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AHE NEe] %3}, 72 thepstst BEstE 7|9 AFAHZE ZASAN 7198

= F29 822 UER P &3 A/SE]-_JL L2 $E o] %L FEA7 A9 AFS
& #)(maintenance)3t L 7B} MHl2E AFTses Ay gPY &% TE on @k

FA 714 dFAMela 7“149- g G A ¢lAste @FAu2E M Hao
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$319] g<le] RaAdAE #3at e etk ol & #H & AT logisiccBE T HY

Aqul229] logistics@ 5ol 2¥E B33 At 180 logistics¥F S FUHAE TESAE
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1. HFAMu| AL RN

PPN 2% FFA AFS BT F AZPAAY o] AL AFd BREFAGY
AMul2g AT A A€ FES 2 VIS AFAu2E FH, o] BujE A
4 g FFL AF, dadgels, 8 5 AFTdA7IE T ¢l FIH TAY FYE
E A% A7eE 448 + A=EF HEch ol dF3Mu2E 53 sl A
o]l & AL + Y& L guHF e Aot
AFL FAAH FHo) obFel Foik, FIF Tl AW Muliol dF BFe] Q)
o A¥AEL O AF dis A=A Feo, ol AFMH|29 Fade HE AR
T Q18-& 9wl %tck(Coben et al, 1990)
dFMaILe Fadel GUige mE 7|FL AFAHEE F olds 2oEn =3
HAAG, ol A, J1de @AM ARdA LA AR FNE Soln A4
AE FAANL 7 ASE ArAzely AFUAIAL rlad 2L g 71E&S ALk @
o Ed AN FAE FHAMNE F UES 7] YA mAAA ojug M =g
AZTE AAAE EFo) Folok @ aglu dFMulA 284S G AFY g44E B
Fahe AFHA AlZA Yot @gMu2 2 AE F3u, nAH AWAE FAG
BA A FHAHQ BEL FAANL £ UEF P ok grh

. S 3ALE logistics®?} Mu| A2 logistics

HAAul el FHALE logistics(SCLYE )@ RE< 33 2L Bl 3WE logistics&
oulshs Ro 2 A, Wef SHE RES &6l2 AT &¥is P42 O)FATA B0
A28 Fasted a2 AA dh. 53] doldHla Aol ASoles AMFEe 7
gol mi H3stn FF2) Hlge] HMA AMadgo] Be] AaFe BAL 7EA gt
el @gAnla 222 SCLo| 68 B =398 AFder . A2 1009 FF
7t @ 71% 2 1000000702 Z1AE wd Bstn Jo. w3 S AAA 50,0007
BEel "astAl Hi, 15000984 AR A FEAE S9dA nNozRE 1949
6,000,000% 8 Az E2E B3 UArh(Grenoble, 1994) o]g} & N&AG7 HPPE A A&7
AfMe @AM 2o} SCLE gaAow #elsiolwt o,

HdgME s 22 SCL4 A M e 20l g logistics(SRL)e| T8 #al% fsjsiof #ich

%, SCLEQA A F¥o] B8@ £ 87 23¢ 28 & A A= e goe
Anel 588 oluat SRLY Aol EAd] Redth S dgduas s A4
45571 g Auls JEde &3 Fr¥elst @FMn s 4ug FAe 24
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Daugherty 5(1998)¢] d 7]l ©|3RA logisticsA 9| 2= & & A 5 FHAA I
o, 24 92 1Y FAE AN FL Son Frh =3 o)H G nl FHE
PAL AFHEAREN F4AA F¥E b wgdA logisticsy] MulA $£FL &2 A
7192 ool AFHAHY FFS vt & & Aok

daAdul2o) dg AFE 28 g4 FAT § /pHE AnEWE g3y g WAy
Grenoble(1994)2 logistics® F4A1ZIvte AL £d9 &4, =9 ¢4, B34y &9
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Hl2o] ZAPLASE A2 £ AE TL 8LZA FHIAGAL 9H, ZAH AFH,
MIS(Management Information System), 3 F¢] z=dz B, £33 o213 Ay 587
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Nadg FHerg A3 Aade 438, FrAad, AFJAlY i, &4 Nad
52 $8 848 =294 Atk
FHoZE logistics@woball A Alvl2: FA g FHe] E o7t H At Mentzer &
(1999)4] o3 A 38 o= logisticsA Bl EH(LSQ : Logistics Service Quality)2 A1
71, F& o, AN, FE AFY, T FA 7L 4 5 A A 84E g
ARQEcke stdrh

