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A Study on Quality Improvement of Website Services
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Abstract

Purpose: This research aims at quality improvement of website services on the internet.

Methods: SERVQUAL is redefined for web environments as sixteen statements in five dimensions to identify
user requirements for websites and measure their importance ratings. Quality Function Deployment (QFD)
is used to integrate user requirements into service development for websites so that management and design
guidelines can be obtained for user—oriented websites. Fuzzy set theory is introduced to resolve the ambiguity
and subjectivity of user requirements in the House of Quality (HOQ).

Results: The priorities of design characteristics are extracted from the Fuzzy QFD for University websites.
Conclusion: It is expected to provide quality services in less time with less effort, if the results of the Fuzzy

QFD are used to provide services in a strategic way under limited resources.
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2.1 £47]%5747] (Quality Function Deployment)

QFD= 19729 m|ZH|A] T3 o] ] 2 oA Aol ds AlRsh A5 e o] AR&E Zlojth. A A
oA Mol AL AAG AR A 235 Sl elsty] Hete] AHERE S3E FEle] w37 QFDY
A z7} 59t} (Cho et al. 2012). QFDOIAE a719] QA (Customer Attributes; CA)S #1E<] A7 A4
(Engineering Characteristics; EC) 2.2 W35y, 71 AAE HE B, 34 A8, A AZoz27x] #ap490=
A vrro =M 7ol g gAlgle]l HF AlFol S48 TAEES itk

QFDoI A= <Figure 1>¥} 22 F4<] H(House of Quality; HOQ)ol2hal Ee]i= 543 Jeo =¥/} A5
t} (Cho et al. 2012). HOQE E3}e] CAZ} ECE 3ty = FAS A4 oz g8 4 9Jon, HOQ+= <Figure
D3 22 10709] 88 AR o] ok 2y, I &8 S ugt 10719] 748
o] &3}7| = g}

®
EC-EC
Correlation

(5 Engineering Characteristics(EC)

Customer | Importance A
Attributes to CA - e Competitive| CA Related
(CA) Customers Y Evaluation | Information
o Relationship ) ~
@ @ @

® Importance weighting

(9 Technical Evaluation

10 Target Values

Figure 1. The House of Quality
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HOQ 243l oA Al ©Al= 17219 A (Voice of the Customer; VOO &&= 117 87-AFKCA)
& EE3HE Zolth CA 4% dste] ApEug, ARrAt Fo o] /4 WiHol AgHH, £EH CAE 17o]
AHEalE dol2 @ H7] wiiel] A H el Bad 457 Wk (Cho et al. 2012). CAS AT Foll= CAZY
AHe FREE AYeta, BRF A9 CAY WEE 2AE B3 AL 2 e AAA vl FE vhgo.
2 N334 Bke A9,

E}% ﬁ]i% ECE 1:%5}_]:]_ ECE Zﬂ%o]b} /\13]/\2 _',]-5]. M;ﬂ 1l Vuﬂ—x% Ex—] og x%o{l: o}L]- o]/\l-,] CAoﬂ
&S w7/ Bt} ECE CASF g AFgHor =4 spsdokslal AlFo|) Mu|AS o] &3l 1e] 9140
ARH R GF& &  glofok 3tk EC F5o] AAe ol ECHHe] F3dA L 2Alsteiof @), o)= CAE
TEHEA : 44 dFe € 7 W) "otk

717 9181 54 ECE WASIS 49 OE ECol 344 2o
ol

3
22 aFAR} 7144 Bazs)
S

o2 CASH ECRHe d2aE votehs @7 Zasi.
o g ArE 7lau AR BRI of Wl B3 CASHEC| Aol 4EEXE Hidshs 713 % Aledt
th o CA-ECRe] aA(@)7F 3 =™ 21 A3tel CA TR 5E(Q)5 vhge= ECY| T4 tgt 75215 ALt

@)@}, v ez Aatet B AgARte] ECE 71edA4Y F7ke sk, 14 a7 A S AU A
F A& EC BiaFEs A4tk

