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The competitiveness of the service sector is driven by its productivity. Services innovation is essential to
enhancing service productivity. This paper first presents a framework for services innovation. The framework
consists of three main phases of a service lifecycle (namely, service development, service operation, and service
improvement), which are supported by IT infrastructure and service R&D management functions. This paper
then identifies major research issues that should be investigated in the near future. The current issues of three
representative service industries (namely, healthcare service, telecommunications service, and financial service)
are also discussed.
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AR 2 kqdo] = 7F AA A AA 8k Wl F2 Al o
U, ] A2 Ak o] A E S w4 A okg Aot =y
AHI 2 A 9 5 A (117 F77HA))E = Az 4FY]
o] 40% =0 33}k, 2678 OECD %71 Sl M 2490 1
A 2. 9 th(Jang, 2009).

A FAY Ao FAEHL AF AR E 2L A
Yo wef, AGANAE Al BAE s A3 7]
o] g 877 o= W ET FopA 1 ot HZ A Foll A
T o3 Aul A g AAY AsE 149 F4 oAgE
443t 1 9)th(Korean Government, 2006; Korean Government,
2009). AHI 2~ AR o] AA Y2 ZRA 07 AH| 2 Aef o] A
Ao ERoH, ARlA Ao AL ARz FAE
&3l AaE

Aul 2o il 84 o' GA st e AAR H
AMH 2 ALl A 27} B F3FATHIBM, 2006). AJHI 2 Abo] ol 2~
© “AH 29 T &4, FAls AT [AFEA] 38 Y
2 $&7eE ATste [A7U] SAA S Eok (AT
0.2 Aol 4= 9l thService Science Research Group, 2009).
M2 AH| 2 Ao A 20} 7 A uho} A7) 24 &

A8hg 3lar 9O (http://www.almaden.ibm.com), 20073
o] & Au] 2 Ato] A2 A=t I (http://www.ssnf.or.kr), A1H] 2
Abol A 2 83 (http://www.soss.or.kr), INFORMS 4Fs} A{H] 2~
AFo] ol 2 B IH(http://service-sci.section.informs.org) 5 U<
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Mulx Galg et Ao HaAde o Fae Bol
AL, oAl oo e AT e A7 Bad AA
ojt}, 7] &) A TS FA 02 thdh ol g7 R ool A
Aul 29 &YA ZHE gFEE A7 g o] FojA go
U, Mulx9] gAlolgte & ARt A4 B A
AT e AR A4dd 202 ddth 2 dfoA e
Al "ale 9 ZHYYIE AAG, F4 FEER
T8 AT oJFES TESIA BT o] F T Mulx EA
= A FF AFLEFE AAGL, o] EoF AFAEY =Y
SAAG F YR ES FEIE AL FRE O
L RES DEE]

Aul 2 Halg GAsH] Y3 Y 1 o] Yk MulAE
F&H02 e, &4, Mdstes 7199 58S Aste A
ojt}. 7| A AulAE EYA A2, BIME Aul 2 B
AF-MB| 2 A 2E o 9} & BFA Mulx 58 TE3E
FoA oulo Mul2g AFGdG A2 A ATE oY
gk M a9] Pl Tidh o] =8 Fola, AARZ 1 g4
A dshe o] &, B P E, A 2E Fof g A7EE 9

1] & CH(Kim, 2008).
A2 Ealo] dA 3= 71 & vl A Y E-& <Figure 1> 8.F
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Figure 1. Services innovation framework
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29 e A2 BAZ s s
A2 A A2 £, Aul 2 X A BAE AR Y
A A Qa, AAZE A FPHE F4E 9
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7F EANE7) o] Aol ShEEE HHE, Au s &Y s E
Ao} &7 AZHE T Auls $G2 Mula Aol A 1]
2] Al AMul 2 ZE2A 20 7] 0] FEZEEE HE]ote A
o] ZA oAk Mulx AL HA o] FES
o] HAo|t}, Aulx MM AFss ML A AHl»
ol Ao A MM W, AH 2 fEE AR
AFQ mdlo] 3ES Ak T AH 2 A, A
ARz A A DA E TFHOE T T2 M~
152 14 M E ATTE 35 SRR gtk A
HHA Mul2E A4 713sh, o) g g 1st A
| 2 Al o] o] Fo] X TH(Kim and Meiren, 2009).
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3.1 A2 AR

HZolls AA - AA - A - 3R ofU 2 YA
BaE JE uF -5 - B - FF - 1E, 2P 1 9
ZtE 2 g 2y 2 o] 27744 A BE FRY QT
o P9 = Avixgte FEHE M Yot IH A= o] 3t 4
A - ER B0 R wo| kol Mu e gt Sl A A
28 FAAE 2 e HOE =Y glo] A4 AddAE
AZS e Aoz olaHoj& AL AR olth Au] 2o
gk o]l g Qtol gt o] s = vHE Au 2~ A S E3IE o
o] 2| A Et}. Bullinger et al. (2003)2 AlH]

