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SUMMARY

1. Title

A study on the improvement of ARS (automatic response system) service

2. Objective and Importance of Research

The ARS (Automatic Response System, hereby ARS) is a service system that
provides information requested by the user through voice by accessing the system
using a phone. The system has been established so that the user can self—find
necessary information through guide contents, replacing the current method where
operators handled overall matters.

Public institutions and private companies are operating the system in order to
effectively handle customer—related work, the ARS system has been technology
oriented and established by focusing on reducing costs, instead of being run and
centered on various users. Therefore, many users have been continuously raising
complaints because of inconvenient formation, burdens of usage fees, delay in
connecting with operators, along with many other problems.

Therefore, the Korea Communications Commission has prepared a ‘guideline for
improving operation of ARS service’ in November of 2009, and advised ARS
operators to self—regulate such standards.

In order to improve the effectiveness of the guideline, the compliance rate of
guidelines will be examined-assessed while making outstanding examples public in
order to induce self—improvement of ARS operators. In addition, introduction of

ARS service autonomic authentication system which grants incentives to
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organizations that abide by and operate according to the ARS guidelines will

contribute in creating an user—based environment.

3. Contents and Scope of the Research

This study is composed of ARS service concept and application state,
examination and analysis of technology trend, and ARS service improvement
measures based on ‘ARS service user satisfaction research’, ‘ARS service guideline

implementation condition examination-assessment’ targeting ARS service users.

4. Research Results

A. ARS Application and Service Trend

ARS (Automatic Response System, hereby ARS) saves all kinds of information
in the format of voice so when users access the system through phone it provides
ways to search for necessary information. ARS can be defined as a system that
enables necessary information to be translated to voice.

ARS that is utilized domestically is commonly known as IVR(Interactive Voice
Response) abroad and currently it serves as a significant communication tool that
handles diverse usage from inquiry application, card losses, tax payment, public
opinion poll to traffic report. Also, through ARS, users press touch tone keys
which are then selectively allows appropriate responses

In addition, adequate responses can be provided in forms of voice, fax,
call—back service, e—mail, and other medium by selectively receiving the button
pressed on the touch tone key by the user through ARS.

Recently, the rapid growth of internet phone and the supply of IPTV have

brought improvement to the domestic communication and residential environment.
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Development of IT technology has begotten a new system called IVVR(Interactive
Voice and Video Response) which converges audios and videos. The IVVR system
adds protocol videos as one of its new features to the existing voice—based
services and therefore provides solutions to problems that existed formerly.
Especially, the IVVR service is expected to be utilized expansively as uses of
smart phones and tablet PC supplies are increased, which means services such as
tele—banking services provided by banks, directory assistance and location
inquiries will be provided conveniently through screen. Services that were once
provided only through voice will now be offered through both voice and image
which will then create efficient screen—based services. Measures are being taken

in order to establish a base for the deaf people to use such services.

B. Investigation of the User Satisfaction of ARS Service

Investigation of user satisfaction of ARS service, which has been implemented
for a week, surveys 731 male and females who have used the ARS system within
the recent three months from ages 15 and above who live in areas such as
Seoul/capital area, as well as metropolitan cities, small and medium—sized cities,
farming and fishing villages in Chungcheong region, Yeongnam region, and Honam
region.

The content of the survey examines the overall experience of using the ARS
service, the satisfaction of the recently used service(the construction of the menu,
the waiting time, and the quality of the counselor), and the impression of the
ARS service and areas for improvement—including simplification and standardization
of the menu, waiting time, callback service, the availability of the counselor,
charge for using, diverse ways of access, personal information and other areas for
improvement—which adds up to a total of 30 sections, including the 26
subsections.

The survey shows the that users mainly utilize the service in the fields of
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communication(27.7%) and finance (23.7%), while their business uses include
inquiries(19.2%), general consultations(17.4%), requests for A/S(12.3%). The
overall satisfaction rate of the ARS service scored 3.11 on a 5—point scale while
the highest scores included satisfaction of counselors (3.46) and the accuracy of
ARS information(3.22).

The question asking whether the recently—used ARS service has been improved
were responded asno by 35%, ‘average’ by 46.4% and ‘improved by 18.8% of
the respondents. Also, the main areas for improvement were responded in order of
availability of counselors, simplification of the process, minimization of the waiting
time. Also, 86.7% users complained of the inconvenience of managing personal
information.

In response to the future ARS users’ convenience and enhancement of rights,
73.6% of the respondents replied that ARS assessments of development is

advisable which confirms the demand for improvement.

C. Examination and Assessment of ARS Service Operation Organizations

The examination and assessment of ARS service operation organizations targets
areas that are closely related to national life in order to improve the effectiveness
of ARS guidelines. The examination and assessment, in order to secure fairness,
utilized quantitative assessment categories.

Through the ‘ARS service operation improvement conference’, composed of
academics, consumer groups, and ARS experts, along with the results of ARS
service user satisfaction research, the weighted value concerning assessment
categories and assessment index development, categories and index resulted in
deducting 5 categories and 12 specific indexes.

A telephone survey conducted by professional researchers was concurrently
implemented along with a diagnosis survey targeting a total of 305 organizations,

including 33 public sectors and 273 private companies. The system assessment
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which falls under mechanical category has been assessed twice, while ‘time taken
to connect to operator’ has been conducted 10 times, due to influence of peak
time.

Although assessment results show that there exist differences between the
weighted value and assessment categories in comparison to ‘10, overall scores
displayed that matters were improving, where the overall score for '10 was 75.5
in comparison to 80.4 of the relevant year. In particular, the private sector
displayed a 5.7 score increase in comparison to ‘10 (75.1), resulting in 80.8; this
displays an overall improvement concerning services. Among the 12 specific
indexes, ‘entering personal information for verification (98.7)°, ‘acceptance of
providing advertisement when starting ARS(98.2)", ‘feature of skipping menus
(97.6)" have been outstandingly operated in most organizations. In addition, ‘time
taken to connect to operator’, and standardized features of menu including ‘connect
to operator (0)’, ‘return(initial) to previous stage(#)’, ‘repeat(x)’ all displayed
scores above average.