QFDE ol &Fo=2M AF B Al ds)h dag 2 FEol =
Al gt g5 ow, uAe e ARS VRO R 3 AlE B AH2 S FE 1A TEEE
 SAtk o] Il aAjo] mlA] Q1AI8A] Kk BolA| o= a7tk Fobd Sl F, QFDE A&z A

He 5ae oy 7/IHE 29k 4 ) (Cho et al. 2012).
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JM A o] 82 7o FHA wdk #EE N R5As Sk W ECIth Zadeh (1965)% HA]
g o] &S A& A|9+s+ AL, Bellman and Zadeh (1970)% HA| g0l A 9] A AAH 2L HAsdic), HA|
2age #8 Arot FAgela FHE 499 A AAE BAE g g 239 Beltt (Cho et

o
al. 2012). ¥#| g o] &L dHolal |4l JAEA S Asketr] A 787 Etolrh & AgelM =

BRSO TS R4S $ABS ur BadoR Bds] 99 94 A8e mae
2.2.2 WA |29 Hg
A4 3 re) A% Xofl disl HA A A = (o, py (@) zEX, py(z) € [0,1] }E B T W, py(2) &

A e [0,1] sl Abele] he TRITE py(x) #ho] ARG, 9 x7b A Al Sohs Hir) ssopiinh
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0 , 7l

A T (2) = 2 (D2 Aoe) £ Ao AE Ante] 9lo]d 3d 247k 0.0914] 1.0 Alo]9] vk
ol el WS Yeh) flste] 417 HA] exlZ 29} (Cho et al. 2012). 47 WA 241 (a.b,c) Al B L

00<a<b=<c<1.0=2 ARSI b 2 3T AAF A9 7HF 7Fs Aol w2 F4]0]1L, a
o= Z7F gofo ofufghg nwkday] S8 AMEEE shekat At gholth

Table 1. Triangular Fuzzy Numbers

Linguistic Terms Very Low Low Moderate High Very High

Fuzzy number | 700 02) | 0.0,02 04) | 0.3 05 07 | 06, 08 1.0) | (0.8 1.0, 1.0)

(a,b,e)
B Ao A AREEE o] A T gt 7)E Zke <Table 1>3 Zow, W4 4= 4 (1) o] &slo] At
o Qdth TeEY HEE S ge o

o4 @9 ot <Table 1>3} 4 (2)F o]&sto] A3 & = St}
(Cho et al. 2012). 2(2)9] © « "& 2Zeke} A =29 woli, ‘@’ & HA ALY otk 4= 54 C
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2.3 SERVQUAL
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Al FAL BE, ofsr, 1 W= ) og WA T3 A¥E7] wjitel] w9 T ATt FAlY
(Buttle 1996). 2]t AMu]2= F4E S48k 2 g4 ¥ LAlo|th SERVQUALS AH|2= 54
Qsle] gl AbgE o] 2 M =0t} (Sahney et al. 2004). SERVQUAL ofeo] tiAl7tA] gl o =z
(Buttle 1996):

< B S A A, <1, Aue] 9%

- AA: oz AvlxE Asteln Wenehl FY8E 5

« WRA: V7o) A&ek AH|AE AFgEtal 1S E9EE A4

« B A5 (43} o d B Ao} NS Fi= e

« B A AASlel g wAle e

SERVQUAL= Au] 2~ 3ol Tk aize] 7]efe} Q145 S4sh7] fleted 5714 akele] 227 A o2 o]
2o]71 91t} (Buttle 1996; Zisis et al. 2009). 1] 7HoA] T4 71714 o] A EalEo] 7+ 24S ZA517] 9]3he] AL
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54 gAlo] 489 v, SERVQUALS 1173e] 7|chAle] 275l 4 =olekst gt} (Paryani et al. 2010).
Parasuraman et al. (1988)& 574 Au22 ooz A77} A8 v 7]%& $4sk= Aol nhggatcha Aok