olglg Ha AT ES oA, g hlzelA AASAE 27 AT TG 9AES A
e 54, ARvlz, =4, Aunde, §ungdxe o1 Foz 29498 F vt old
opep 2 dFellA e @AM AP 2902 HIHYA gAE EEIA HRT|
2 AFUANA 71E, FA, A, Ay 12y AHs Al dd 7K - FE F
FHoz Aldl BAS stua vk [ 1S @3Au2E Aoz #Agdled F8
1 291 el Qdth
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B A= #AMu A 2o o9 A logisticsE TEEE AE =AME T, logistics B &
g 5 P BEe FAstnA AFRFHAY olg AR e FHW, ‘B
242 Aoz HfFE M2 239 logisticsBAE HHB R, AFAuI2d
ol ALY a9l 77t 27 gy Aotk
E @ps o|2e PFol ofxl o]&s] Aatg EHdew i gt TECER A9HY ¢
Angds AU Fae] sk 3 B QAFTE FIs7 A6 BEAY P
(cmpirical method)2 B &% 1 oy FEAulzd "N HEF /IE5HA HWE
(archival method), ¥4]7] €y (analytic method) 2831 F73 ¢l W g(opinion method)z A
B A7 Ao gl7] WEe @FAu A9 logisicsE UHE7ICIE RALE el ¥r] #E
olt}, oleof wr} AFHEN T AT 7] AHAM At A (case study)FE-S A3}
A HAH '

Abdl 7= A¥HHY el g 2aE A7 Adec. an AITE 4
g RRxom FIae ol oz FAAA BPNA HEY + e FHe ded, E
Ao 2 23L& AN A A $Eo)7] WR 242 AAE sty AAME Al
A wyo] BAo srtog M st ¥ 4 gl

Atd e v gAE dAstA s FESEH, @79 AE, A, 24 &9, 74
829 A, F& 829 MM Seloh. 53 dlejEH 24L& Fo WAAFE A7
A 7HE BN BEoIZIL A v g o RRe|ZIE vt # dFdME 7Y
v} Abal & A(within-case analysis)? 7] b A} EA](cross-case analysis)& E5F Al&3o =4
AN AT g&Hoz Hedy] Y Ve 3058 AYS AL & IS Aelrh
Abell @ o] WS Yin(1994)7 Eisenhardt(1989)71 A AlE A7 wdel Eo] wdo] [1g
113 2o e &8 Fasido.

[28 11 479 24

A7 oAl dele +3 o ol gl A4
rLdrEE LEE/UE R
2408 FE A 2830 & - 1L9W 24 -l LFa2d Abg AA
3Abd 7 MA 3849w 24 2714z ¥4 242 2eAd
4E471FE AMFHE

Abdl Zldel AT A 7199 £9 2AL Ad QrelA Mg Faw PEE 4
o aFel BAsb AR HERA D Al BF4 TAo st B 9=

o 4
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AMulz zA e logisticsB S A 27 98 GFol7] wWiol, @FMulxrt Fask ooz
JRAI QL EtolHl el 24S w3 AP P} o)) Y, Atdl 71 FBL FojH2
AgelAl dx) ghellA ARtz Hol £2 J1YS AAEHT. IT Businessa] oA A A] 5
I AW FFA vz Y 014 fEs ZAPH] Ao & $=HP, $ZIBM T 7]
3} IT Businessol] X 2= FUAT, FZFo TAZ|YOE HH A Fo| L& (F)NA0)
A& A3kl

2. Al Zide) 290

19382 David Packard®} Bill Hewletts} 2o &|lA] ZH el Fadz=r AMA 1309 7134
A UL HT AE Gk Aol Y old A% 4P AEE wAD A= FoA

=t ZYE % F9717) AF, fazdeld, QAw AE, ASs] 4F, xm , =
12 A%, WHY A2, anEdel 54, dwrl7l AF, FREAS) AR soron
& 4w hNe) AESE GAstT Utk S8 @wHPE HABAMEE %ogfaziw 1

o EFMYE 4‘1—?; B3R o dag2MEhe noe] BAE fdAolun Al Aa
A HAE F AEF Ve FA Ay dF Hulag AFAA g6 eI
BMo] AqAHes FRAAAY 4FFA2 A8 HPHDT Y 7Hed, ﬂ'ﬂwlIBMc' 1967
W A" olF AL A& goh. SFIBME 1904de di@D QeSS S
KMA =13 i 52A4e w42 Aok $FHPS {418 2424, §3u19 IBM A}
T @l W fA - BFE GRS T e HAbolth

(FIAAA e F2FdHr1e A2E FAHLE 471442 Fgadg. (54l
= AAE Ada (F)addnans Hula 4F AYIAE weoz H4MqHle £ F
& %%"i”‘i dA 198 HAeE Uk o] 714 AFL YN FE FE AEA F
Hape, A Ful R, Y F HuRE F2 PR Ees Pt AFE Audd