2> F8(service en-
gineering)®] N3-S 2/ SHA A A H 2E AA Ao 1 73t
S = AAHI Ao ok st Aolgke UA Y HoAS

7z

Teboul(2006)0] #] 2 F Hl9} 2Ho] Au| 29 714 & 54L&
ofet AFe| Addte g I A - A A Slof 1A
o A4 Aol ZFATE Aotk 7129 Az A 2
G402 8 Yol AR AL S50l LA 24 5
b= S Faol A B AA T, AH s g AHAYF
& S0l iAol vpgk R AL Q1= ok Frloll A Ao A
Furahe] AR AH 28] A4 - A SR A ek
=& Hﬂl*e AAsE7] 913 A Aol A w3
S A0z 45 YRl Yas
o} 9§71 A Tﬁ/\]E]E 0] “& 5 A A (co-creation)” ] 7]d o]
CH(Fullerton, 2009; Prahalad and Ramaswamy, 2004).
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stef 7h RIH 8] AF 5ol Anl 29 EAL “HIP Tt
§]” o] th(Sasser et al., 1978; Edvardsson et al., 2005). IHIP= F3
A (intangibility) o] 2 A (heterogeneity), Bl 4 (inseparability)

2 A (perishability) 8] Fo] FAZA, MH|2e @ﬂ]ﬂ i
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AN 2HE BT (o, 3 Zﬂ"‘gJ*]'E’\]OH At
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AH| 22 ke 3k A= 1970~ 1980 T 2 AL 2Ehr}
T2 YT ok A AAH| 2 AT (New Service Develop-
ment; NSD)'0]2h= B 02 AFHo gtk A58 A=
i*mod RS Foto] MZE Au2o HEHEE 45 &
‘%< B8 E4 5o FHE UL, FE vHAE Zokel A
Hl 2 7 Z2 A 29 AT 50| F& ot AAH 2 7]
%} FollA el a7t 2 mHAE fF9] H2de A
He hxH oz, AHlx g2 7|29 AF Ad Z2A
A& w8 Al 2o A g5tz ok o5 &
,AEI 22 Apdets g Hedt Hoh FA A 29 -
geehet & T ATk 1980130 2k
Sholek= A o] AHEH 7] A 2Hahg] U (Shostack,
A A2 19901 dth S o] Fol] F=
7h2 oA Vet A e,
Holl SA 2240 Mul 2 pd Ze Y
T2 A2 AYTIHAIA0)NA 7
59 (Fihnrich and Meiren, 2007)& € 4~ AT
<Figure 2>. 71539] AF NE Z2AZAA AP Ho] & g5
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Idea Requirements Service Service Market
management analysis concept implementation launch
Coll_ectlon of Ex_ternal Product model ) Product ) Test
ideas requirements implementation
Appraisal of Internal Process
PP . Process model . . Rollout
ideas requirements implementation

Resource model

Resource

. . Success control
implementation

Marketing model

Marketing
implementation

Figure 2. Fraunhofer service development model
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© F& AH 2 et by
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Fo& 7k 1 /“]H
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AgkE 233k vhAl Y 29 (marketing model)©]
{08 MU 25 Ao 2, 7k S ol A o] AH| 2 7Y

F7t 2% FdHE A mETh

Zehoy Rd% AR Beks G2k, AlF - AH 2
Al <"l (Product-Service System; PSS)9] 7|#g tiido = ¢
‘PSS A mdo] 2" - A - gy FEAT
(Kim et al., 2009)°l 98t 7= T} <Figure 3> A&
Aul27E 3 o -8 71 Al 28-S A3k PSSE AlE T Al
Hl 20 A%S Foto Bo B FIPHAE st A
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A A7 - RS 9% BB 23T, 4714 49
&

dfof & A& AA FAAA Bt 1A sk AH| 2 540
= YHHH 02 of ) 7428 ME bE AHo] EAe] WE
°ll ojof 4&dhe Arlze] FERY 3 ofg] 7HA7F B A
stthe Aotk @A7AA e Au 2~ FEURDEE AH|
2~ B2 Y E(Shostack, 1984)7} 713 Tl A oo, =5t &
o|ste] | A H] 2 CAD’ 7} A THArai and Shimomura, 2004;
Hara et al., 2009). <Figure 3> | Al ¥l PSS 7|2t B g
AdY oAM= AU L7529 71235k PSS 71 Shol
3 7+ FH RG-S A A G v A Th(Kang et al., 2009).
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dE 59, MdAA ﬂrﬂ]"ﬂ’ﬂ% ofojtjo}, Ayt e gl 7id
Qholl th gt Z+7ke] kR o] B astal, A AA DA A=
THE AH 2] BBl fH"@'} HIhEEC] ottt kol A
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Service consumption

consumer arrivals (input)