atar

3. Al 97

<Figure 2>& ¥ =% Al-&H SERVQUAL, ¥ #]0]&, QFD7} oj@ 7| f7]2 o2 A4As
ER7] 3k A BEE AlASE WA SERVQUALS 13H el 3HAl Al olste] dE 23
& AAg AR Aol A A A A BAEHE AT TS B a9
S 4438} SERVQUALS 7|Wre g &+ 4 FHOoE AR} QALERS.
AES Bl FHlo]A] A2 Al £A4S EE8aL of& AMEA SN 9 4] A

k. UW”‘O o014 Au& Fd WA mES flske] F29] HE FEI

B

22
ox, >
(s
)
worlr
N
e
i

BN
>

b o
o U
oo
i, e
5%
SN
o i
o

_{
oﬁ

N
-
lo

Hn
M
o
rlo
ﬂ

o
o
il
et [
oo
it

lo
hines

> _1]3:
A
18
1o
H1
o
)
jf_),
>
i)
é'é
il
N
E
r>~f
)
ol
o
N
it
ol
o
Ko
-z
> o
=
°
El
1o
o
oX,
=
1o
=
il
rx
g
ol
;:.Lla
¥ O
fo md
[ = r

ﬂmﬁ

S
—_
w

Fol ) CAE thekat EololA] Au|2s] ALg A S 7ANGo] Hek. A SERVQUALS 48739 so] A4
@ 5714 219l 1670 £Fo2 5] ek T4 DA HEE TE 42e] Bl W

W FA) A7 AFolok & 40 FAE'E GHES ek aelm ATEATNH WS
A



Park et al : A Study on Quality Improvement of Website Services 565

Engineering
Characteristics
Building
! | Hoa
SERVQUAL The Fuzzy Customer
Modification || SU™V® [l Theory || Atiributes

Figure 2. Research Model

SRR ABE P 57.52%, 14 42.48%F Aol Bl ePdurt w0 ek ARERE 2043
314744 S50, 20458 264744 A Mgl BT IFN 2047 17.65% 1 Bekar, 244
15.03%, 214 14.38%, 2541 13.07% o= = YEFstth <Table 2>+ At 94 JIF-AIsH] EAS &
oFstict.

Table 2. Demographic Characteristics of Respondents

# of Samples Ratio
(persons) (%)
Male 88 57.52
Gender Female 65 42.48
Total 153 100
20 27 17.65
21 22 14.38
22 14 9.15
23 14 9.15
24 23 15.03
25 20 13.07
Age 26 17 11.11
27 9 5.88
28 2 1.31
29 4 2.62

30
31 1 0.65
Total 153 100

4. 97+ 2

4.1, A 8 AR

A e ek Fold Aol AR LTS BEe3 T FREE S48 91stel SERVQUALS
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A8 WA Agelste] Aarh ol HOQAN AAnsl Q924 Bk £ ATo4E SERVQUAL
el AE £, Z AR PAE B A8 AE Fastel <Table 3>} 2ol 57H A1) 1674 B

o7 EF89Y (Parasuraman et al. 1988; Kim 2001; Jung et al. 2004; Lee 2009).

Table 3. User Requirements

# Dimension Item

1 The overall design of web sites is neat and visually appealing.

2 . It is easy to navigate from page to page on the web.
s Tangibles - : :

3 It is easy to search for information.

4 Page loading is fast.

5 . Web masters immediately respond to requests or questions.
el ReSponsiveness e .

6 Web masters are willing to solve users' problems.

7 Reliable information is provided.

8 o Notice and information are provided at the right time.
s Reliability - - - - -