A=

3. 7l &M (within—-case analysis)
1) #2HPel A2

(1) BEMulA E5

@RUPE FAO SAtelot AR BAH kel wA HRE FAsm AU ok
HPe| F9%E dA7A 7147t Fdoldold sdde] Aoz weem ok ol
el e 53 @AAHL Pdol we 4@ Fu Rk =Y JAAIAY oA
Yol dgAe s Fe acle] AuE 9@ T I

QAHPE W ABAUE LHBOTA nA WA A ATE dusn U s
B 2dvhs 349 FAE ZAHOR AAstr] A sleA Fal A2 AEAMAS A

T
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AA Y F5H2 At sFAv|a gaputeto] Bt el

&7 AAA whEe] Ak HAa@AAgdHE ARSAAHS T3 rleAst dAsES

FozA 1A o7 ASFHE F 2 2 HIZE HddEjof s FRE HALIFHA
o}, EF #3222 MEls SCLEd gl logistics’} A 94 SRLZH ¢ Support Administrationg Z-%
std BAYFe A, B NEEHA wfe 8T g sk

2) 3Frlz EXlA2g2(SCL)

FZHPE ZFE Alad 5 4 7HAe] AL A5 1] dEo] AEF R FE
& SCLE vl $- 298 FAlolvh. o] 71 AFY o5& Aoz #B3r 938
EF7 4, HeartA] 2%, Hot line@ 83 . 2F AL [E 2]9 2o, &H 274
HE SAFe] Azst mu=y, 715 SFdes 7468 422 &d82 Ut &
A9 Ae nhol AFY FES W WrE AP, Ful EFAEHA AFHE AAH A
o] Zutg oo} MM EFAHMA LA g = Fdrhe Aojrh

[# 2] &= HPY BERAY

5 dEAY
Frol AN EFHY - 44F
@2 A9 B8 - ¢A, 7HEE
Hof AL 2(sales office)

A2HPe] 2 E FFLS HeantaWel gy ojfelzlivy  #3Fe HHAEA FFo]
= ASds a8 g B2 oed ¢ ARG, Fuiel 2FE 2AERA &g Ayl
HeartA] 2512 Algald FEL d1A gt HPY ZA YU A4 13049747 25 JAsgH
E3e 5= g @8 BREstay Qv o] HenAlade] ddrE 33, v F3o F
g WErie I Uljf TAL AFE Az AN Mg ALE HeartAl =@ g 28 4=
HPol A daiFer. =& Fde §Fe gz we 7t Hag Z$oE Hot lineg T3
AqHl A2 54 @t Hot line2 HeatrlAde 92/ S F3 Y3ty BES 7vge A
A wEstz] s vig AL S92Ae AR Q8L o FE A

(@) Mul2dl & 22X 24 2(SRL)

FRHPE 23 A+E A8, 2, WL FHA BA wch o]F Firemanolis &
zedolE ojfdd RAYFUEE ok Dok Aol BaFolold uA ¥
58 oA £33 Call coordinator7} HMSHE Wo} Ala®e] TEZ T ¥, AA VI A
A ASE oA @t =3 GTHPE 59 7EAEZ TAY o=l aelds AR
Zledd e TAAH AUt FEFEAA Ao dd EAE #HASHz Aok EF
HA(High Availability) AW A5 &9t e, o= F8 Aladdl gs] Fols ulzl o
wWate] 7HE&E IS & URE st Aot ol AMARA A AUE F
sHdos Hede FAS AUsn n HEe 492 AT F YE SEH el
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(4) 71 &t

HAgAqul o iy FAL 71EAe] 59, vddl gede F47 #71 dEd Ay e
2 &g AN FRA4 »=¥E Vs Ao £ dSHPE ¥4 W 238
2 A48 ©lo|E(BFT, Business Fundamental Table®] ¢kojAl, @3 HP ZHH-A9 1d A3
& Y9AE folz2A, vd ge] F 2y AYe] iy A2 SFPL o4 BFTE /)
22 YrtEth)# a7 SR FAHCSS)E i 4718 ez A1 Atk

GIHPol A =A e ExEe uoh a7im YA e nAREg JdPste Aot o
o ulg} $+FHPE ‘Customer Satisfaction and Value’sh= = 7319 A ®AE 72z glvl
EHHPY W& - FRL2 A 37FAR Uy AAHD ok A, FAWAZ HYo.zH
YA Q Apgro T A Auj=e Fd diE REE AAID EAH, eI HE LAF
I, a3z Hel2x A Axe digh 285§ AAEn qlvh