Demand point)

*Expected quantity/quality
*Demand time

Service Delivery Process
*Consumer participant

(line of interaction)
*Consumer-Provider interface

«Division of primary and
supporting process

Service delivery

consumer departures (output)

Supply
*Delivered quantity
*Perceive quality

I
I
I
I
'
'
I (line of visibility, transaction
'
I
I
'
I
I
'

*Management of service queue

«Delivery time

support
Technology Evaluation
fe—— °Internet / Multimedia «Criteria

control

supgort | *Data collection device *Measurement
! Call center technology *Reengineering
' _L support
Customer | [PEERSRREER R R R SR E S Ee :-____________________'E
+Customer context i 1| Service operations manager Service contact personnel :
~atl Q =Py ! 1

(Location / Service 11| *Production function: ‘Empowerment / Responsibility | !
p1§rp\05e) alter | Monitor and control process schedulgf «Attitudes / Qualification ]
'Lusltqmer group Gemand *Marketing function: supply | «Training 1
(Individual / Cfollectlve) = Interact with consumers *Dispatch ]
*Familiarity of customers to ]
R/ t l - 1
Sl Control demand :
|
|
]

Service provision

*Supporting facility
*Facilitating goods
sInformation

communicate
by advertising

Servic% package

*Explicit/implicit services

basis of
selection

Figure 4. Service operation framework

(Fitzsimmons and Fitzsimmons, 2007)7} &8 & o gt} 3k o]
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& Hdg &7 A
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ot 11 Aol thk FFAQ A7} o] Fol A of s, AfH|
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of FHolyG ~Ax = A7) o] #HAG w&7|H| FRNES
AB| 29 ALG B o] 242 27189 FH(hedonic) 9t 54 =
X9 G (utilitarian)©) = Fol M= T2 Az A S
el e a4 F34 4o sk A otz B4 o
HaspAnt T2 Aol 149 Mujx 5§ HEE
e A FA A7 2 astt

ABl2 G et H7he Gkl Al 2 T2 A 220 A A
Abso] FEEE AF e T2 WA 08 Bt o] Foj A,
AR 2 AEAA ol A of 1A o] W, Fo A, o] &
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2 A4 AdH o FRAVAE A2 DA A7
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AES A sk Au 2 s FEEY
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B AT £ e B ATHoEN HHIM A&
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AH 2 ARt 4] 7} E/\Ml TAse 54w 1
AAE ZZAH2E B 5 YTH(Choi, 2006). WEFA Au] 2 A
A Z2A 29 A B4 OIW Ao o, /Mg g
AAANEZE AL YR ES € F AT 71E Z2A 29
WAl & 2 Define-Measure-Analyze-Improve-Control(DMAIC)
] Z&H ston FeAn 2 dEs 2 AN
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AMujz= A ZEdYa 6 Al2ml HE
Problem Define
Recognition
Measure
)
Diagnosis Analyze

Problem Improve
e

Figure 5. Service improvement framework

I ZA| 2 /)4 (Whang et al., 2002), A1-&7+E 1= 7+3(Roh
et al., 2005), ¢ & AH] 28] 7] A7k B (Roh ef al., 2005) 2
#2704 (Chung et al., 2007) & T3 A B2 7 AA 7F B
-7Q H]— olr,}

<Figure 5> A& Aul2 7fAe 29
DMAIC &3 At AL ek A e 2~ 7§ o] A
A A= ZEAR] A 5= FAE AYste AL
2 FA U2 (problem recognition) TAI O T}, A 14 A=
6A1 11}F9] Define¥} Measure THA ol ) F3HH, 7] A6 29
TARE AHH 08 A oaty] 93t Al ZEAFFH AH| 2
of & 54 ol T olgo|th Ar| 2 A 9 F HA &
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Inte} Analyze @A i@t A EANAE A A AL
ZEA 2 A 9 e 7ol QTE T Au 2 7] of mhA| Rt
AR EA 3 A (problem solving) THAI = 6A1 L1F] Improve-
Control ©A| 9} AAE o+ Yo}, TAARN A& T8 6
Al dep g E3E 2PEA o] 8 FE T

19135 A 11}
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A FA, 53] AdAn 29 A SA
A3t a2l M| 20} ZA st A o 3
Ie Ao whehA AfHl 2] EahA Q) A
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of thet 77k 223t
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3322 MU A Z2A 2 2
o] L7l = AH 2 FAL A2 ZEA2E Foto] §
AE Aulx F4E& 37 71€7 F 4 (technical quality)ﬂ]-