In comparison to ‘10, most of the industries excluding health & welfare, and
transportation business displayed overall improvement. In particular, the score of
the finance and insurance industry increased by almost 10 points displaying the
most recognizable improvement in ARS service. In assessment categories, most of
the categories excluding ‘time taken to connect to operator and ‘acceptance of
providing advertisement when starting ARS’ displayed overall improvement. In
particular, the ‘service provided during delay of connecting to operator displayed
remarkable improvement, and categories such as ‘menu standardization’ and ‘degree
of information provision including composition diagram’ also improved in comparison

to the previous year.

D. ARS Service System Improvement Measures

Automated Response System (hereby ‘ARS’) has been introduced by public
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organizations and private companies for the purpose of effective work handling.
However, due to complex menu usage methods and burden of usage fees, the
Korea Communications Commission has arranged a ‘guideline for improving
operation of ARS service’ on November of ‘09 in order to deal with complaints
from users related to inconvenience of ARS. The ‘telecommunication number
management regulations’ has been revised and enforced in order to effectively
manage key numbers (15XX, 16XX, etc.) and protect users.

An autonomic authentication assessment system has been arranged based on the
‘guideline for improving operation of ARS service’ and the ‘telecommunication
number management regulations’ in order to prevent complaints of users that occur
while using ARS service. In addition, this allows for the user to acquire ARS
certified companies and quality related information which may be used when
selecting services; thus, the purpose lies in providing the foundation of ARS

service improvement centered on users.

5. Policy Suggestions for Practical Use

ARS is currently provided in connection with call—centers in diverse forms in
many different industries such as banks, insurance, finance, communications,
cinemas, etc. Through the development of voice recognition technology and the
emergence of smart phones, domestic services are straying away from the current
button—type ARS to ASR (Automated Speech Recognition) and IVVR (Interactive
Voice & Video Response). However, difficulties lie in introduction of system due
to the absence of ARS service standardization; therefore, the Korea
Communications Commission has prepared a ‘guideline for improving operation of
ARS service’. Measures must be taken in order to continuously improve and

supply guidelines.
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An examination and assessment has been conducted in order to understand how
services are improved and operated based on guidelines. In addition, measures
have been taken to induce ARS service operating companies to voluntarily improve
related matters.

While conducting the examination - assessment of ARS operating organizations,
improvements in awareness of ARS by operating companies along with outcomes
of improving services centered on users were obtained through the ‘ARS service
operation improvement conference’, composed of academics, consumer groups, and
ARS experts, results of ARS service user satisfaction research, along with opinion
gathering conferences of ARS service operating organizations by industry and
hosting of briefing sessions.

In addition, through the ARS service assessment related index development and
guide along with the continuous attention of ARS service operating organizations,
the degree of service levels have been understood. Also, by introducing the ARS
service autonomic authentication system which provides information on whether or
not guidelines are being complied with, the ARS service operating organizations
are able to voluntarily create a user protective environment; in addition,
environments where services are provided considering the convenience of

customers are expected to be established.

6. Expectations

From ‘10 the examination and assessment of ARS service operation organization
till this year, 124 out of 174 organizations have improved its system In
accordance with the guideline, an increase of 22.1% from last years’ 49.2% to
71.3%, which reveals increase in compliance rate of the guideline.

Also, 112 organizations(65.9%) out of 170 organizations have made known plans
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to change its ARS system in ‘12, especially 67.8% of the private sector reveals
its plans to additionally make changes that are compliant with the guideline.

ARS service will be transformed into a user—centered service if areas for
improvement are steadily indicated and if the guidelines are updated with regard
to the changing atmosphere of the ARS service market environment.

Along with the introduction of ARS autonomic authentication system, companies
will be able to voluntarily improve ARS systems in order to enhance user
satisfaction and to provide standardized service. This will also contribute to
providing a steppingstone for a cooperative industry growth with the call center
industry through creating operator labor force, in addition with ARS system
development companies. Ultimately, the improvement in awareness of service
environments of ARS service operating organizations will lead to an overall

improvement in quality and service for industries that utilize ARS.



CONTENTS 30

CONTENTS

Chapter 1. Introduction

Paragraph 1. Purpose and Background of Study

Paragraph 2. Research Methods

Chapter 2. ARS Application and Service Trend

Paragraph 1. Current State and Concept of ARS

Paragraph 2. ARS Service Trends

Chapter 3. ARS Service User Satisfaction Research

Paragraph 1. Research Introduction
Paragraph 2. Research Results

Paragraph 3. Conclusion and Summary

Chapter 4. Examination and Assessment of ARS

Service Operating Organization

Paragraph 1. Assessment Introduction

Paragraph 2. Selection Standards of Organizations Subject to Assessment
Paragraph 3. Assessment Categories and Development of Assessment Index
Paragraph 4. Assessment Results

Paragraph 5. Conclusion and Summary



CONTENTS 31

Chapter 5. Areas of Improvement for ARS Service

System

Paragraph 1. Introduction of ARS Autonomic Authentication System (proposal)
Paragraph 2. Development of Specific Assessment index for Autonomic

Authentication

Chapter 6. Conclusion

Paragraph 1. Summary and Implications

Paragraph 2. Improvement Measures



AlFdAE 32

A1 A A=

el

A1 A AT w7 B deA

3} A58 HA1 2~ ¥l (Automatic Response System, ©|3} ARSE} A3 A&
2
[e]

ol 719l Hsl= A=A LAAEH(EAE, AEAE)S} FA F2 o

ok,

= A3FE o] &3t] A|2Hlo] H&EH AMEAE Y3 AHE &Ajo=w
Age FE Auz Azdoz gude BE ASyd /2] Hae gl
S AL A5 AR ol gl 98] 222 Foplws PR

AURE ATsAY ol eA7E HFAHHE Hed ¢
A= e Algstlod, olEdAelde] wHos Gtk %*é"&lﬂ, Ad7
AM FA E= A 5o B 7Is7HA FAsI o285t Hde +3E
ghoofuzt Fjdste] shdS B3 AAEQ] AR A 1A ey JHS

AgTdozH uAel S35 SF5 AA = 5 A HAL
s

dlo

15_7] oﬂ L \D_]"T'é:'

_r'

g3 9ok, ARS AzHe] T A FHOE WANY £95)7] B
Rro] 2YHo] BAF A2Y 74,

o
o, A9 92 Ad 59 oJegon Asel olgAEe] A%H 0



A1ZAE 33

olol wek WHEAANINAE 2009 119 ARSHH 2 FIARE AT 7}
ol=Eere nlisn ARSSYAIEe] 0|2 AeH o F
olsetelel WY ATE A3 sl
| ARS 9449 A& NS FEska, ARS7HIE
Qo wet A3l g3k Qe s8] tfslE ARSAY
o we} ol§x) F4o] ARS 4% rldalLA B,