9 It is convenient to use images, videos, and graphics.

10 The latest valuable contents are provided.

11 Personal information and privacy are protected.
s Assurance -

12 Web masters are knowledgable and professional enough.

13 Customized information is provided.

14 Users receive individual attention.

s Empathy —

15 Communications are smoothly enabled between users and web masters or between users.

16 Additional services are provided for pleasure.

AL PAolE TR A2, Golg v Aol 4, AR B Al SAsks Lo Yol 49
AWA) HAele] A AZHA o= 2 Wds o} Yok Yol Al HolA7t ol Fol Folstel, “Was Au 4

slo] et Yool o] ZE(H F2) Surt arkEoR TR k. Yol o] o]zt o] Fo] gol
Sfh A7 o 1wyl % AGE i, 32 59 Bl £ES W] AF Aol Y delxe] mE(sh
Fe) S vl 328 B9 @ PololAelA ke Welol R AR A ALE ekl Azge) 4

s A Aol L BAAE A9 A b 5

SAstel $42 B HAHHE Sobnelt Relnh
NEAE o AT JHn AW FASKEA, F Aulze] FHY by vl 5 RS
BAs] et Aol N 4 g Juge] AFER ABH ez A9 AL wedstn glom, A
M R E A W v 20 AR da 9 hesl AL S A Aolw, BANG pe
ARk A A ArFE AR AV ARk ATHEA AR AT AR AR Bohus] AT FRolk
SAHS NQT A% AN DA OR Aus AT o] AFelt JUoRRY AFRe AR
vebdch, holel JBE BEsha SeholuAzk B AAARIcka AZRIT E Bek AlEe] ehad e Falold A

gateAg S487] g gelrh
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Table 4. Importance to Users

SEE ATE F8l 74 IAE HEE 9

F3fe) 243

Sk, AHgA 87}

85
AEE e XJH# | Al AN ARE BEshal za} THA7F 2 ARG AL AZEET) B A
LE }8.319, 8.230, 8.188% L}E}
AREARE ThE R Aol Sl Ak

201 = 3
=2 SHE A

o] &= AHE: x} AN 272 ol a5t s}
Z 8 Sy o)A AH|AE o]

User Requirements Importance

The overall design of web sites is neat and visually appealing. 7.638

It is easy to navigate from page to page on the web. 7.959

It is easy to search for information. 7.905

Page loading is fast. 7.841

Web masters immediately respond to requests or questions. 7.955

Web masters are willing to solve users' problems. 7.987
Reliable information is provided. 8.319
Notice and information are provided at the right time. 8.188

It is convenient to use images, videos, and graphics. 7.102

The latest valuable contents are provided. 7.816
Personal information and privacy are protected. 8.230

Web masters are knowledgable and professional enough. 7.955
Customized information is provided. 7.295

Users receive individual attention. 6.983
Communications are smoothly enabled between users and web masters or between users. 7.393
Additional services are provided for pleasure. 5.204

4.2 FVo|A Mu|x HA £4

HOQSl &5-Q1 Al AA EAECS & AolA FulolA] Au|z AA &4dolekal & 4= qUrh Fdo]A] AjH]

2 A7) S48 Skl R AN o] ARAke Ak JIER-E Fote] EEelth tigtal Flo|A & AAIE
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w) AREA SFARES WE] 1S EolA) o § Aol Wol AHgaH: Ml IS FHoE BT @ Ba
7 ik, webA E3ol Al AR $4E AT ANz B FHow AL, 715 EE Bl u
), (A28, HA, A, AFA, A& o2 FATh <Table 5>+ F30]A] o] &0 wp& Au|2 A
A &g oltt.
Table 5. Service Design Characteristics for Web Sites
Service Design Characteristics
Security (D Protection of personal information
(Web) @ Data encryption
Performance @ Response time to users' requests
(System) @ Capacities supporting concurrent users
(® Compliance with web accessibility
Accessibility ® Intuitive Ul (User Interface)
@ Compliance with Web standards
General-purpose design for users’ convenience
Convenience @ Convenient and accurate search
Access to various and easy—to—understand information
@ Trouble—free services
Dependability @@ Accuracy of information
@ Access to the latest information
Agility to handle failure
Agility @ Agility to respond to questions
@ Agility to respond to suggestions on web sites
Hel Au|zoA dolHE duslsls 3 &5 HolEHE ALY A& A AR B 9 S A
of dasgk £A0 7 =5 dlofgld gt dosh Aw/Eete]AELTS] F4l % ii‘r, tlolefu]o] 2~ $+5st Fo] Ut
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@ Very strong relationship