7154 F4(functional quality) 2 Y& 4~ i<, 7 7HA &
ZEA 2 4 9 B E 5o 7H4‘j%5\r AT A 7]‘5—1
FALE AN 27 SR E FA A A o] L= HEE

o), A8 2= EiwAﬂ7*§EﬂH”ﬂﬁdéﬁ4ﬂﬁ%%
s 24 4 Atk A2 T2A 249 2 43 A R o
0}0:1 17]40] 1_7]]1_ ZQ59 ] [L]-E} 7Hl:ﬂ7(40§ 7H}d§:_]— 2= ol
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A=HE Adzd g HEE2A, 7129 $A4 F43
g, 641 27}, Aol & 5o H2HE Fato] AAE o Aok
%, H34 A= 9% vAe AAAEEY dEN e

EA 8k st ot

F & A2 g Yol A = BPM(Business Process Management)
< B AAAN ZEA 2 HE 7ol EYEHIL QT 2R
Al 2~ A48} (process asset library) & S8l AU 2 Z2A 25
At 72t &l wAshE A FA FE(Key Performance
Indicator; KPI)& A G FO2ZHN, TZA 2 Zdh}g ol A LAY
gt ol Ee 4okl AMul 2 RS ALH 07 7)4ds)
17 ghe mgoltt A4 £YEHI Y BPM ZEHESS
AuEH opA S LA ~E AHS e ZEA A TG}
= TA UHJ—E 9\*13}. F3o] A ZEA 274 A A 3
1 FHA 2 A o] Foll = 1A LT G
< A= ‘éﬂrﬂﬁ A& =01, 64 1n}, A ool E, O
olgjuloly 5 AA A M2 ZZAH A B o] eE Ao
E e

Hlk

3323 Z2A| 2 HA HHE
6A LTS FAOZ T T o] 7|EY ZEA A JAATF
= MHl29 AN AFRTE MElA A Z24 29 QA
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Q%2 o) FolA srom Had 47 BFE} A5 Aol 2

HalE ©

EFE Y #HAA AR AL A¢A ke A
Z A3 TH(Cho and Cho, 2005). wetA] F-7F7FA]7F -2 A]
Hl AU A A A8 29 Ao & &317) o= 1] &3 AA o)t}
6A 1ok W ES H 23 )2 AN PHEL Az Z2A 2

o HFH 7 Yolr, olH @ WYES] Aulzd HexE

oA B A3} s R TET e Aulze B

Bt

Aol

Ao S AN FHEY ko] 7thdt AHl 2 i
HES 3HAA A7 M2 S4o] &2 Hgsm A4t

XEHO

7 340 obd A9 H @3 1A Y ES 27
2 Teshi P Eoloio} ik ool PUEL Aoz
¥ % 0 BAH A28l A, B obbE $7H
7he A4 A28 o) 15T A 02 Al ET,

34 AH 2 AL 3T A QI &

stedo], 2ZEY ), 214 FAY, AN 51T ¥
A3} 84 &2 A7t 85 (cheap revolution) &2 YA o2 H

A1 (Umeda, 2006), ARl 2 2H] ARt = 2 3Fg WA 3L 9l

¥ &
““}E 765:}5} AR 2~
3kl ot A, 332
G771 sk 2
Az FYelA Eudt6
N 59 /‘WV\ zEA~z S A8H 1
o, BPM% MR~ Z2A| 25 &3] st Sdehs
glol| A vrolrk, AHl 2~ A #A & 93 AM(Business Activity
Monitoring), A Hl 2 ZZA 2 7§ & $1¢ T2 A 2 vjo]y
2 S L ik A, A AL Zrof off o3 Qe 71Tr‘4?ﬂ
ojd'o] FAstE 1 gt} AEUl AHEAT} FEER Eojy
”“1 Y2 HA ] A AR ADAH o] of] g} Fdk
HA%Y 27 HA S ‘:} 3] 220 TFAEAF
‘#Q o= 4S5 1A g A2} H7HE EA oo
AH 2 gl A o g Tk opuj e}, Aul 2 A

EA2~ 4 7]%’01 AMEI
Adnke 2§, 54l

>~ O BHH
T?)l\ﬁv:

o oolH] FER2IT 7|&0] AZ A S oA 24, 89, & FAgso A4& ¥ 0}3_’ 3t A2 Y= &3
T 5 98 Ml BEofo] Lo Aulx HAE Y3 7wt HoE &89 49tk
71€S AFstal QAT IT 712 thobA ol Anj 2 Ab ofef ol A= Al 2@"1] AAE A2 "2l ZH AT A
ool shel WAL WASA HEHA £ ol Aotk Hl 2 AN AHl 2 £, AH 2 AH BANA T A9 b
MEl2 GAE AYst7] A% IT &8 wets FEEd 2 A o4 fﬂow Anst,
<Figure 6>3} Z-o] | 7}A] IT -4 E EﬂEE 8% 4 9l
AR, Fd g volEHE BT & e H2Y2 AF8p 7] 3.4.1 ARl 2 A A T A Y7 &