F2HPY MuT T2 AAE FEI)E] BAN gEe] F3d & tEHe 9t o
B3 Asnde 7Eme T Fae Hu@e] Al MMA2Yw JrHE Fme A
e 2= APOGEEA A9 & & 4 3lvl. APOGEEx= AU1&oA U4A, 7145 EF
H7A A R RE )58 AFTHe2 At NAHoli, MMA AL SFAME Y
of e AFst T/ et e EFAEN Az 4‘4-"- AFaes AARFE A
2g-g w3k FHPE ol AN2dS FHEGoEA AET AL Andsg 3z
Atk

2) 2 BMS] FHBAM B A

(1) siEMu|A x5

FUIBM2] F8 Al dde 5% 1meFA, A7y #d A 52 gvistn 9 719
olth, o] 7Ide FFAVE 2 ddel FHE FR AT FHAbolrl W] AFgAus &
Aol & HFE ¥ oo, 24 Fxrg uy Aqaded fxdn v ol 2§71H,
MEY, TT7IROR a4 TR Z aAlE 540 B AlF9 xel, ddd &2H,
ANz 8 55 d2A s Yok ol: nA e aTFAEE A Vg 9
% AFMBMY =FHoletx & 5 v}

b
rr

2) 2B3AE& 22X A EA(SCL)

F=IBMo] HIF AFL WIAFET S0 €7 dio FF Bugoelrd. e
FES w3 AEc 4AAEdE TR mZ oz WdEHo] 2 FAle) dxdch
@Al Fare] Feideol w9 Aok gXRt BF zxde e RERIY Alg(Par
Inventory Management System) 3 £943tx ok o] 7|d2 AFS A0E dRy A A
g At dE B0 AAFL a®EFL HA AnFel 57 Basivhe Ho= A

rAdgns=2, H31%(2003.8.30) -10 -



dARS v&H3s o8t FAMula ghabubetol opst ol

AeAiFE AR At FFBM YL AGERZ A7 SANER, AFAFE TG T
NE F@Fste AY AEHNA 1R F S maFd wef 279 RF S AWM AHE
st A7t 3712 EATE, aF Foll dig 2709 FELE FEBRIYA LW A XEA
o2 nFe] R EF F31 ¢ MDC(Main Distribution Center)el RUlAAl €t MDCAAME =
THogs HRYRE 3o T3 IBMo] aR FS Ay vz 2UA € a32A 3t
o aR¥E& o/ FREA gk

@) MH|ADIS 2X A A(SAL)

FFIBMA A call centere TL7e] FElaF R #2852 HAIn e 2o} &
Aol EAE A7 93 FIIBMI call centerdl e HFEH 4ol AFFAGA
AEE 29 PE7ES 43T Ut 2T 71AHA A A call center
| Technical Support Groupe] H@ghrt. EF s1&Hd FAlF FAdos dAE + A&
i N&ge] B& dAYe7 AP AAL Ut a3 call centers] A& 1F FES]
RE BESGT U7 "o, FFAEE 71Ex7 a9 AXE AA =FEA d3
g ndolA wal 4E F Ad. 8 AE AU 2 Eez st Jgd Aae g
HEvie YEAT A DS dFoz N nANSS 485t A

FZIBML 2 gl A4 57 279 HEE EMId B} AHE =
Technical Operation Review Meeting-2 o} duit) 71zl oj2|g mig L SFaA 242 B
TAzZko) e HA A WA BHE d3m 2 olfE wE dck = siEA Qe
W7 ZR Lo A agold, AYe AuMAZ g ngla NEAL F H
S A9 e ALAER Sz Yok EF AB|Zd dE 3Ke| o Aol

Ugte Agels T&e WAlwrh

4) 7I€t

TFIBMLS F434 A3E& FaAste FAtelrt. o=l Y] oldE RE A
AAE W/ YAEY, F29 P FIBMY BE B Fo Aapjgo] .
FSIBM el A vlElA Ageldd AErL Ecoh BF AHula sleatd Al 2 EA o
3 AL oA EN ZAADAE Fhe Eu wE 37 Mulxg o& § Uth
IBMe] Apmo] gl AAEFe] APE ol A F2 ok

FFTIBME] B&E BM AWy gk 7le&x s, Adx AU BT §9o B2 Ag
Hi gdeh ZEAZIE GAME e AMAF EAAG Ly uge] oFeoizrt w9 e
7R er 7elo] o}§ whfol ¢3, Running systemolZtE W E #HEsi glch
Running system-2 on-line 4 o2 xAo] ZFEE zpXle] BRT RRE HUA 28
e ghAjolvh A1 Fao] BAG0l S-S AAE FAo R IBM Y Y3 dio]
Hulol22 ste 7hed) d & e is Heolth