P
t
u
e
b
52
(5

MN
4
0
-z
il
2
o
o
)
o

1>
o
r o
o\
2L
bt
hincs

2 7= ARSAHIZ Ji B 233AE, Vs A 4 59 A% A
ob ARSHHIA o] gAE tFoZ AAIRE "ARSAHIA o] &4 THELE £AY, ARS
AMHlZ G719 G B 7P| =R]l Fgralitel] ek 7Yl ARSAHHIA
7hol=}el o] FHE HH BV E 7IREOE §F ARSHRE|A Ao w A H

‘ARSMEIZ 084} BHEE ZAVE T 370Y o]l ARSMHIAE 083 7
ol b= 134 olde | BI¥= W el A R 11 did A
AAslgon, o] AES nlgto g ‘ARSHH|A spol=ghel o] Ae) HA HrY
o W7t F=

AR

d

L AR ARE =

39 A2 7%, ARSTA @AY ad 3 HES, o8] Al

i
ol
3R
&

M

flo
o,



A1ZAE 34

7, ol48F, AEe A A2 S ARSHHIZ $AAS 98 slolghel e
AR TAFYOH, ARSHHIZ £971BS b W7 9E A9 BrlE

=
ll;.

“
# Y U 9 PO sjolseiele] Felrel thaf H7
Ak WA ARARL WA AUE ARSHIE £G7IRe] A%
=
=

SRIAGA|, WA S To' A4 HEZFE 79 ARSAHHIA YA

47 2 B ARSHEIZ 29719 ARIE A 2 Asx
gom, 1AM AxE Fue] Aol 2312, Fud 924
10318 W45l 1I9E ARS T8 £ @3 3
B3] slolmaielel F7h AT L 3R AAEE EESE
ARSATEIZ ASAA erelAle Fol=elele] Aak
Qo weh HgakA et e Flel UslH QAERE Hod 5 Qs
ARSHHIZ AZAZAZ =G5 A AR Bk AR AL D YA 4

Esk3ith

o4



A2 A ARS &8 2 Muj~ FF 35

Al 2 & ARS 28 3 MH|x 5

A1A ARS Y 2 3}

1. ARSQ| 74 & 7|5

X

A8} A5-3 A28l (Automatic Response System, ©]3} ARSEF A3 7+E
BEE AR At AFEAE AsE o&sto] Al&Fd FH&shd Ao

2 Ped YRS PNT 5 YES ASUS LeFI, VLY PRE HO
e

O]

b

1°)

ole} Hlgstal o Yl 70|l IVR(Interactive Voice Response) 35 53l
Ao RRE S4E Ul ol ALY Aa] MEY HAE §H T
Aol gk MRIEE HolH AAE 3l tst I Aedhke AlaEs T

3™ VRU(Voice Response Unit)g}il® gho}.

FU A ARESHE  ARSE A E B4HOSE  [VR(Interactive Voice
Response) = F8&5 1L Jom, dAl B AlFEo] X3, 7I=84, Alad,
AE2XAL WEAR M 5o ggd AFE Fdsk=d ol T8 AFUA
olde] oz Ay i Yok E3L ARSE T3l o] &AF HA = 7l(touch
tone key)®] HES T2 AS AYFOR glolEoA 4, H2, FulAH|x,
A28, 718 w4l deE Hd3 S Aed 5 Atk

THME FE ATSE ARS Al2ES MEZ AHr|E B3 dYoE £4
of e ArAETIH FEd A2 Jle o7 o
AEE2 1715 Bl wet o] 8Ake] 402 AAFA daks JR7t Sle
HAE vlg o]Fshe FA8UA My AR HJRE AlEs Fe A

T MElAE O 7]ge] E= e 7k ok



2
()

N

3
>
=
w2
it
oo

g
>
=
[
ofr

ot
W
[@))

ujr

rlr
4o
=
XN,
=
N
2
ﬂllﬂ
flo
o2
B
>
ot

ARSHEIZ0] HF o §& A%H o Holi}
Sehe BEold) DANGE ARSHHIZ $9718 49 A2He T4 A

M2E AFE Wek o gAe] BEEA AT Y& U] ARG
v, Aol wAg Y] BE LA ol§A WEES} YT FBA

il

ToABIAL o T3 ARS Vles F tiREY VdEe e 22 &

<# 2-1> ARS MH[A 2| S5}

EEERLEL HEAYE B EEFT
o) H]j/\-hj )\ 7].‘: Xﬂ:’— © Z]—%:é:}
rerel oanl el o1 o BE Az A % A2 B
e e o | W | o e aaaz, wa s
o AZANIZE BT 4T B e A R
=27 95

HT ARSE AFeo4 59, ohl, w3k 2o
A A= Ae AsHFHE7], ddo] AA
Do)l AzjeFE FMAHIA 7% To] F7Hol 94

ARS?| 7]5& YERATE

<E 2-2> ARSY| 7|

7Is A W&
HAFE(HOST)ol Add JHE AdtE o83t F4Hoz Hesto
42 | oAl JRE AlTske ALFeE ey, 23] 5 MHIAE AR
H It F2 23, FE, 0F oA, 24 53 22 AHls Adsh=
7%=
El‘z‘ﬁf& FEAEE A&E Ul XVW?% uZo] dad FuE
QU A& T UEF Ade] F= ALFoz AEG, 7 T
AMHI=E AT




Al 2 7 ARS &84 2 Mquj A~ Fk

s A W&
SFEEEO HIE wee| Ti glo] T FEANA AToE
Asug | A3 FE 75oE JRARe] & AF "HEAlA A
= AHl=
A" e 2 & B4 DataE BX4/5HsY 2= 5 Ods 5
=7 A AE(HAT VR FA HlolH7l Bol Mg FA AuE A3
° 3= A% 9%, E% OAM(Operator Administrator Management)
AMeeka g
AE7st | AFEHOSD) A AZE HRE S-S o)&ste] 1A HslE 4
A7 o] $Edk= Mulaz AY, 71dd 59 W FE 71F
Call Back | A&atA] 3k LANA yzol Aol HssiF= 7l
W 5 I BHESE 93] 17—'33} 3t F 1A HEWs ‘?J‘—"‘?_% &
e | Eeel 0 e e @Sk Yage B ade) e
T o guae noe AR s

oA A e® BEle VRS IVR A3} IVR o782 A€

155
=

T
T

A a9 gk AdS A

& PSTN, ZHY FhE, 3GE, IP Telephony 5 IVRAIZF 2 911E

e 3

K

U
=2 AT

P
T

Media "iAE ¢m|dc) VR ol7)€lA]&= [VRA]AH o]