o] 4B D Yk T 7149 $AL DA HolHE 4 A 1US AAL AE 719 ) AN F WEYa

1. Business Intelligence 2. Ubiquitous Technology

) gaLtAapl\//[?X gDm * RFID/USN

: CPA/SPA [ Contnmmaronces

) gsg//;—isc * RTLS/LBS

Ok IT Trends = Mobile Service
Supporting
3. Process Technology L/ 4. Internet Communication
. systems
" SOA/EDA « Blog/Wiki/UCC
= BPM/Workflow .~ .
. = Crowdsourcing
= BAM/CEP Folks
) . = Folksonomy
- Pl“l'D(,eSS Mining = WoM/Buzz Marketing
= 5Sigma .

Enterprise 2.0/SLATES

Architecture

* OLAP(Online Analytical Processing), DW(Data Warehouse), Dm(Data Mart), CPM/SPM(Corporate/Strategic Performance
Management), BSC(Balanced Scorecard), EDA(Event-Driven Architecture), RTLS(Real-Time Location Service), WoM

(Word of Mouth)

Figure 6. IT trends

supporting services
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Hl 2 & A 7 73S FAsHA WAste o 248
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Ao A voprt, 14 MR E A&A 0 7 fefstal A
7171 913 A523 AHl2 % e (Service Level Manage-
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Aot A2 AF JA S A8t Au A TSRS A E3
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AL 7FsstA & Aol Yoyt ol 5 FAl 71719 AgHE B
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A Z A4 8] /)X 718k A 8] 2 (Location-Based Service; LBS)E #
2% 7 Atk oA AR HolE 3, AFAA, AAA
9 fFHlHE 2~ AFE 7ES AARG AEsta B 9
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2849 £72 482 5 Ak
A2 QB BA4L AR ope HHl2 A ZAE0] A
M2 gl 23502 Foldte] 442 R BEHE

fol = &84 4 It} Enterprise 2.0= A A3 Andrew McAfee
+ SLATES(Search, Links, Authoring, Tags, Extensions, Signals)
= 75 Foto] UM 7)ol ofgA ARl Y

2842 7 deAd i AntglE AFdTh(McAfee, 2006).
Aul 2 G2 049 QT ol tiste] 89 7HA & AlF3t7]
w ol AHl 2 A FAEY] AEF A o] FH o g F& v
T 7eY 18y TEE 5 A2 AFAG S A4
FHE FAAT, ) 20914 At AHEAY AEARL
AR Y D FHE Tt ALHA A4 A AAE T
Z3hs AL Aul 2 gl A3 A o] & Aol

343 Mul2 A dA Y IT A Y7]&

H] 22U 2 2] %5 8H(business intelligence)= A A 7+ 7] 4 & 918
e =R AMEE AR A &AL AR 2 fA S
st 1A AR 2 Y 4 ]Hg 3@’3% T3 YL
EERE P
d| o] B g o} 3}-- 2, ] ]E1 ?4_4 ”% B v:r? o] e rto]d,
B2 U 2 A3 )7 ThShmueli ef al,, 2006). A7Ho] THE
A A2~ g 3G HolHE AAH R A6ty ¢t
dolg dojats-2 A HolHrEE T35t 1A AAH

o
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o Al 2~ FA AAE Sfst] AF A TAA B E ol
Elnfold & A8 4 vk 149 oA £4S A3 9 2E
nholy, 719 & AA Fol i e EEY i A4S g
ey nlolyd, T3 71 9, B Mg AA, FA AH 2~
WA Foll S5 Ye ZEA 2 vpo] g2 Aul 2~ fNE
st & 4 gl dHolHuto| Y 9 47|zt

) 71ee A du s ake} 2ol Al S 9 g At
FEaACRE &89 F 9ls Bt ofUe AF Y ARl
e A8 gAS BYshe AEEE &8E F Stk
SERVQUAL, SERVPERF&} 22 A5 Anlx F2 o #
g AFES 1A HAES Tt AU~ FEE S st
T H2 AEU ] 4k AlF E AH 20 33 IAE
o A5 Y& Tt 23| FAHL BEFHIL I £
B, 2 AN, AFUE 55 T3 349 1459 9
S MZ(buzz)etl F2EH, AF L Au 2 f4S §% 1
A 48 E F8ote  2EHI Tk W= E& HZ
E 2 X (Nielsen BuzzMetrix), 4 U (Cymfony), =< fo]E
) E 8 2 (WaveMetrix), = U] 2] HP“’]':—]/\(Buzzmdex)%O <
2l FAHE 2A S QAR AEA QA A7 & o] &3t
4 71 oIy A F, ARl 2o tate] ANAZ 02 F P H =
IAEY WSS EAGH L gtk 2 0‘7“7]«] EF A 9
olu, mEAL viHIIF Y el =@ T 7ol 28l
o 45 J2& WA AdA}L 3’-7” 3?‘ of WEA of
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o dAE0] 79719} 24 HEEE Leblol 4 E4 3
24 ATE FHE ATk 49 Fhol U Fuen
T8, 98 B} nAY 8T L WS Bl AF
9 Aulz e Bse ATE $oR BS Buad 4
EER PEEY