EY WKL 13 e] ol Skill roadmapel] HSAM AU FEH 2 Fo] A& AT
7tel ol:usizbx A greh, ahebA SRS ApAle] AFo] Had sES roadmape A

-1 - FrdEus =5, M312/(2003.8.30)



s ol & . 7 8 B

viel shebd 4 gla, olol wheh W&l Fol gk
3) (F)MHolAx

(1) #BFAMv|A xX

(F)AgeldAe 2 FFF AFA FH5H, dwA FHPEE, FAF FHUNFEE
Tx FuREos FEdtd AFS A AT SAY 3 P rleel dasn,
LEFol 27FH. wakd o] s1gel AL vle Fad aield, 23 A =578 2V
A A29 FR'Y FFAHLE FHAA FRY 224 FERT QAT

(F) 214l dxle 7oz AFd 487 garE FFstn U adx Hg, 7
DAAG SHHY deRBAE Fol 4 A9 g R MulaE @FehA stk M
2 REe] ooz A& 1992de] 71ES] Mulz FAE 5EEHA AA (F3A4 A
22 FElEdc. (F)AAMNAEE F8, GA, B A6l den, Mg BrAge
(F)ddeliA] AFe] Aulag Gdea A

wEH ddd FeAd E854 AEFEE Adse (FINgodAE AFe F2E F84
e Atk B Hx: FRAG! o] ¢ APFe] F2 # 25 dig 3 X2 ])
st 71d AA el FA9 AAgel Ba RA NAAH AT 2HY A 2AE A4S 5 7
ol s @AAu2] RS & Dozt

@ BIAE 2XAHA(SCL)
7)ol Rt Aot (F)AAel A o] SCLE FFHPY @ TIBM ulsia AASE =7
2828 AT QA vl (FINAANAE gl 2ad 3T gREe B4 A3
of tulshw Sith 2 A AMEQ B, B4, FUA AFT FNE G AAY, O
A Az 7leael 4yl cdadld Bed TT L FFS Fusm Uvh ®=@ AT
SAH UEe FAOEZ delgulol2E THEA A4F WARE nFA A WA
2Eg MY Ayl FHlska Aulze) gstn Ak Ty A4EA 29 FoeT
A Hol RFol gl AW, Auls NERHELS TP BEL Sulstn, B TN
2 wFe) glow, FIEAAA AFe A AY VES FUR ST B
14,

A

S

(3) Mol 8 RX| A5 A(SRL)

N e ele) B4 3659 24413 TAZAE A Sk ok meby WA Se] 2
+8 AAZ 9% Fan Filter Unitnvt S8F 3ol dal o o 327e] Jujglz $2 3 o ginh
w3k oopFe] H/IE AAs T FAGvIel 4w vhasAel wakd oo uig iAo
2A, (FIAAAB A= FA T ARSE St dok "2 Albel A okt S 6-9A17 R 3

Qo] st S| Hula 2 7E Yod B Auis 42 EEae Adatm Ak 7 olFe

rdguwR=a,; H317(2003.8.30) -12 -



A 75 QAo pFMulA~ gatubeto) et el

AZbols ARSE €98tm 3tk 3E& we Mulz PR nA% AW B8 @ A, 149 a7
of met Bel FAH MNulaE AAA B

FAgoldAE ‘AFE Ad A/SEA g 4AAFT A Paolats: BIME ulg 3Asta gl
o o] HIANE wE A ASE EUR of RN o] WAAT, 14 Y A=
ol= BAQIAE ZIFdn U EE AF L Fd F 898 2422 vehdo] od AF, 2 F
o] R3] B Am o Ao & gk 1 o) FBEF 7 FAd o= 3 Forg A
SIS 2 498 AR setsted AFo] Pl Ar1A W AFE AUAEF A=A &
EH o] RIME HolHH AR FHH Mux &5 YBHA 2 F U=F BT A%
, Wol dojube nYd] g FEE U BRH Fo2N, £ 270 BN AE55H dEE
2%

U

£

) 7\

(FyddeldA e A2 A3t HUe B4 £ i
A% ojdes IS ddtm gl A BE FH/GRT B A% ARl F A& 40
Aol HER, Axd THAHE FYdr A ol dag 3t
o 6¥= 11494 AFTHY &g A Aot

4. 7|17+ #M(cross~case analysis)

1) HDng A xe] ofx

B oAve wgd AdzigEe AiFIAEe GFAVAE BN LAVIE APos
N ATHE §9T 4 AL VAHT Ak mHA Az $29 20 Ay
o ARt A AAAd BF B 45 MDA