2=~ o]l
“l‘)\)]n_

37

A
9]

2l

TZ& =A Media Layer, Business

Layer, Develop Layer, Manager Layer, Interface LayerZ T/ o] gloH, T4

H Layert U3 WEAZE Fo] 45 Basje] was aTARE

o

=IP Telephony

[32] 2-1] IVR AlAE] 72X

Telephony Interface

Analog J Digital ] vorp Jpg,‘hw e,_f'uJ

Speech
Recognition

L -

Text to
Speech

Y Y

L -

= esponse

Switch or Netwark

Other
Adapter

System

{ Web
\ Application

Interface
Layer

Hds) =



)
(38

N

)
>
=
w2

ok
ofo

g
>
=
[
offt
gt
w
o

IVR AlZde mo] A% A8sHE AUl GBS A4 Ash, 2
T olE TN AN AL ol ka0 shsde, Qe 2ol 1

§ BUHYR FARY 5L 9T+ Aok <k 23> VR Al2de] 542

<E 23> IVR AlAElo| EX

57 AW &

onAel WA } S s 3

o IVR +% %‘S% Q iji %%W%] 4 = IR 3
02 H VoiceXML V2.0 7|dto =z A 7
Yojzh A4 Ayl LE Hste] Aoz 88

o 9N FARES F7 Ed HHo| 7lesle] AATH
o] 7%’8}3 5 oHE B A= AAIzEoZ
2. Ao 2N A7t ke

o7 % % A9l 9 95E % Chan® 59 2509
= qxel =

A7 BUEY =5l o

)
>,
N

o
2o

,4
_Q

o
)

By
32 9,

dle

AU L dHE

1 o
frtl
fo
i oo

> =
T
ACH

ols

rﬁL U°‘

%
A% BUHHS AFFoZH VR A
e 3o A, ARizElA|, Au
g M T ZEAH 712 M2 HolHE AT
o A9 Trace 715< &3 AAZF & Aujx 3 doto] 715
st 3 Uigk F 4o 7he
o o] A3 [VRHRE 7153l ﬂalx} slHo| A T2
53l Loged 4 = e 71eS AlFsie bgédst &
A 2 284 of tigt 54 Aol 75
o B/ HiuMe 5y, Aud, A=, Xl ARsd &
=3 x]%-&]—oggﬂ 51711;&{]};1_,] H:z;g Z]E:E_— ;(ﬂ::l
CheFet o W#7|(PBX/ACD), DB, Fax & IAAH U 951 A=
Interface 7% #-E Av9} Interface AlF, TSt vlEd S dF Y

E

= 4o le
lﬂ o2 &
ol.m _12\4.4 H’E’ ﬂ_]

mlo

o

= B3l 2o, A% A3 98 bl A4 59 /)52 Ba) a9H B
3 B A2de AT AT ARSHHIZ £ S40 B Bad
e B4 ¥ "ol 9lom, ARSE olgdld W& A7) FRE Fseln



A 2% ARS && 2 M FF 39
Ae 71HE AFHe AMHl2T aARES R deivkE T4 7|oqseRAE B4

olggt WX A ASRAE =748 AA)F VCS(Visual Contact Service)E

A33e IVVR (Interactive Voice and Video Response)©] Azt Eoyal Ut

ASRE AR 71AIREl HistE ThsstAl s, S4e ot HlwE Add &

AA g} gntEA AAE o4 4 ARS SEEZZIREL uMA Bt

galal S =4S FH VCSe s 5ot vy MY 2 AJREF50= H
T

R AuE PR ARue

T

=

2. ARSE S8 45%ge| S5

g 5% o184 45AEe ABY T, 19243 5 G AmAs
@73kt g, ARSIINe] ARATE Al AAn S4d AEE A
2o7) W, FEH I AHEAT} o F B A 2 9ldl J=@ FolE

A die 3 EAES 2344, GUI(Graphic User Interface) 7%
spaS B RS Asle Avole AHAPE TFAoE BQlol B
BRE AT § YARL ARSAHHIEE 0|8 79 BHI}F AlTHE AHol
Fo] o] &7t F [FE stedof stEE AXFHQ FEs = 9l

TS ARSAHIZ S SA4S B3l ATFORE o]8A% ARS S40] A=
AERto 2 AoAES s HER, AR A&Ho| glal YA Aot} wetA]
ARSE HUig ARAZE ARRS7] i, MGk, IS & e W9 WelA
A7 ofof gk

o] SAEAA JAee] a83F 2 B8A Ao ARSE Bo] &
&3t 3tk ARSY o] &E A wobd wel BHARIEo] BYUtlel =

b
flo ot

P>



A2 A ARS &8 2 Aul~ FF 40

U Qlek

I ¥R1oe2 ARS 7¥F EH ]2 VUI(Voice User Interface), TTI(Touch
Tone Interface)7} 741 e FAHLE 54 23Rto 2 PR HGo] o] Fo)Z
= ARSY /3 54 ok webs] AR AA lojA 4
oznt W7t AYE = ARSE AREAHY A BES gllF7] fe o &

#j= 7 a7k

5 H
M
)
K
kI
i
>
%0,

flo

3. ARS?| 7t &€&

rok
ot

ARST A K (informational), 712}(transactional), 1% (pre-screening) 2 7§13}
(personalized) FFOZ FEF 4 Utk AR ARSe /N¥str] 7H¢ &olsta
rAQl F7F ARSE AA A 7]12AQ AHE Awdt: A ARSE ¥
AAA AES QAL WS ol AYeE sk Aow WAele] 4%
AES S A ARSE IAE AdEstal B A dEE AR
Agshs A/, @A Aol BA AR Al S/ Aelth 71918t ARS
= WIS S8 583 2THEES YA o159 AT THAHE o] dst=

Ao\t ZAzke] NS Aelsi <E 2459} 2.

