SIMAZAHIME M3AH 15 2011A 42 (pp. 73~93)
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HA NFES AFS Flets A4S nEste AYolv HFe Ao AzekA g &

H o g e AE FA
(product-centered)| 4] 117} F4(customer-centered)¥7F 2 W UTH(Bose &
Mahapatra, 2001). §3] 7|92 1A4EY dF #AE ®v= Jstodoktt gkth(Pan &
Lee, 2003).
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°

SR EHAE M3E M=

. 8 =
1. VOC (Voice of Customers)
1980t Z®HEEH =54 71A VOCH gt 2359 Fale AlEHoz AFdFsta
[e)

W, ge =HoA
o1 &34 715iel A
W Y gl ol

BE 7199 A

Customers) &

AL
vocse} Zhxel dis) <14ska it dAl VOCE el d= A8S
B3 2 BAE NAATIE doH, Brt gHS WolEYdo R

2 th(Brandt, 2008).
AATHEL VOCAAFE  AlZgth. VOC(Voice  of
71 354 &5 Fstal olF 8t 4Y &

B 01? i o
[e}(}
3
1=
=
i
o%
ox
i)

=
3
Lo
k>
ACh
2,
)

TS FoEH FFHoZ = I UES FHEIA St AT ol th(F 48, 2004).

HE #ule “gd3st 7199 3589 54 149 AgE AAs &S tgstke
golr, 719¢] A3l YsME TAY LS JUAHAY FASE Avtezw ZXEE)
0473 stRom, gx Z4E 39 AL FAE g2 ‘L 4 Wsta oy, 179
Ao #dgleo] AE VIEds 1S WSAAGH I A B AE 7]Eoli 1E0]
Het=A = gelstet. vhef uA4 Y 7|girh wsdotd, dAE 25 E v ol g £
st VOCY FoAS ZXsATh 5, 24 7199 VOC &9 542 7ol Alsste A+
ojt} AMulze] gt WA RE mofgto gy FA|F R 1 o|fstr] fFe|w, W}
st= 1o Y=ok 7|HE vpotete] Aol gk Bdfls FAIe 1o #dA Y=
A ZE ofolrjole] W g A7 Aol A Z1d# 1 o] fFofAdstE uAE 7Yl

VOCe] &L A A= HAHE, AryAeld & d9dddges FES F Ao
AA, 2 719 A4 g7 Se HAAAIAE B PA 2" TS T Al2H
HA3 s F7Y. 53] F871FANA A" AR FHA] FEFG DT 3
o] 7] WM&l HE Fa7 FEolth. sHARE A ARl JpdEAFE ddeta hgd A

E FH3= AL oy7] "ol VOCE Fall AH8Ate] &7 B AEE f53to 7H
W= 7hg AAA o g 99 AJAES 254 "ok Coussement & Dirk(2008) 2]
ATl e 710l JAEG A LA =

He Ed ), vpAE wl o g o] o x

] 174 e-mail
2GS setstel wrh 4F o)y ERHow

g o]g% vocs BeFozH 1A
Azd ARl Bee 2 5 Aee RAT

S, VOCE ARUAIA B9 oge ddeii Atk Fre B s AdE
o e =7 Agsted wAe] a7 ¥ AuE FRHL Utk 53 Y20 R FE
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A Au|A7t old TEA AuHzte] EAoZ Al AHE HFHoF AFEH 4 Uy o
ol o] 83 uAHR FrI} o]Fo)A 1 Utk Brandt(2008)2] AFlME EFFH 7]
HES o= 131389 #AENA 22 &S HYste] VOCE 1AFH] AFUA
old EE AT & e Boh A8HQ AZe AANEAT A BF JteagE vhEso
A EE VOC "ol Ads A&HoZ AL & J=F ska, VOC 4 3 HilA ¢
AFE A4 JIE A7IH, 1 HolEE YFOE 717 AT FAA] Z2Ax A

PR 2, VOC= 7149l dddddgs syshes Yiss 330 VOC &4 S
Foll M AR F A Ve F, wAol Hak AlLFdA o| Aol EAYeH 9
AldolAs ofd Mol B FAAbet vludd of BEFA] a2la 79d 4HiE Ure =
Toll oM oWl FESo]l dFSA X FY=AE Hotd 5 Anh olF HEoR T
7t BASE @A) A2HE Fsta Bebstn] uAe] 2 PARRE HojA A AR,
HHe A 92 T 5 Aok A8L(2007)9] AFAXE 719 AAFIMETFA FA
o 7199 WFETE F8&E F %= BSCE &8 SlojA= VOCE ol &3ttt 53
A d g e Abdl A7E B8k BSCO #A T a4 #el ts voC Z2#E 4
Ao A3 wgE £ e ke EAFeEA, 7149 daHe