2) AHoIE 3 FHFuHoOIH

B#IHPe FZIBMS d3Mn]2el JdE d84202 shd, AFEIE 72 AFoR FE A}
7] EA (F)AEo1AR 4 BlE Fr7E R ARUAND BokelA AAHen, nrstd 7l&H 3
g 7R3 Aok (8 3] Al 71939 Auole R ArdsAeld S vusA Fld) F2 Roldh

(& 3] AHENd e dr7le 2 AFUAD e

3 =HP & = IBM (FrxldoldA
H A 3}, FAX,E-mail # 3}, FAX.E-mail 2 & FAX,E-mail
Auj A slEas dg| ARSA| AW ol & Call Management sys. 7]
REel 2¥ 2 0% | dansay w3 Call Center e
2513 APOGEEMMA| A8l | Part Inventory Man. sys, AFE 5% #7
T 1 7 i L= =)
o] e ] o] dlamadde gy | Technical "‘;g;'if;" review | A ¥ 7% ASHA

-13 - rdgdwge&, M317%(2003.8.30)



at o 4 .2 8

e

3 £3
[E 4] A#71d8 37
%= HP $H2IBM () e A
Customer Satisfaction and | 7§91 2%, H4 9 Ak M@ &3,
Zidel Ak Value AR A gy FTF ke
- o A gEe 38
A% A% e =& e =g =5
) ~ SHPA,
a2y 3 BFT, CSS A5 el 5 .
X €F B 3%
717 AR | g (e f31) % Al )

FSHP, $IBM, (F)AAAA= F4d Ui U4 HAde=z HAAJIHG. 74L
AL AE 2 AEE AP FZ AL olF 5 Uk dHAM FE 2HL ¥
SHP, #IBMAA s Fastd AId"gn Aok (F)Adeldxs F2 F48 3n
FAT BAL, AEFF D ASEL W AL AF FAEF AT RIME T F49
Madeg =rdtn ok [E 4= 2 719 £2 @3 daiA vz A2 Helo

4 =3

‘xilzgl Gaelgt Ay s BPAEs 242 79 e F¥ REoe qiTHL
slch olEl @ WA EAL A1 B #AR TEE 2ol ohis, 23 AMt FUL
ol", zHoz stotol Bk ¥ ATolA Ael ARE LAY A /P BT olH@ F
o) BEAA BFAu < 23S $PHT Qo

[& 5] @3Au)~ =29 s|a

St HP & 2 IBM (Il ol A=

T} AE =5 =5 =5

FEolsd=2| va-d7HE-Fn-a v=-ga-a S HA-T N

AFeolrd= e ol Fg-2 -y

7€y 34 o ~Z&#eolA Technical Support Group A A o)

w3 A E T g AFY EAES Eﬂ°lET““°] 2SA1A Fg) Do) g

7‘413 AEdozd AFo FHAE FIAZ F UAEF stu Ak [E 5l A7 g sl
WRAEls £ AR Aol
5) A 2z

2 oditg Esl Ui uel gay, 2RANse o

i
ol
ko
o
rO
=
ko)
2L
&
i)
o
i
X
2

0
of
El
Ho
I

%, H31%(2003.8.30) - 14 -



AW 7452 st Mo~ graryetol] of & P

7% 7% 2A vidEte ok @SHPE T 7idel wa AuAizt F slojsld
°lfr& ¥FHPE 7§ HAFH “*“HE #2337 G2 48 Avg FARS
Ae Aagzel daygo]l BE Fxsy] gEojn. old ¥a FRHIBME A3 AEY
FE G ARz 3 F FAHY ZH-:-&EU} olFojAx glvk wE (F)AAeldAs F
71gdel Hle Anw] x5 £Fo] oA Helth

mim U e

WNEE AN DH, Vs F2 AGsn Qeon, @FHPe} FFIBMS Mula 3
= A BEE HEAA DAL Q. (FHAGeldA L Mulx A4 gE =
& QA A QAT gAe AW, Mula B9l F9) A Fad dHon Tl
ook @& Azl A rld 2R fAdos AdAA gu AdS A%tz Fdsl
22 e AN A% w{E dAsaL At 53] dBMY 39 Roadmapg %39

FEER AYstn ok [E 612 AvIdel B&3 FHE nag

£l
LE 6] AFd7|de] m&2 F£d9 vw
T HP 3 % IBM (F)4l ol el
aH mH 4y ng

dulk 2

we e W 7le W& ‘;;é.)\’llm-\“!i’r

A2 Ao wg Auj2 =Hge Wy i
14 Aeay ¥4 AEAY ¥4 **-E}jﬁ;‘tf

EEES ELE} ZEE]} LS

V. #EMu| A0 stat

o

9t A

AAMH L BFE FHoZ oFo|y AudRe B4 B4 dod Uge Fdsa
3 g

AA, @AAH 2 ATHES SAA A9 A4 29 5L #9F + Atk 2 4}
ATE T Y F U%ol, Jide TAE AT S Qasie] BAuEE AN ToaA W Aoy
@ A Eel g By FA @J'\IHV H$EE TG ou|E 7Hdt. olE F3) nﬂ! =
ATl WS F=28 = 7] Ak