<E 2-4> ARSQ| &4

i K
SRl 71 EA ARE AF

B |- ARE EHA9Y 59 250 g dwA A3 LYt Ag

ARS | ZAEd AT ARAFH e SWF 2ol YL 5 US

- i) 1% golsl QuAsl ERel VR sjZelo)4

TaaAele 4 AEs =4
A age) ABe BAm wes wet AleEe T2

-5 BE B2} AR 84, AT, E/87 AHFSE 5
M| BAAE s 54 SAas BE A% A
ARS | - A ARgol A gbAR Aelel 37he 1




A2 A ARS &8 2 Mul~ F3F 4]

5% e
DRI 9% 59T ~T9E AN 99 e 39A % et o
59 AR AAE ol%
RIS e SRR B R DECIES
ARS | - ;AEo] AAY 2AYES FRS FHHES I
7P BAE HTWOR WAL B Al 98 1 IVRe] 23YE
& A5y
W AME Ago] Maksich. P7]uke] LAME Z, PCC

20051 o]F=Z =
5]

ANges 54

o

315k Zloltk. ool IVRAIZHE IPILAAE &9 Aol whet
IP IVR®] 573} AE A2"3 tEo] S9 Fsol ddEa, T3 dA)
At A 5o Qo] IPA Y] AlaElo] =F A Stk H3, IVRPEY
Al ek VoiceXML V20713E0 2 7dtstel izt 8t Ay o7k 23] Ajue]
Q= HYst Ao AL 5 IA FHA

A JEM Aste] w43 A3 IPTV AHY Aske] F43 233} IPTVY
By 5o o] A 9 FA 4 Slof IP= B4 o
o 9 &4 ®isle 19 Q97HA HSE Fo| HZ FAF FAY A
Hl2 A, 2% Fu=9 A3, HEH Yo o]&at S71 Ao Hel,
o] tig a77F softel weEl ©egh AHIA AlFe] M e ATtk
AgS ThsA =AU

ol Biske 1 Bt T SAAMIE AFY ARS, IVRY 715 W3k

a7 HAS A SA S HES AEE AZFHQ IVWR
(Interactive Voice and Video Response)©] T743tA EATE IVVRAIAEH L 7]&
w4 Azl QEMRIEE Fret] PEEE Theste s FEE AlLEC
uAo] 1 FRE SAAMREERE AAdwts W gF BHI] A" A

NS x]%@—_f;__' 1 s A Al = Ak

=
i

e
s

ot

o]E

o

B g



A 2 A ARS &8 9 MujA~ £ 42

<18 2.2>E 7]E ARS AH|2:9} IVWR AHIAE Hlwata 9ot 7129 A
o] Bl SEAZE 95, &S A2, Fesial thkd AR JE, AEZE A
o a3E 7IHE + Utk

>
2

7 3%

o{ﬂ
mlm

[22] 2-2] 7|= ARS MH|AS} IWR MH|AS| H|

7|= ARS IVVR AH|A
_— i

B HFI LIS IR 7L 84 o-1-- SYNVEE b Sizo] s 2Ee B orE B2 Uk

HEE 2% 27 Yojo} i}

O St S = 0} B0 TE HuHOE Ol 21 24 =S S5
=7l AS HA S A sor e, O USRRA 1> mocgn =

=1 5| s e
NS TS NER N ol mupyw am b UiEom Iy Fas) s 3 deltict

SYSER B E PS5 Mo 2 2 0[0|X|, YA S CrE HEl=
d memospiuE asean O Derzzme —p BRIV SRADAUe A

SMO0|JISHEE ME2 4T HHI = AEZHEE |0 228 [l 27
A m=0| 8747} 9} = --- M22 MH|A HE---» k;ﬁigﬁ%ﬂ??}gﬁlg HEH 2t

HOJIL OIS QRIS SMMH} _ | - 1. AEzEazEsied Zoj2l == Y=ol
o2 AENMN Hes oy O MEEIAIE > oAzl kst

Z3 1 20103 A AE 71E 492, BeAd A8

289 Aoz Rt 53 Lao DR Aus, Az 2o, 97 B
$3 ge At HHoR wuA Bs Bl 428 & Utk $4e
Aehs Au2E 4% BAE A ABFORA, HHoR B ¥
£ WE ANAE 3Ea Qon, 37 PIASE AN2E ol8F £ 9

vhasha ik

r+

ot

<
nn

rr

7]k

o



A 2 % ARS &8 2 AujA F3 43

[22! 2-3] IR OilH| 3}H

'Tml!] =

HotAl = AUl 2
=AMl =

1T 550 2

el
Azt ol Al A=} o1& <pon = =

r. |

“(EH): 0130~

<3 23> BAYRY VR 39 oAlolch &

A Sed 9E(OneStop) AEEL £Y F A AT, TAL FUE e
wela Aelarlel e AHAEA AR vl SR & 3o S
ZololA WEEE R0l & A H9e.

T3, 31 ARSSF A A2 ARS 302 24912 ARSEo] &3} H
3 ok 34 ARSE 7€ HE ¥ whao] o Aea oy o F



A2 A ARS &8 2 Mul~ FF 44

A 2 A ARSHEI~ B3

1. ZU2| ARSY|= & L) S

7} ARS 71 T

Ao IVR 3 Azf-A] fEeiAolde Asstd WA 3 AR AHE, 357
g Jgtelof & IR AAAE Tl stal iy WilAe FEE A,
T JHE FHIAY B Akt H5e] 2 HYEE ol & 9
=, Asste 4940 ol2g IVR AZeA e FAH e A
713 Tk

IVR €4 749 o8] A22 ¢ e 7155e 248 B9t £49
2o 4 3E]
7ol ie Bid) BALE Ao~ dg FHE Al waE FAsh &
g Qe &4 AEPANHCE WANAFL Yok Kot BHE S
ol A dAE F e vl eS| dstE dolo o

£E ojZolFe ANE golde T} Axd mExEe

et
>
oo
P‘L
kd
%0,
e 2
r U
>



A 2 A ARS &4 9 MujA £ 45

'H‘gﬂt —.:;:E;I‘inl é} M E;
- A= mo{iﬁﬂ AMR, DIALEl 2 olnjE ==

SOl AEE, SE ol Tt

u
g ‘ | -masie oolE mursio] el
= e il [ ofsiE AT, SEws olal 2t
=
SrErs e Sojorg ol
OlimE EE T= oIl =7t
PRI
1998 2000 2005 2010
w894 7lEe 14 9Y Aol 24t AZTo|Q14, 3AIY A
4 es st glon, A AW Al S4AHME o] & B

