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In this study, the improvement of the IP system, which is the core infrastructure of the MRO project, and its effect were

analyzed. Systematic problems and problems that are not competitive in the actual operating environment were systematically

derived, and based on this, the most suitable method for target system development was found and improved. And the data

of the improved system was analyzed and the effect was verified through empirical analysis of the system improvement effect

through the user questionnaire. As a result of the study, the item with the highest improvement effect was convenience, which

increased by 12.43 points. Then it increased by 10.25 points in terms of features. In particular, you will notice a significant

improvement in speed by 30-50%. This is because the empirical analysis results are more objective and realistic than other conceptual

models. Also, from the practical point of view, based on the results of the empirical analysis, corporate management can more

effectively promote the intellectual property system, which is expected to contribute to the enhancement of corporate competitiveness.
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1 step 2 step 3 step 4 step
IOl System | implementation | verification
requirements Diagnosis
Call center : - HW, S\W -HW, SIW | - User survey
Inflow analysis, - framework mproven_went - Functional
internal and external - DB structure - Application package - speed, etc.
customers - Application selection - FGI
- Problems/issues - Expandable frame - Legacy system

FGl: - Establishment of - DB structure comparative
operation department, improvement plan improvement | analysis
sourcing MD, - Business Logic
Business Management optimization
Department

<Figure 1> Contents of Each Research Stage
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A total of 20,897 cases related to the call center inflow system for 2 years

Classification by type of

need Neesds Insight

- m . .
Gt T ——— - Degradation of basic infras

tructure performance
- User-friendly UI/UX
- Large data processing load
- Complicated data entry procedures
- Business process maintenance

<Figure 2> External Customer Needs Analysis

ITSM* SR** over 2

Classification by type of
need

years total of 11,400 cases

Neesds Insight

- Excessive manual work/low
productivity
o - Low system speed

R - Reduced requirement acceptance

2k rate

- Standard information/process
maintenance

- Lack of user-centered design

product Common/Mana
management  gement
2% 19%

* ITSM : IT Service Management
** SR : Service Request

<Figure 3> Analysis of Internal Customer Needs
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<Figure 4> System Operation OPEX for the Last 5 Years
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<Figure 5> Trend of Unacceptability Rate in the Last 5
Years
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<Table 1> Comparative Analysis by Business Unit of Similar

Companies
Support (7) Partial support (13) Unsupported(8)
product . . .
registration bid wearing sourcing plan
order estimate release negotiation
payment contract delivery supplier selection
customer . .
cancel calculate supplier evaluation
management
Inventory ) . L
approval Management financial close|air raid management
tax bill stock close |service center| quality Management
VOC response Catalog profit and loss
management
management plan
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<Table 2> Survey ltems and Contents

Number of
igati questions (13)
Invgstlgatlon - Survey contents
ftems multiple subjective
choice
. Convenient menu configuration
convenience 2 . .
and input items
1 Work processing procedure,
functional 3 request reception path
configuration
acCUrac | Reliability and accuracy of
Y data and information
Usage speed, processing speed
promptness 2 ! at the time of closing
Business department/person in
. charge, classification/restriction
business . . .
sunport 2 1 of information access, handling
PP in case of failure or defect,
user guide manual
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<Table 3> Survey Method and Number of Subjects by
Survey Method

Survey method e-mail system telephone

survey target 350 persons hopeful 350 persons

questionnaire Choice 10 + Subject 3

response Stat. 177 persons (51%) 103 persons(29%)

investigation period 15 days
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<Figure 7> IP System Satisfaction Index for 5 Years for
Each Survey Item

oo o T g

<Table 4> Each Function System Speed after Improvement

Function before | after

return, exchange, rejection 1.8% 1.2%

order, delivery approval 180% 120

exchange, cancellation processing 13.1% | 04x%
warehousing request, approval, return, cancellation| 0.83% 04%
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<Table 5> Quantitative Improvement in Detailed Functions

before | after | __ ... ter
search speed 1.7 4.1 search speed
5
&
. . 4
product information | 2.1 4.0 2
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M average for 4 years 1Y year
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FUNCTIONAL

84.42
80.92
81.23
83.11
82.32

71.99
1.86
73.13

70.67

CONVENIENCE ACCURACY PROMPTNESS BUSINESS

SUPPORT
<Figure 8> Comparison with 4-year Average and

Improvement Year

<Table 6> Comparative Analysis by Business Unit of
Similar Companies

business . A
. Function L{I]S
unit bef. | aft.
product registration/price
set-up/estimate management 6000
general multidimensional purchase cost
. O
purchase analysis ¢ o 0 o
sales information/performance
report ¢ 60 00
product category/DB
‘tl"roduc't standardization/integrated | AN BN BEOAN )
n ormatlont management
managemen
¢ product inventory management | @ | @ | @ | © | @
supplier selection management | @ | @ | @ | @ | @
supplier relations and indicators
supply PP mana 0 0 00
gement
management
detailed evaluation by partner
. (©]
evaluation process o oe
electronic order and electronic
contract linkage processing e o0 00
order order-related processing load
management/ P 5 @ ® 0 0|0
measurement
sale
consistency monitoring between
. O
order and settlement/accounting 00 o
Integrated customer VOC
customer management ¢ 6606
service  |user experience-based framework
O
(UI/UX) ¢ o 0 o
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