(O Strong relationship

A\ Weak relationship

Agility to respond to suggestions on web sites

=
e
= Agility to respond to questions
<
Agility to handle failure
2 | Access to the latest information
.m
i) Accuracy of information
5
a Trouble-free services
9 Access to various and easy-to—understand information
8
5 Convenient and accurate search
O General-purpose design for users' convenience
> Compliance with Web standards
M
2 | Intuitive Ul (User Interface)
< Compliance with web accessibility
m 9 Capacities supporting concurrent users
L B
5 ¥ :
A '| Response time to users' requests
.m, Data encryption
5
C . . .
R Protection of personal information

Figure 3. Correlation Matrix



Park et al : A Study on Quality Improvement of Website Services 571

. Perform . - .
Security Accessibility | Convenience | Dependability Agility
-ance
) 5
(ES CA E EC: EC| EC: EC| EC; ECi{ EC| EC: ECi; EC: ECi EC: EC: EC: EC: EC
a §®®®@®@®®®®®@®
3 8
CA
7.6 VAN VAN VAN
D O
CA
g:,] 8.0 A O A A
@
x, i
o
5 8.0 @ O ~ri A O o O
) ©)
CA
@ 7.8 AN @ Ol A O A|O
| CA
§§ ® 8.0 O @) A
® o |ca
o 5 8.0 ® ~ A O
@. ®
A 8.3 A
o .
=~ CA
e 8.2
g ® O
. CA
= 7.1 e O © O
< ©)
CA
7.8 O O o O
©
> CA
@ 8.2
E @ o 0
o] CA
8 8.0 ® O ® O
o @
C
A 7.3 AN VAN VANRIIVAN O
®
CA
5 7.0 A Al O O Olar @ &
E @
= CA
g 5 7.4 A A o O
CA 50
® .

Figure 4. Relationship Matrix

>~
%
2L
fo
£
o
of
>
i
i)
¥
32
rlr
o
e
it
o,
2
ol
i,
AU
rlr
oxl
Lo
ot

R0 Aleat v A= A7 A7)l Al



572 J Korean Soc Qual Manag Vol. 40, No. 4: 559-576, December 2012

A0, 1223 A W8-S Holok ek ol A S0} Anel AT, HAARe) AT 3 el Ak

A AR B2 Aol EoAE AL IS 28 olslaleln e Rl 3B §
HolA] ool 1ol ofe] A 45
3, oA Al tidt A A&
o] tixpel’ 3} ‘therst AR o] AT 2L o]
‘o] o) ik A7 A& o
S wolx s A3 Wiokaiths o)A

<Figure 5> Fdlo]#] &
2 e el 3 de
A AR 2 7AKE Y
ek AL 2 ANk 7
4> Lehet ARSALE 87 A
g3

FH oA Al A £49] Takeel mt S-S xga]aﬁiuﬂ ‘AQakak Juo] AT ZQ% gro] 400.794
2 e b ek, e R A Auel A Eelghel tig Al 454, Fsjo)x] Ag) g A2
A&7 ghol 717} 387.924, 366.342, 240.863% & w8 x]—x]o}oil:]- wh o) 2] AE] A4 EA] AR
;‘}"” Wat el 5 49l AR BE'e] FRWwh 27 38.899, 47.238, 74.0700.2 v ZAHA

A AR AT AFEA QAL P e S 7bA AA Lol e AR AT Hla

s 2 Fermrh vty AR S Hadh Ju HAo] Agsity ANEHT ¢ gl AREC] Algdd
AVatal 28 AR ot AAlo) AlFAch AEH 7

H ) [e]

4. = AR AEE 4
ol e T AR HEA S 7} A= Ae & 0tk 2 SN =
O A

| ARbe ol ¥ o' AREARe] gl w4

% RS A Y, A AR E A EE T4 3 A A
H
=

M
N
N

rlo

o

Bl
n

K

rlr

12

o
>,

)