A3k #4 AAE A B4 oiRde Abgslel A48 #A9 o

T OE ARS 7]&<] NLIVR(Natural Language IVR) 7]&9] E|A-& A|2H
e oAl A4 AEAolzE AT Aal Adol $HAY A%
AEe Aog on 54, 3 B vTelA AREHIL glom, 95% ol w2
A AFES /1S 49T Ao e NLIVRES © B712be] 7 Ajo)2
A

19< 282 sfar glo] anhg 7]¥9] IVREG Zqjshe b Ade vl

tlo

172 o

ol

NLIVRS #AzE0] Ao S4E& AHALHA o] &3 whgstes
% 22 2 /1A dEFe|2~E EFE 4

o $HA3] AAZAR QIEF o] X(fully naturalistic interface): 'FA 2= 159
EE 87F ofd oY £MEE XAY T UF



A2 A ARS &8 2 Mul~ FF 46

o Fx3H A o)X (structured interface): Al2=¥lo] Walzlol|A] dHe] A

o ofal MAlzke ofd FEje] EHE ol83ste e ¢ e

FH IVR AH|=9 o]& 17 ofEE|A| o] Voice extensible Markup
Language(VXML)7} & AolH, F4 Ao+ Speech Application Language
Tags(SALT)7} & IVR of&gAlo|de] € Aoz rr 1 Qi

IP7|ero 2 o] HMgho] F8 ARSAZ &F T sfuolth WitEo] F=
=W 1A S0l IP7]RE] &34 Wolsola Stk 53] =} 1P Qlze}d]
el wet P 7Rk £74 Y 7Pt dldEth IP IVRS IP LA AE 9

A FA wE} FHkAge] dd Aoz Rl ¢ ICD ZAb] wEw =

g AAE Az A4

,d =
flo
ol
O
o
a1
L
=
Q,
E‘L
=l
83
<
X,
oX
5
o

Ao A QRS AoE uEy

A
71E 1A AEsH MHlae AR Ay etz 295 oAzt
gol 2¥ ¥ oz} SHUES v B AUl eE B B F HeS o

slof st o] mator), VXML A4E EUE AFSYALEL JAde
e Pa AdeleE wHEe} Aue] Wgske $A0E oA AxY Aol

AL AREAREA T ARIAE AT e AAs 2 itk

1



Al 2 A ARS &8 9 Mu] 2~ 53

ol we} HZ AMu|~ W&e] B
AAES F4 02 VXMLY|HH] AHE-SHA| 28

ot ARS &f9]F

3

o

=
=

1170 =7}

=
o

vl=, 9=, 2, 9AE, Aut

1
.

Ascent Groupol| A

X

TRE 43 oA 348E 71 =

TOE BT

8] $-22/(321)

1
=

s

%, Computer - Telephony -

3

87%7} CTIZFE- 28 =

=
S

3070 A

ZpAke] IR AAIE O] lem, HAl T 36% 7hdo] 2443 E4

=
=

Integration)

}

HI 22

ZX

A
=

i

41 341% 8= 53T VRS 5

DE

ARy

AeE=

IVR

] AR on, 2% F8d0] 68%Z 7Y VRS 53 A2 Hl&o] 714 =

[

H
HH

Hel, %8 Al Fulg A

S
=

7HE W& IVR A&

7

27

A 2377} 83%E 7 Egkon,

S
=

IVRS &8 A2l&

‘IITI‘

i AAE )
IVR] w5 =& 571 ©]

5 ©

=

=

=

dl, °o]&A71 ARS

1

AA -

[e5]

S 67 A

20

L
L

3

=

9

A=

=% 5] 9

0

b gtk =8 U] 71% RS ARS HelA dE

9

st A4

w2



A2 A ARS &8 2 MujX~ FF 48

23 93] daw E3 A4E 200609FFH 20109714 513 Alo] 9.2% Z7)sh

2
[t
2l
)
ok
&
%0,
Sl
Jfu
ol
2
re
I
N
E
ol
(o
fu
)
ful
)
x
K
s
B3
s
fru
o
fo
N
|
ol

VRS 43528 3 +949% AAS 9, VRl gk A destd Hrke
86%<] 719E°l AAst ANem, Fu AFAQ Al2E A 2 Aol ot
BEE @7] 9% IVR ASE B $J73A e 7% 359 7IdEe] AAlskaL o
At ole AlzE B Aol o F714 HAEE Fste] A7 e oEE
Aol 9 =& g9 AM, A|2HlY] H &S Fopx] A2 AT F 9o,

FHAIAME 454 IVR 785 HsiMe =4S JAZ Bz,

2. ARSMH|A EZE3 S8

ARSE AIAIHSE A5 & #Hl7](ACD, Automatic Call Distributor) T2
Zo| 2ole IAAE 9 Al2Ho|th ARS 7Ee T 94904 e
gt DTMF(E F34 F3%, Dial Tone Multi-Frequency)ollX] ASR(AFs +43
214], Automated Speech Recognition) .2 gt

4 A4 ZIedl tE MEE EF] SASEAM 7€ ARS Ve AR 2
et Aot =9l 7l ekl 59 we} SALT(HEL s-§==ad o
o] ®]71, Speech Application Language Tags), VoiceXML(=7 &4 vla 4

o], Voice Extensible Markup Language), CCXML(Zﬂﬁ} Aol XML, Call Control



2
()

N

3
>
=
w2
it
oo

2
>
=
[
ofr

ot
N
O

HJ{M

XML)5& B3 T SRFAAM Agshs BHEC] MEE Yok wehA <
718k AT afE)2e) ARS AT AH] 2o 2 HA9} oS B8 5
t}.