35 A 2 Q7T B

Az A Te G AT FA o 2 ARl s g EY
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1. Management (“What”)

= Project planning

= Project operation

= R&D budgeting

= Technology strategy development
= Technology portfolio development
= Make-or—buy decision

3. Process (“How”)

= Project sclection process

= Project operation process
(NSD process, etc.)

= Project evaluation process

Service
R&D

2. Organization (“Who”)

= Type of R&D organization

= R&D employee management
(training, career development)

= R&D culture

4. Evaluation

=Evaluation methodology

= R&D performance measurement
= [P management

= R&D employee award system

= R&D output management

Figure 7. Service R&D management framework
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ERs A= Ed g mdE T2 AA 9} Afo] & Kol 3

2

G ASEE Fole A, YL AANNLE | E 8738 4
Y A L2 & 1%01 %E} 200063t o] & FA1 A Ao
S SERVQUAL 28 o 718h& & Aul 2 F4o] tig A7
7F @astA o] FolA Shtt. a8y oA g Afu 298 Zhol
2 BA AHl2E AFA} A4 QHETE A LH O o] 2
AT Zolth IYE, 7]F Au| 29 A Rgo R
A w2 FA G ZH5 2 Yot

FA A2 FHAA oA Aul29] A fo O A F
U7} 3,428 o A 2HeFS] AFE AW SLAO| T SLAE IT ©f
S22/ (outsourcing) A Bl 20l A A T3 /g o] S, A
Fof A7} A g B4l Au 20 A = 20001 d T ©] % SLA %)
< 973G g FAl Az ojw] T4 9]
o 28 obA g ARl A Eo] SLA AfH2of tis) & &
2 11 Q1 THChoi ef al., 2004). 3, SLA 9] gAro] 17 71%]
SUE A4 YA Frhe Aol ueba A T4l A
A5 o] SLA EYE Y3 753 SLM A/ 25 S o9 A
ARz Ao 88 ZiQ17belty. 28] SLAY 1A 3t
A4 ARE ggsiete A% ggstd AR AFs} £A7}
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HEY I= A An| 2o HEAQl 9l Zeto]r S AH|
25 HEEA] o] EYIE o] &3] Mul2"ET) An|2 7fA
Ao FZE50] e VEHYIE AAs & B2 H&o]
S9Y JHY Y EYIY &Y Z2EZ S W=
3N E

l

A 7 o]
AX Mﬁii 7bsstth webA 7] Ed FEE U EY A
g 1A a7gEd A F Edste Ao] TA AH 20
Ae o § %—ﬁo}t} o] 5 FAl Az A 7] YA F
5, Ho]A WA Fo] @A EdetA AFHIL e MEHA
&Y ol thgt FA o|th(Hong et al., 2005). £3F ©E7]7} 7] &
o 54 T4 o) FHgtolA HolE] F49] PDA Ee LE
5 AFEHE oA7MEA AEATE 58 F %l—t— <+ 14
w3} o] 577} ¥ 1 A h(Jung ef al., 2007). & g9 EAe
THFUEYT &Y ZEEZY Jdo %OEE A& e
& Zlolth

42.2.4 95 3 W3t tf g5k ARl J|A
N ZE TA AU 2E st A Aul 2 & A ol A T
ke 7o) 71e sk AR ¥t o #AlE 71 3
Ak Au| 29 A o] FojoF Ft Iridium T 2-E A8 S
o] &3k o] 5 TAl AulaE AT BANA A AAE e
2 OYis, Er“ 972 53 & vk Ao A Favt
3 S dqietdtt. 18y dzekE 7SS
94 717J S AEY o] 5FA Y E5(roaming) A1 H]
O = Qste] Y4 ol 5Tl AHl2Y A o] Hol
‘41 A gk Au 27F = Dokt B 1049 717t §
1719) 237 we &5 2 W35 o 24538 gy
A F 14 BEE 20T 284 94 o554
He 9 e A5 ZE FATE ol der]ef A
A 7 AT o 2 Q1S A ot AF et E A
HolA HAt wtetA A4 o] 5 FAY A foe F A
W3S B3 ARz 7o ot Al A
© 7l& T Wt A3 7| dFo] v F&
8}E} :th 438 7le& 7o MU 2E 1kt
Z A3t HhA Ul (multi generation) A B2 g T 7EE 7]
&< vtE A &3ta] B (bridging) 54 AHl 2~ HEE vh
23 Al 9 BA A nefsfok & Q4o THAhn ef al.,
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9] E4o] B& CEOS F 8 1A 07 27| A3t
olg3 1y AMul2Tt Aty Aside R 149 F
A1 W T FAE O lof Anl2 A SAA 1A &
T A S S8 gofstoof gt} yolrh o] RhEg vt
g SE MH2E AlFstoof 3t 28y o] s A4S
o ASde §4l F4o] gu gAY g oA R
oA & FA o] A AT webA AL AH| 2ol A= Al
AR 28] FFE T ste] A 29 F4-& Ao of dt.