:ﬁ

ad

N

N

¢
i

%

2L
ol 1o
r-?L r_{u
o> 1o
o2
i

i

il

olo
o
2 o
VNN

Yebdt). <Figure 4>2] A Aol u}p
34, oFg = 14 Fofsiiinh o]
)b Fe A A FHo]A] AR AA A A7) Fak HeR
25 A83k <Table 4>2] Azolt}, ¥HA, <Figure
= AE7Ee W7t AdE EFete] AR AL

=
[>
(A
X
4b
oX
1o
ofy
ko
k1
[
r>f
>y
o
rir
o
oxl
o

©
o
o
-
Q
p‘h
M
ofy
=
oXl,
foo
lo,
o=
r
R
N
rir

oot I
1o

e ol)

of\ o

fo |

S

rir oy

o N

Rl

=y

[

8

<

o

={
o
>
>
=
[
i
L
Ip
oX.
)
lo
=)
)

¢

2 ANEE HA0] AL WS 9om, M e S
Aol ek sl shilol A sk ARl s e 5714 AHA LA} 2 A BAE e,
M e T8 HEE G HA

4.3.3 Euo|A Aula 1A 4 agl
<Figure 5> HFH o Fo]x| Au|2 A7 £49] Fams} & veRdT), Esflolx] Aul A
%4 FolX g guel ANTL 4 F2@ Aoz e, olo] ‘Hgne] AF, Eewud vk Az

NS EIA Aol Tig A A4, Mg Helde neld WEHe U Go ek,
Geh Eolold] o g5 lUE FFA717] AE ASAH R AN Jusk A Y Aolofol
S, B4 A4 AN guol= 6H°k B} o] A A SAE A5 Bl AR AFeh S5
oh hgoz gel ghlol njg A A%A, Fo)A Al v A2 A3 2ol A4S Jehle
Rol 057} 52 o2 et 0o RE A4S tehlis A ) 3% X194 BABE neld W8
Q1 TRl ) B W A, T Ane) AT % ole) Sole]l T w95 A,
A AR AR aAge] T4 8 FLE, FdolA Al A7 &4, A S47 A, A8
ARG A7 She] WA, FololA Aulz A £49) FAES $HENE BF wow FA] o] 9y
F et B0l A uele] Abgahs 2219

9 5k AR AWE FAY A PE Wee AT o
4% AbgAHheavy users)7k A7) E3lo] ] ALgsYEle] 1 214 1}
oz P ARANY ARAste] £ AHRE Fool wEAoR S4d Aot

P
2
z
ofl
ot
i)
i
(]
N
T
T,
J
)
‘O,
o
il
[
Y
X
=
rsi
=)



Park et al : A Study on Quality Improvement of Website Services 573

. Perform— . . -
Security Accessibility Convenience Dependability Agility
ance
g
CA S EC | EC | EC { EC | EC{ EC i EC | EC | EC | EC | EC { EC { EC { EC : EC | EC
g 9|0 ® |66 © @ OO |0 ® 6 O o ®
]
CA
6
@ 7 1 9 3 9 1 1
CA
8
@ 0 1 9 3 9 3 1 1
CA
8.
® 0 9 3 1 1 3 9 9 9
CA
7.8
@ 1 9 3 1 3 1 3
CA
8.
® 0 3 3 1 9 9
CA
8.
® 0 9 1 1 3 9 9
CA
o 8.3 1 3 9 9
CA
8.2 9 3 9 9
CA
© 7.1 9 3 9 3
CA
.8
® 7 3 3 9 9
CA
8.2
@ 9 9
CA
8.
@ 0 9 3 9 3
CA
3
® 7 1 1 3 1 1 3
CA
7.0
@ 1 1 3 3 3 1 9 1
CA
7.4
® 1 1 3 3 9 9
CA
® 5.2 3
Importance
74 82 142 | 47 117 : 193 | 164 | 207 | 192 | 176 97 1401 : 388 | 39 | 366 | 241
Weighting
Rankings 14 13 10 15 11 6 9 5 7 8 12 1 2 16 3 4

