhe
37HA AR o g2 JE LA o= AlRA o w 227 FEo R FYE

Yoo B and Donthu N(2001)i= $JAIO|E 7]9ke] 42 EOﬂ )3k )2 EQS AFEA L oo thdl e-AH]| A
ZA] FAQE Aoalt). o) AA 4714 Aoz FA o] Alo|E Alu|A (aesthetic site quality)® A&
Al A(ease of use), ¢HaA (security) ¥ 2] 8]& % (processing speed)® /BZE a1 o]of] 3l A F- 2o 2 A&
o, tARel, A =REE, 7HA 994, I e, WA, B, AEEAE R, e APEA Y 9 R o R
etk Fsklk. ey e abel vk A A BE EFekA] sto] fhate]E A2 FE o g
FEAARI Wrke A X SIS 7 AL Al

Parasuraman et al.(2002)2 28}Q19] AMH|2~ 28 SA3|d A4dg 5714 HEE /el o= A}
44 (Usability), X7+ (Information availability), R2.SHd(Security), A7]/d(Graphic style) 18|31 A4
(Reliability) &% &3] AAHAT. 2ejvh Muj2 F4S SAs7 o= AAAA AA7F vl Fskal 48|21

)

]/K
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theFel A AR SHS et Xgk eAEE HA A Qi

Wolfinbarger and Gilly(2003)2 =231 Ande] TS 7HA 3 o9} Td AMn]a H7F =g 7)dtsld]
eTailQekal AAISHSATE o= Al H oA, ZejopA] Bl ki, fYALolE HAQl, A&H|A} Au|2eke 4714
Aol A FpbE] o] A FaHEe] 147) o w FAEIT 1E]al Aul s F o] tigk Anjrte] x| ztoleks S It

Aol = Al EAol g Lvlxte] Hoh B wefste] AL,

Froehole and Roth(2004)= e-AH]229] Au)2 HAo| that A1E A3 7|& I8 FA0 7 3 AH)

*«] FAR5 dgl] 5742 FEste] AT 4 7]Eo] obfH Ak 5% Rl FU1Ed AR A>
A(technology-free service encounter)¥} 7]&0] AH| 2 AFAFe] 28R} &S 3l dW7|<d Av2=34

A (technology-assisted service encounter), 12]al HTjH O E Xu] A A|FgAe} L8| x}7F T3 7)ol A&
3w 7)) ,]/\}/\52 5= 71288 MY AHHE4 (technology-facilitated service encounter), B8 HTj

W HZFo] glo] A% d&st JrAEE Hdl 71e0] EE5 e 71eA 2 M|~ EF A (technology-mediated
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service encounter), WFA|HFO.R 1A AAR MU|AE of&shs Ve Y MY 24 AR (technology-gen-
erated service encounter)< AAISISIT o714 71Ed A AR 2A-EFLD Y 7|8 A~ dEFEL H
239 x%z,’; xhﬂ]—)doi Xq‘/]o],7]]}_‘_ 5}(})3\1;]_.

Burgess(2004)% e-AH| 25 o] &3k AREALRLY] QIEHE Eolf e-AH]2 54 F7ol tigh s tieke] 197
A 845 AN ol 7HA(Availability), 71EAEA, vvAleld A4, AMSHIA, ded, BA
(Reputation), AFolE E]X}O 2308 (Intutiveness), %, A4, WHSA, Au|x A, AREZ 3 W2
(Presentation), 9414, 3 (Flexibility), o] &2} Br&3), &4, A4, dolH 9 2d4d o8 Webolghe= 27
& 7o R g ofe] FHAAES sl aEste] AAE AT

Zeithaml et al.(2005)<> SERVQUALS T4 02 AE4Q A2 F4o thste] eall AlZHs<t ofe] 74X
7b FE o] kot e-Au|z FA Hrto] diM e A AT EASS AA s ol e-AH] = FAE S
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=l Aul 2 QB FJwho R g e3rekel Aulav) AgE o) 184S Aulat Laleli ozl A
H| 25§83k 020(0n-line to Off-line) AR|AE US AEA o= Agd = ek o= &2|Z<Ql AlAS 713
AAE T5er Fej= ddatar o olejgt §53 A Aae oS ddjd AoRE AdEa Qi)
Unmanned service based Customized service
on super intelligence based on Big data
Artificial Intelligence
Service
Figure 4. Characteristics of Artificial Intelligence Service
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Table 2. Quality Measurement Items of Artificial Intelligence Service
Item Key metrics Item Key metrics
v" Kindness
) . v" Comfort
v" Time compliance
v' Pleasure
v' Fast . .
. . v' Sincere attitude
. v" Immediate reaction Customer . . .
Quickness . v' Bi-directional communication
v' Pre-feedback emotion ;
. v" Emotion
v' Always service v .
v Real time Familiar
v Differentiation
v" Politeness
) v' Anywhere
v" Customer personal interest Y
. ; v' Easy to use
v' Maximum benefit L.
. v Intuitiveness
v' Customer characteristics .
. v' Usability
v" Understand requirements ..
.. L ; v" Rejection
Personalization |v* Customization Convenience .
v' Simplicity
v" Forecast .
. . . v" Discomfort
v" Providing preference information . .
v' Expression appropriateness
v Latest trends e
. ) v" Compatibility
v' Diversity . .
v" Simultaneous processing
v' Accurate delivery v' Safe system
v' Perfect v" Customer information management
v Stability v' Information protection
Professionalism v" Correct answer Safet v' Reliability
v" Field expertise v v" Consistency
v" Responding to complaints v' Privacy
v' Rationality v Information quality management
v' Value v" Quick response
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