A4, dgMulae] 872 vy B39 JuUE Adoh oy $334e #er Qast
o F ool wE B34, TEEY o B3, ZTeAsd od B34, 23/ A0
mE F34 ol A ol F HAAHL Mnlze) MN&4g Hnja EA 5 nde g T4
AdallM dgdvt ol Hg44S ddstl A AFTIgES ARVIE 58 fRE59

-15 -~ rddws=&, H318(2003.8.30)



ool A& m gt
A, BT A8 A8 Belsr] AAME THHY logistiesBE S T UL Wart gl

% Z&FHHQA logisticsF 71A S AW olF e FEIA He AL ouEE ReTA, Y

o AF L REL o)FS BIY B ol AIEFH AR o)EL Dl ol @

B3 olFE B V1YL 2R BAE HA 5 ok

Ast £ AT 7 RA0=E F8 719 AAFES FHA7 dAME ARA

B AR FPAY £ Y AT 2UAE AT M) Hedddw 71 #5)

(& 7] BGAw2= g3 2

B2 a2l arak et

HuggA oA | HgAu 2 g FP 2%
AE7e & A7 gxbste] A A9, AR AR Aol A
AU AR AT Fudge] A=g felgdolse 25

3 399 384 13, B3 2457 AL _Aeold A A% 24
X BAZZ 7 59, ARAN =S 9H U4, J2A 29 AEd
A2 Wedze 7% N Fuwe AZE

g Fd AANERS wgige] A4

A, HRPIAR X7 Basieh o) BRI AL AALsel G 5 AA &)
T 1EAH9 zAorh, B AAdT Xitd 1959 ALdYIRse 2R AR~
=59 0 el vig 2 FFBMI SFTHPE VY A 2 EF AY S9 R4S
3 AR ARG wgsn don), FRr Fe (F)AHodAE 2L A Har

°51P91 X7t F dedezy dgMu s 359 Fdgdd rdsm gt

cARAE B ARUANAD 7149 rHo] et FITHPE FIYLET) 24
o] 7}1_5; Heant Al 612 F3lN AE e dHojeiwolagzt 71538ln, $+ZIBME Firemang
olgsA WAAN2e FES AP FUAFE F7be] AL BT Uk

A, F4L dgMulzdA Tad RET] stoltl, EAE AEe ZARIo] ofy

2 ARl AFHE Aulss] FFol wiy FAT HYLS L 5 Yt FFIBM3L HIHP
BEE $4 23 £72 B9 8m 91\;].% RE PAAulLe Fde Fa48 $@FE Aol
o 2 FAdel 9 dve ddew FEd HAANAE T £ YES A= 4

=4 3XE nagozy ?‘;"JHHL- FAE FEAR Art

Ax, EIBMe FA2 2AL A 2% BRI Qo nA gavEe Az
@ AMlz="E Him doh ol 2d dle Ae dEem, AR4E Muag Avd
T AA AFY EFY @GMEL ZHYAM L 7)1EE BRE UE 7)Y HI=HPY
AszEleld, TIBMS] Technical Support Group)e] 22 ¢Aels AF £ Q& AA¢
< %:.,—aﬂo} & "gg o] sk
Gals, Angels FRsE 2 AFYAIA JEx YRR AS 2ok (R

Hﬂm} @FIBMo] slal Fur)E 20 ol dgd Anwe Lo} e
°F R xeel X FAgZHo] Belxm vk weld PFHPE| APOGEEA 29 3 MMA} 2=

r1r

dE e Te& | #3138 (2003.8.30) -16 -



AASHA 5= 2ot sl FAolx gfatupotof cfet ¢y

T Axdy JEAI =92 F3 FEL AR LA 7 F A% YA &
4 F UEF ok @

ARA, HddF Y BF 2S5 - FE 2ok o gie FAE s glvh A F3
W B{L EE0)1, dA AR Hao MuAE Pate AN Aol HY9 UE,
24 5ol FFANL £EE ZAAT] dEA 01T 2gSe] WHIE 2&F o o F
Ao} g}

v.da g

AFe 71ge) xrgdn Y%e] Bggslo] Ao mel dAMn=t e BAAES
I F UE LY 242 dHHAR o AFHoE JIdE @FAUE 2AL S
T A E AEE Qe WFMulag MR Ao oz HAF HAuag A
sol HE Aoz AR gk aoy F2olE dAFAu 2 L B FrNAY
olelg A2 F Anke YAl FaHn At F, AT @ WHAUEE ARG
TEIA Fozy ady AFME FET F UA Ho] dFHesx Tag v E S
B 8522 0 Hde] gokAT e Aotk