4226 FE AR 7HA AR =2y A

FA Aulzd A e 7HE S AT o nEsof & 247}
Aoz we Holt}, $-4 1.7 7& 54l Hu A7} ]To1
A 7Aoo g AFYAe] JEY A
o 445 44 mdo] Fgsitt ¥ HE *HIH HIE—‘%JELQ
A7V A 3 ZF ALY ALY Al 2~ 7} B3
& AHgsta g T A= g3 54 H
7] EX}H 15 o] A2 2ol A HJ%'%}O# Olc f&i}. Uliﬂ%

g A Aulx B3 Qe aAo] EEE: Fyeta
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AL 29 dFUES HEelq ALIIEE 53 dd4d AF9 7)Fol et 24 == EA ot
AgTul, FAIAE B AT Foul IS BotkEs
zEA HZol = ITE o] 88 A7 A53E T3 o6 4322 MH| 2~ 24
Aulzgfe] Ao 2 Walsty k. FAY 28 ES F T8 AR 2 A Y FFS AR s A E S A A 8
3 A APRJAES AANAU 2 4 AAFAZL Y & d AY At vl go] 4 et mekA dF Z Aol H
S YARE B 7 UEE B0 Y H2Y 55 Xl‘ﬁo}il ARAH o7 FEEC ERHA L, Hslste A
A7)e o]y FEAH AA 2 AP TS HS F T 7H53E T T ol 283 FY 54 st =
ZEA 713 Stk = )‘c]'ﬁ'-/] ol e #e] 2 A FAE o7, wet
A N2 Z ol A FAE ANZT F AR ATste
431 F& Anl2 e 34t Aol 83ttt A A=A FEIAES AES AAS L
Ad 4 @7 g At YFS mAE 8950 5§ #HY] YT REES NEsL, oAE T8 AA 9
AE Ao & Be Wals o]Zo] o 9o} ¢4, ABUd Q4 F F83 7 o} o]Yd REL 2 FFI|BE] B
ITell & AR 532 ofg] B9 544 A el Zg FEoltt 53], 4] A 97t #eloA FAate] &
AAH e 2 HPF]L et oju] Makste] 27 AAd x4 FAY EAVF T dFEY 23, JALESY S8
AEHFo] B2 FH MY IT H 89 x4 Aol & ED 22T (model risk) ] A #e]7} F 83l h(Elliott,
ﬂlﬂ”ﬂﬂ&%ﬂ S 5 4Ed =2 uFd 4 1997).
g MAEC] AHUAAA A AYE =S 9A
ok SA o Al 3 F e tisl Al 27] vl go] FiF o= 432329 24
HE T8 Aul2gde] EA4, TYE AFd disl AR 1T FE3 e 9] &4bo] Ao 447 HAE &
3AMS 7L B Holth O]E gt dde Wl F§ Aul o] vl FAlo] vl gdelgs & ERE HAAE B2
2 IAEY AYAE 48] 3A &9, FE71GS A AEZF AU FASKE D ATM), 288K : YA ) F
IAE A 7| A S FASE A FFAAN B Y ARG JAEUES 5T G4 T2 oldTd 559 tE
=R = A dojth, A Bo| AP e A7 FAH A4
HAS G AR 5847 A4, JE &4 52U PE
432 F§ Aul2g e A 3 HA g 2o | dsof & EAlE0] Bol UTHGans
TG A 2 Aubo] A A 29 FAL FAAINI]Y et al, 2003; Whitt, 2005). FAE A AR 37 147] 20
3 Y E = o] Melnick et al. 20009 & B o] Ytk 5 A HolHuto| Y S T3l /|8 1] Do 5FFEESA
& ARl 29 FEE FEAI7] S8 A A i ANzE T Adte BAE AR EAAE A58 88 AF ool
2] 2 A %] 2 = (measures of success)2] 47}4] —f— oA of' Al T3 uo] FAH HIE st A FA 7| Eo ZA
9 AFE] APHYUEA 7€ Yot T8 AvAYY o BYE Aeds EAE 7 Asdad T 1A 9A 7t
Hoighe 18T o, o] & FeSHA ﬁgﬁ]’% 7/\01 HAAA e e AAES Adsts Al 28 (caller identification tech-
oA gk, A 2 Ao] A 2] Ao A F-E3I T HAHE T nology) & G &= F87| Bl A E 7 Folth