SALTE #1387, FulAs7], PDA, 7e} Ful& 52 A9} 52E AFH Al
olel] A&Ht. 72, oFf, Wo|ARLEES} T IS A A AMHIAE
T3 AHAES JdA] B3ata jlow, o5& Ful Hspr|u 7]
FAFAZ A7 ARE A= gk

VoiceXML-& ARSSA] -8z z o] A Ayl 78k S8 Z 70
HA gtk o] o]FE VoiceXMLY FEH= ¢ 7wk 7ke] A o)

9 592 94 $F SEZead Agat Aow o4 XYL B9 e

O:

O:

& 372, 37 o WY W vl e AN 2, 84 9Ee 59 A

g
A,
U
s
re
2
rlr
S
3
?&
fol
[t
2
2
ol
%o,
b
Ifu
o
2
fol
i
=
)

G 71es LA wet A4 B 7I9EC] ARARNISE AAE Fl

o
ARSY| AHEEE EolEe =gd et IR ThsAlo] 2 Ao g ZvdE:



o
3
>
=
w2
ol
=
[>
o
ofo
RS}
r o
I
b
N
>,
=t
Sid
1%

50

ARSAMHIZ o] 82} WIS ZARE ARSAHIZO tfgh Hvhs wiEe gl FQ
B 2ARS B3l o]8a He B Tlol=elY] AR dEdhe 7%
A5 &89 Agolth

FARE ARS o847 9l HZ o] &3 ARSAH M| 2] g REE (v,
H71AZE e 5), ARSAHIZ 12 B P AARK T EA 1A 3o
T3}, o] &u7|ARL FMAus, AR AAY)E, ol&8w, e HEW

MAPE, ARSHHIZ QA YY) 5o WEoz HASUT 2AF F=5f g2

BN
>,
=
o,
flo
e

v
(€8]
=
o
o
=
2,
z
Ry
[
il
o
oo
ot
o,
ot
o
%0,
rlr

154 ©]A+e]

Mz 3 Y T34, 999, T AFske dRACEEA o), TaE



Al 3 & ARSAH|A o]

A2 A olgx HEE £

ESE N

ARS}\-]H]-}: O]%X} T

9.7%, 60th

o) 1.8% = ZAFE QT

5t

SEAY Y £x=
TE(17.2%),

st

=

oA

(18,2.5%)

WA S8l A AnEe 2R

SR 3637 (49.7%), A= 368%(50.3%)°
9} 30th7} 22t 289%, 261%E =A VElGow, 40t 234%, 10

thEo] 272%(37.2%) % 7HE ol A SAL,
el A 8H(14.2%), ZtHE(10.3%), ILE°]3K10%)

AAN8H25%) =2 e
[22! 3-3] &t A&l

RN LD RENEEE
S e PR 2ALS

seastt. 9

1 &

[ 3-2] ¢ g
sorj ol 4 o}

socl
(71,9.7%) (13,1.8%) (74,10.1%)

Sog
, WEHAZ(8.6%),

aFols

oiStyE
(73,10.0%)

(63,8.6%)



Al 3 % ARSAHIZ o] 82} BEE A2 B4 52

o BXE YEA(FYA o L) 4657 (63.6%) 5 7H¢ Bol XA8t4
I, g FATA 20%(301%), BE 46(6.3%)E ZAFE AL, AR5} s}l

A AvEE qgol 4% 1E Be $UA RIE Holw, Ui Y

ke
et 130 (17.8%), T4+ 73 869(11.8%), T %35 647

i_.
\

O

[O8 3-5] X[ A&

S4/4E
(86,11.8%)

/45
64,8.8%)

2. ARSAMH|A 0| Z3E

7L H2 o] &3 ARSHHIZ 9 71#
FH 3/ oldl ARSHHIZE o] &-et Foto] tigh ARNA F SH 472,188,
BEr8® 7He) & a9 ge e 54 9 5§ 2ot 27.7%% 87%=E 7t
g B Ueldth ooz AR-FF(101%), 5 EF70.0%), B agE
(7.6%), AEHAUE@L2%), WE AE(38%), HA28%), AZ(24%), I &%
21%)9 £o2 ZAIEITh

M



HE
M

Al 3 & ARSAH| A o] &a TEL FA} 53

[12! 3-6] =2 37HH W 0|SEt ARSAH|A EF
B606(27.7%)
518(23.7%)
22?(10.1%3 198(8.0%)
200 [~ 166(7.6%)
. e 115i5. 3%! :
5202 4% 45(2.1%) Ez_ﬁ -
= '_._ L. sz "
me/EE 4 wa/pE RE 22 wsmEpSSs/Es O wSE/AIEGE/EE dE =2 7iEt
ARSAH|Z o] obE 1093 Hlas] HH, $A17 S804 ARSA M=
ol&2 ot AAF W, FF EF, WS &WE, AN-EE FEolA it
Frrsta 1A 0R A W% Eoke] ARSAHIZ o] go] 11delE 53%
o o488 HolE Aoz ehgr
[O& 3-7] 104 CHH| ARSMH|A 0|8 5} FO0|

ss50%

soo% <

250%

20.0%

15.0%

10.0%

5.0%

0.0%

2010 = 2011




A 3 A ARSAH| A o] &7}

U ARSHHIZ o] & §1%

o
=]

AL} 192%%}F 174%2 7V =4 YeRdth ot

7t 12.3%, 82%, 81% 4O 2 ZFAE T
ol9lolx, FgA, oA, ¥E, Q5N AL 0] ARSAHHIAE &8

T2 FotE Atk AAE 7 <ol

EE

[32! 3-8] ARSA{H|A 0

20.0%

14.0%

5.0%

18.0%

16 0%

10.0% 12.0%

s.0%

2.0% a0

0.03%

W15 2%

¥ aviass

12 39

o7 FA181% &8 17.0%9 HI&E B

ol

(20.0%)°] 7F o] ol&Hi low, I H&

ot

%0
)

}

/oét]

o|J
T
Ho
o
-

KO

(18.2%) ©loH, o

ZAE A

o

EF2/(152%)