B d7e 834029 logistics#Fal 2L g3 video]l @AM logisticse]
BEHQ ¢ TH uARTE AL X2HLT DT, AV)4 FPSAS 2 5
AE F8 8dE 2o dHguk. 7Y VUL ol2L £ AT FHATRA AbH
AT WS AHEstdx, 7 v1de] 23AE FIAHE logisticss} MM Adl-3 logisticsE vhr
of AHBozd @FMula F£4o] oJBA logisticsE: ¥ d= AS £ASETY. 1y u
Atell A2l WL EFMul2rE o2 ddud us 8% StolH A Al £@ r1de
2 Ak

2 a7 AAE 8 7198e g gn

AA, dFAd 2= 274 TS FaAA T A T B FAFT = dE A2 o
gt &5, FAna DFd FATAE AFTH ZF 4+ UL logisiesB T AN Fas
204 AASsit. o@ 8<ldes HuPIA oA, FA7IE R AFUAND 7)€,
F2, 27, Ande, 354 52 A AR, BAMYAE BFe) $53% #AHP, @
BM& Az 28 ARe dFMai2g B8 44998 grgas 71ddA {4
& WAwt ] Am7t & 5 Ag Aotk

e A Zlgde] At B Bt e grsteln dgAw B 28 /98 o
deoz A X7 Qi st FAldol AL £ Ak £F AlAT WEE =4}
dzret Fa dhdel] 9GS S 5 U] @R Jdsdd AFE 2oh wepd 2
AT dARAvE A0 Jldste Ao AgH $2F 8BS WM AFHe
EAslcr stz vl AAE Gdm gloh

=17 - FrEdus=4, M31E(2003.8.30)



Coben AM. and Lee L.H, "Out of touch with customer needs ? Spare parts and after
sales service”, Sloan Management Review, Vol. 31, winter 1990, pp.55-66.

Cohen AM., Zheng S.Y and Agrawal V. "Service parts logistics : a benchmark
analysis”, IIE Transactions, Vol. 29, 1997, pp.627-639.

Daugherty J.P., Theodore P. Stank and Alexander E. Ellinger, "Leveraging logistics/
distribution capabilities : The effect of logistics service on market share”,
Journal of Business Logistics, Vol 19, No. 2, 1998, pp.35-51.

Eiscnhardt M.K.,"Building theories from case study research”, Academy of Management
Review, Vol. 14, No. 4, 1989, pp.536-537.

Grenoble LW, “Managing logistics quality, speed, and complexity; Lessons from the
field service industry”, The Pennsylvania State University, PH.D Dissertation,
1994,

Hull L.D. and Cox F.J, "The field service function in the electronics industry: Providing
a link between customers and production / marketing”, International Journal
of Production Economics, Vol.17, 1994, pp.115-126.

Mentzer T.J., Flint JD. and Kent L.J, "Developing a logistics service quality scalc”,
Journal of Business Logistics, Vol. 20, No. 1, 1939, pp.9-29.

Yin K.R., Case Study Research @ Design and methods, 2nd edition, Sage Publications,
1994,

THYUK=E, H317(2003.8.30) -18 -



AZA2 &S A8 dTMulA~ gautotol Oist A

ABSTRACT

A Study on the Improvement Methods of Field Service

for Firms Competitiveness

Park, Young-Su* - Kim, Hee-Kwan**

As the product's technology has been enhanced and its function has been complicated, the field
service become an area of sustaining a competitive advantage for the company. Accordingly,
The field service better has an important meaning and the company gives credit to the field
service which can differentiate the products.

The purpose of this research is to focus on logistics activity, especially the field service
logistics. And this research analyzes the case study involving effective logistics management that
leads customer satisfaction, seeking to find out the key elements of competitive advantage.

This research's implication and contribution are followed; first of all, the field service is an
area to induce repurchasing. Second, the Key components that contribute to the competitiveness
of field service are derived, that is, Leadership, Information Technology and communication,
Quality, Organization, Inventory Management, and Leamning/Training. Third, companics that this
rescarch did on case study arc best practice ones such as HP, IBM so that it can foundation of

benchmarking.

Keyword ! field service logistics, leadership, IT and communication, Quality,
Inventory Management,

#* Ph. D.,, Dept. of Administration, Sogang University
*x Manager, Financial Solution Team, Zoy.com

-19 - FrAgdmge=5s, H313(2003.8.30)