Al 9152 g sk obg o Azl

4321 A% =d

ol F§FES ofd A E FlA F5F AATW
A HR o =UE ATMS 8 58 ARl 2, &3
o By FF v, S CMA(Cash Management Account)
TEAAT T UL S S AL ZEZLE YA
Aeta, ofd 1A o= AER A A7 oA
Aot 2F HIFEIANES 58 H"ﬂ’H(Fmanmal super-
market) = A &3t A9 BE - AHl27t 7Hed Aol

ot F87]1%2] CRM(Customer Relationship Management)-A]
= 3A Y AQU &S vt o2 doJErte]d 52 T 14
o &9 FQ AMH|AE Bofstal E-\}ﬁol AZ A%E A
Aot Qled do g% A& A7t AgE FA . At
AAA A ok 943 AA T = §V\}7} AR AR~
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AYAgAH Y&t dud 563 A7 W EEUT
TAE 54 A A Feo|v A AT S HR o R AP
& 3le 783 999 Lo AFE At o]
A Zrol| A oHAY F-8-% F(financial derivatives)o] A A9} &8-S
A B a7 gt

4331 ASAY e dF AA G &

A FEFEL 7 ghEo) 7l 5o

< u k(A Fol
Risk-Neutral Valuation °ﬂ 3 A
e AHESt AE S S

1A ZE Hull2009) %2,
< Shreve(2004)°] 71249 F8
AR, 2o A 2 =
71Eo] B st F7AA B/ F(Equity Linked Securltles
ELS)OI EA ) JAFEAT = dr}o|t} o] 3l s vq.xg/ﬂ-if
< FAARY AP A oEH"ﬂ we} ofF £ 4FEol 2 F

A, A S = %%ﬂdﬂr"]

ne AAG dEE F X]FQO]]H Huf 3k 7] v ol A €
A M@ Aol7h SESHA HIH7] AT E3 AN
FY A S5y A ABH AF ¥

g aygs B e dEY A9 S S 22
W IATE NEH R AT ol @ A 27 A5 A
2+4 3} B 28 <Table 1>3 21, v]g) 2] B&-2 <Table 2>

uhalo] S8 EAA S Thokst 1 9] HEHe
£F7E FENIE o & A 9 A
of W2 wEy AT EAFELS) A ayol H F
7Feta Ytk EAlY AR AR 2 BEE 4EY STt

ol 583 A7 o) B &8sk AEY vt T o
E F71e 7bs Aol Atk A4 e AN Fol AY fle
BFAAE A F8FFY F&HeE A8 wHAFH
a AAE ] BRF 4FY S 1eetd i g3 (mass
customized) 5§ A H| 20l B Q3 A4t FA) A 0= 3
A5 7] & dgoltt. o] 2 FFol A 71 AZHlA A F
O 2 FEAH

ol ol BT 43 34 -
2K A= B oA E 3 5 9)

4333 55 =LY 49
KAISTOl A @A) A7 uo] 28 Z2 s Fg4F 2] AA
2289 9% 9 7k ETES 7hEE) AsfEd oS3 2t

& CAD A|2Hl(feature-based financial CAD
7]%91 Y FFAATE A Qe H o] 2~ & )
}HTQ] FEE A AATR 2, Al
£ 719 28 3(feature-based modeling)
07 AFEAARE ANRORE AZget
o “74] &5 FFL AALFE HE £2ole A7)
o

o EFAME ZHIIER AEdolH  dF 2FY 37
ol A o e = tFe] pFES 150 E A
3 AN2'A IS Bl EEER Y i%*é
Sstete] AFE A 28 o e F4 v &
LA Ao 7k

o JYFE & ’\]%fﬂ] °oJf :

%@% HEe g 8ol B4

Table 1. The engineering environment contrasted between Korean financial service sector and the initial development stage of

automotive industry

279 A5 49

A | NeAEY A FEFAAE A

B | 22y HEH BE Y 2YAY

el | ARUE ol AAH BEel £t a4 @9 | 4EER 4 22ade A8
BASE | A3 A, Fe5oEs

Table 2. The future development of financial engineering deduced from the current state of the automotive engineering

@A AER 2

vlee] @3 S A 2 A

AA= 32 CADA|2Hl, W& CAEAI2H Feature-based Financial CADA| €l
Ay Ak g SRS IE gENE
g N2"Fa7|HEe] TFHoE AHEH AN2dlA Hzog g83ld T8 ALE
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FHAA Y E] T FAEF ARA ZA8= B ST 72 o] Folzl B AFES Aul 2 Al 29
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