Z1dell Aee oAl an FRASS AP ol oA zZ=A

2l Define ©AYA  VOB(Voice of Business)®}t TlE¢] VOC(Voice of
Customer)E 53 TAHES Fotste] sFth Takeuchi et al(2009)2 T&gh Y A
dojx 7199 AF 2L AMHlE 4, &9 8848 55 FEAT7] AR A3 7
A Uzt dodS AxsEA, BAE vlojd AAES o]gel AbsAt A dxus
Ao} FojAs} 9145 TA8] VOCe T84S ARt <E1>2 VOC #3 7|E
o A=< AT Foloh
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AANTL 7w XA AR, FAAE R, 229 d= 39 JH T EE JHA o
M= FA7dely 2OQ1S SHA ol BF B F UAEF F Ho| v FEES
7lw5dY FE#H )Y A|ZH(HTS : Home Trading System)S A F3t= AS =, F2|ufjul
S A 2202 23 FAASTES ANV W VEHozE uAe JRE FHAL
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KvOC O/E! 132D MM ALEE ol 2]

o]9} o] El7|Nt FAJ ALY A$ VOCE 7Htez mze] Y=g yobsial o Z
719 7ol v A % = o]

3. &k 2dl(co-orientation model)

Laing, Philipson and Lee(1996)= 7435 A7} o] &(interpersonal perception theory)s &
3 AtEEFe] BA A9 FololA BT = Q= Aol el AW tH(Chaffee and
McLeod, 1968; A%, 2003). A& Azt o2 Wz AHE 7He] AXee= A 7HA7F &
Ask=d, AZF X(54 g &2 o)l sl oJ®A dAst=A g A3 <14, B X
of thal oAgA AHsh=Al thal A7} =
g2 AZF AZska 9l °]
o ools Al 7FA 14 9] Aol T
At olH T A olE2S 2R s, s e AFUAlAAAN LA
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S M A E M3 AM1=

9] ztolE Hrtsle Aol AEF X (co-orientation model)©] T}

A7l Chaffee and McLeod(1968)«= AFUYA o] F3F md
AFAR AL Aol Azsts Ao ) FrrE due As Yuda dgen,
ol AFYA A HAoA IFE T FAE ATl o IS

(Senge, 1992). Harrison & StJohn(1994)2] Ao w2 7|PoA ol #AAES #e 3}
7] Sl rtaT, F S, dARE, 24 Yss A% T8 S dFs TR
2 3 olgS @A A% VxE Aws F= Zol uiE AFE o]t (Bronn &

Bronn, 2003).

Ofzof CHE . olsxoll st
A9] olA| el Bo| 914
olAjE] 3 \ / olAlEl Eto|
BT {}
Bo| 442tof chgt AC) M40 cist
A9 &zt BYl A%

<33 3> &M ZH(Chaffee and McLeod, 1973)

<3 3>oA HEo] o] mde] vette Fadk Al kA /Hde ol Xol tig At B
o] T84 A =S = F(agreement), ol Xl I Al A4} B A
gk AS] AZpo] FAIGE AE ovste d4®E ¢el(congruency), L]l ool Q1A

of ek F7p7t il AR Az A o= A dAst= AE vEde F=d A
34 (accuracy)©]t}. Sallot et al.,(1998)2> AFUYAIAS Fal F AlgY HIAHES dA3F
7 dva sidled, B 2l g 712 Jide @ed] A ke oA
ApolE Awetes et 2A= Zlo] oflel A Ao mNAE FHANA £HE 1Y

TS vt Bo U2 olf#AE FHste Helk: df] AEHATHReber et al,
2001). ]S E0°] Vercic & Vercic(2007)8] AFlME ZAE 53]
o F2 A thgk JHAS Ffste FANAY A FFS Al 7 A
P& A7 THorE AFRDS AT olHF AFEANA Hxo] AFEY NES 1
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ABADNE N WFowA VOC £RAAE NPNN Eqdste =AY B & gew,
2EHY ARUANAL Fal AUde BHS olSFoA nAWE L AT vlAE
A 4o £22 F 4 AL AolY

B AT 4% AHF 20E s B ASHE Fou FFE APe o] 2
& A% mdo] AW Aotk Teu & A7oAE 1ol Azl A P oy
b Qs BESa oo W@ 2AE Adsdon, AU A%E EdZ 2 P VOC
Azglel qE Ad A4S NEd dnAd Yg, N85 VOC Axdd hE BEE,
VOC Az8e) 4gEe BA8 5 g 4950 daas wae Aze Agoss 4
5 Q49 A% 4F wue Fa AuRnA o

12 5 Al b ATl @ ARE AFES £2sA T oAA aA
olfo] Fe 1A 1§H IR A 1FL WPOE FGIE 45
A= o

d7tE HEeR 72b 1559

1. FGl(focus group interview)
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A Study on the Customer Satisfaction Strategies of the Online
Company Using VOC

Yoo-Jung CHOI* - Hun CHOI™

Abstract

Due to the bitter competition in markets and the need changes of consumers,
VOC(voice of customer) plays a role in determining management strategies in companies.
Hundreds of organizations regularly conduct surveys, comments and complaints and
gather data from other VOC sources in order to improve customer relationships. In
addition, business-oriented conversations between customers and organizations are sure
to need to be analyzed to obtain valuable insights that can be used to improve product
and service quality, operational efficiency, and revenue.

To identify the research purpose, we used online stocks(especially Kiwoom securities)
and conducted FGI, based on co-orientation model. This study provide the differential

view between customers and company to suggest effective communication strategies.

Keyword: VOC(voice of customer), co-orientation model, FGI(focus group interview), Online
Stocks
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