Figure 5. Priorities of Service Design Characteristics

5. ??. %
% s Hops W, B g el A B3t 3 e ExolA] Pl 7bE 4G g
Folt}. & AT vfeka FAo)AE diFow FlolA Auls EA MGt 5L BHow %
3 FREE 5457] Slste], SERVQUALS 98176l w5o] A4 eld 5714 #41e)
ST}, ALg AL @ AFE F3oA) Anls A S0 Agele] LAXGAS ot



574 J Korean Soc Qual Manag Vol. 40, No. 4: 559-576, December 2012

F QES 37] 9814 QED} AHEEGIEh 8, HOQ 75 SHol A
F2 433 sAoksh] Astol WA0lES =S

a@ﬂ iﬁﬂow A}%x} 27 AP i FLEE SH3te] Fuzzy 012 483 B Ak, ofe] 7 AHEA

17 Aol A FHL

4
>~
=
i O{N d
2
>
l-
ﬂ
ox,
N
>
o,
1o
ri
t
et
¥
%o,
rir
oxl
.
il
o
Y
oy
)
=
ofl
N
>~
>,
o
=|
e
o
ox

st EH|o]A] AH| A MELE o]7] YA Eio|A| 7} Al Bk ARIF Adeln], HAe] )RS vkl
CAEE S 9lE ARE Aoz FHo]#] o] &l "Lﬂ J

= el Ehuolud Flol ] el e 2

-‘1‘>
ﬂllﬂl Ur‘
oft
O
>,
)
>
op
2
o
olo
b
£ o
N
>
~
tjo

U

2o eRe oek FolA) Auz A

JP
ox
Lo
i
&
)
2
0
z
).
:L
i

o2k 2 : 3
T8E A ool wit dest 35S S8 A 1 H** 3 Wi, et Fer2 A2 A mEosE ¢
o wAolA Auls FEE AT e ﬁolﬁ‘r.

= Aol M ekl FHlo| A AFEAF 8 ARE whE o HEFAQl o) Fujo]A] Aul s A SAE AA

REFERENCES

Asia Business News. 2012. “By Restructuring Their Web Sites, Major Companies Catch Two Rabbits: PR and
Social Contribution.” Accessed October 7, 2012. http://www.asiae.co.kr/news/view.htm?idxno=201209271325
0868981.

Bandemer, H., and Gottwald, S. 1995. “Fuzzy sets, Fuzzy Logic Fuzzy Methods with Applications.” John Wiley & Sons.

Bellman, R. E., and Zadeh, L. A. 1970. “Decision making in a fuzzy environment.” Management Science 17(4):141-24.

Bojadziev, G., and Bojadziev, M. 1995. “Fuzzy sets, Fuzzy logic, Applications.” World Scientific Publishing Co.

Buttle, F. 1996. “SERVQUAL: review, critique, research agenda.” European Journal of Marketing 30(1):8-25.

Chan, L., and Wu, M. 2002. “Quality function deployment: A literature review.” European Journal of Operational
Research 143(3):463-35.

Chan, L. K., Kao, H. P., Ng, A., and Wu, M. L. 1999. “Rating the importance of customer needs in quality function
deployment by fuzzy and entropy methods.” International Journal of Production Research 37(11):2499-20.
Cho, Chul-Ho. 2010. “The Effect of Web Service Quality on User Satisfaction, Reuse Intent and Word of mouth:
Moderating Effect of Trust and Commitment in Small and Medium Size Hospital Homepage.” Journal of The

Korean Academic Association of Business Administration 23(3):1481-20.

Cho, Ik Cheon, Cheon, Kyung Chai, Heo, Woo, and Kwak, Choonjong. 2012. “New Product Development for DSLR
Camera applying Quality Function Deployment and Fuzzy Theory.” Journal of Korean Production & Operation
Management Society 23(1):43-27.

Donga-Ilbo. 2011. “Building Mobile Web sites easily by Using the Priere Web Solution.” Accessed September 9,
2011. http://news.donga.com/3/all/20110909/40210959/2.



Park et al : A Study on Quality Improvement of Website Services 575

Erginel, N. 2010. “Construction of a fuzzy QFD failure matrix using a fuzzy multiple- objective decision model.”
Journal of Engineering Design 21(6):677-16.

Etnews. 2012. “The Most Active in Constructing Mobile Web sites are Hospitals.” Accessed March 13, 2012.
http://www.etnews.com/news/computing/solution/2568859_1476.html.

Garibay, C., Gutiérrez, H., and Figueroa, A. 2010. “Evaluation of a Digital Library by Means of Quality Function
Deployment (QFD) and the Kano Model.” The Journal of Academic Librarianship 36(2):125-8.

Guardiola-Wanden-Berghe, R., Gil-Perez, J. D., Sanz-Valero, J., and Wanden-Berghe, C. 2011. “Evaluating the
quality of websites relating to diet and eating disorders.” Health Information and Libraries Journal 28(4):294-8.

Hwang, In A, Yang, Maeng Ho, Go, Yeong Cheol, and Lee, Hae Cho. 2005. “Homepage Integration Strategy and
Implementation of Public Institutions.” The Fall Conference for the Korea Technology Innovation Society,
October.

Jung, Sang-Chul, Yoo, Hae-Rim, and Kim, Myeong-Suk. 2004. “A Study on the Measurement and Improvement
of Service Quality using QFD in the Internet Shoppingmall.” Journal of Information Technology Applications &
Management 11(4):181-28.

Kahraman, C., Ertay, T., and Biiyiikozkan, G. 2006. “A fuzzy optimization model for QFD planning process using
analytic network approach.” European Journal of Operational Research 171(2):390-22.

Khoo, L. P., and Ho, N. C. 1996. “Framework of a fuzzy quality function deployment system.” International
Journal of Production Research 34(2):299-13.

Kim, Deog-ho. 2001. “A Study on Contentment of Internet Web System.” Cheju National University.

Korea Internet & Security Agency. 2011. “Survey on the Internet Usage.” http://isis.kisa.or.kr/board/in—
dex.jsp?pageld=040100&bbsld=7&itemld=783&pagelndex=1.

Korea Internet & Security Agency. 2012. “Survey on the Smartphone Usage in the first half of 2012.”
http://isis.kisa.or.kr/board/index.jsp?pageld=040100&bbsld=7&itemld=787 &pagelndex=1.

Kuo, H-M., and Chen, C-W. 2011. “Application of quality function deployment to improve the quality of internet
shopping website interface design.” International Journal of Innovative Computing, Information and Control
7(1):253-16.

Lee, Sejung. 2009. “A Study on the Measurement of Theater Service Quality Using Quality Function Deployment.”
University of Sungkyunkwan.

Parasuraman, A., Zeithaml, V., and Berry, L. L. 1988. “SERVQUAL: A multiple-item scale for measuring consum-
er perceptions of service quality.” Journal of Retailing 64(1):12-29.

Paryani, K., Masoudi, A., and Cudney, E. A. 2010. “QFD Application in the Hospitality Industry: A Hotel Case
Study.” Quality Management Journal 17(1):7-22.

Sahney, S., Banwet, D. K., and Karunes, S. 2004. “A SERVQUAL and QFD approach to total quality education:
A student perspective.” International Journal of Productivity and Performance Management 53(2):143-24.
Yoon, Young Mi, and Kim, Sik. 2005. “Customer-Centric Tourism Web Site Design By Quality Function

Deployment.” Journal of Korean Aviation Management Society 3(1):103-27.

Zadeh, L. 1965. “Fuzzy sets.” Information and Control 8(3):338-16.

Zhou, C. X., and Barnes, S. J. 2008. “Web site quality in the UK airline industry: A longitudinal examination.”
Journal of Computer Information Systems 49(2):50-8.

Zisis, P., Garefalakis, A., and Sariannidis, N. 2009. “The Application of Performance Measurement in the Service
Quality Concept: The Case of a Greek Service Organisation.” Journal of Money Investment and Banking 9:21-27.







<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