Al 3 & ARSAH| 2~ o] &2} HEL FA}

s

M

HERE
LR

B

[22 39] ¢EE ARSAMH|A 0|SAF
<E MH] 2> <HFH A B>

13p%

J

S

J

[ |
\2 L
R

IR

LEER

55

<Y/ BF A 2>

<ML /5w 2>

o — 5
I -
el " v s R B R Iy T
i el ¢ (AR TeE| 9y AHBT
=3 19.3% 145% _
m oA 4.8% 8.7% 6.7% 3.6% 6.1%
m =AY 6.0% 10.0% 3.7% 4.2% 6.9%
B ETE 72% 7.5% 5.2% 15.2% 8.1%
m e 4.1% 2.3% 3.0% 10.9% 44%
m A/SAH 13.2% 11.0% 11.9% 10.9% 12.3%
m SEEE 52% 41% 44% 1.8% 43%
m ST 1.9% 2.5% 4.4% 1.2% 2.6%
m AaAs 3.0% 42% 3.0% 24% 34%
m At 1.9% 0.7% 22% 0.6% 1.6%
m 3A 34% 2.6% 3.7% 3.6% 2.9%
m 37 9.0% 6.0% 9.6% 11.5% 82%
A3 1.1% 1.9% 3.0% 1.2% 1.6%
Ak 18.1% 17.0% 17.4%
7)€} 1.0% 0.7% 0.0% 0.0% 1.1%




A 56

Shid

Al 3 2 ARSAH] A o] &4} WEL FAL &

Tk ARSAH| 2 o] §HIE gl o] 8y

ARS o8 WES AW, 2~3F] W, 1] W’ o]Fo] 747} 27.9%,
275%% & HlES HAaL, 1500 S 24.6%, 290l I 148%, £OoF Y
ERTE ARSAHHIZE o] &3k Ads ZARE Ad, FUiAstE B3 Aul o
§o] 549%=E 7P =A dehgon, dubdstel JAEUAsK070)7F 42 35.7%,
8.8% o7 ZAH T

[22! 3-10] ARS 0|& HIZ [22! 3-11] ARSAMH|A 0|8 AL
)lEl_ S5Hst Z|E}
22054 (5:2% = 9:5%
[14.8%) ‘ .
2370l i
(27.9%)

OIE| LI 3}(070)
(8.8%)

ARSAH]Z: o] 8o gt BEEE AHKEY] 8|, 7P 2o o] 83 ARSA]
==

of el ARSAMH]Z 0§ 1t

BN

HIAE QIAekaL A 88w & %, 67) &
AHE 2SR

7k 71 2ol o83 ARS AHIZ FF

7P FZol o] &3 ARSHHIAE A B 5§ ol 382%9 3L6%E 7S
A debstal, s £ds, AR T, fF =T £ UeiEth

SAlEok= SKT, LG U+, KT G°] ARSAHIZE Bo] o] 8314, 89 7

Folle 2=, A2, Eed 5), =Rl dovts, SRt

I



s0.0%

25.0%

25.0%

1505

s.a%

o.0%

@ oo RO <~ 2 7
R /, Mo S =
Mm_“ MVI d_ﬂ m, i WME W OL
— BR sz ik NSRS
il 7 < ,/I\
< m_qﬂ_ s uﬂ ] ~ % n_nﬁ_
Nd A oo v Ea = aMu )
a ~<
b oo & \ » m oy W
= 5 <] ‘ of 8 ~
; 2 e oo 4 A d4 TR <
A A — oo ~
- o] ,mo :.L (7)) # i HA_I @.M T H._I_H
o 5 o & W : N o & —
i} r o < b 5 S o . <
o c3 - § ™ o -
- __o; p
5 LR o ' W oo B
& D) ado — BT W -
< % ) 2 o ¥ o
o O M ” rJ : ok Mt %
o = o OV wr ) = Ao w
x )
= o @ m M : Lo =
~ KO i Do o
R o) N 0 — —~ AT_ _i
By Ho ™ . <~ w ~
2 e : — B & M
o~ mM N En.M o X
g m ke ., TEE e
S R S
N ’ r<T Y .
< = = 8 of = 2° =
o UPM = 0 MLMO HT._ HT —
ﬂ_rm H_W )A..w/ k] ﬁ:._ A ﬂ ‘l/ ‘ﬂl
BT R A <
,.:,m_u :._._ HL mu Q_.-‘._ ,AI_ w m CL i @ il
uu._ O_ ,UlL/ \ ; ﬁ annu_.rﬂ w = _.EHE Ll ) __a
= T Cr s e s e 2 T W Ow oW g 1}
oy o m v B o o ’
1] o N T



<

Al 3 % ARSAH]

2o o

1 ARSA]H]

<]
T

o 22 olg

Fhol 34602 71 E=A YERa, the

rE

°

Bk whA ‘T 7] A7V (2.55) 3 ‘ARS

olatel ghe Rl AR

S
=

pin

=
o

ok

[12! 3-14] ARSAH|A

M EIE
%2232332
el
maowﬂo
R
o | X i
Mmﬁﬁw._ﬂ &mﬂ.*_._u
<™ | B- LILU I
o || 10| |2 |
|2 | | R
A | o |7 | | 5 | B
™| = T | ®°
JE |- | K |
= el B
Me_a%

b

=
2l

H

% 2|68




Al3 % ARSAH 2 o] &2} HHE A B B4 59

[72! 3-15] ARS Ol o A9 MEY (ZEEF 294)
W7 HEgd del 3HE w
FEE U ASAE A4 $HY
N23%S HAA, 51.6%7F ‘HE o=

200%

$HE Hylor], BUES ekl vlg
I:I < 261% A, FF vl s 74
= .o o] Jj4de) Baso] e

|32 3-16] ARSE Sdfl Ysl= MulAJIK| HZEp| Bald (FEES 268)
Aulz el e G0 i) A}

35.0%

2

—

300%

250%

A3H0% of Ho Ug AHEH @

2 ol7] 913 ARS 749l ey o

200% s
15.0%

s A TLA] SEA Eg] HJ?l’% 7OL:rL—;;HoL @-
-ﬁ Hw 0o (e} [¢)
= v dgAe) grdn,

[OZ! 3-17] ARS7} MSst HEo| ety (BEET 3.22)
0]

450% o [e]

T 344 WERE HolAW, ‘HEF 9
Ll $UEE a%E B B gEuge 9
- B =5 g s, ArsE A
- B NBolt Al AHeAY BEEE
om B0l jﬁ $0)7 o882 Hol7] 913 FuEA

& A2 Bt Aok




A3 4 ARSHEIZ o[ g4 BEE 24 W 24 60

[(12! 3-18] LY AIZH SRR HZERE =, JESIIIA| AlZh) (SEET 2.55)

o= T
Aol QAN AR AT}
Az tr)Aze] e HERE 6
Ao FE F 4 v PAGS B
== 3, AHEAS] BE(503%) o) 4ol

18.0%

| 47 wheg Bgln, I9H wEE
6

L 204%0) BHSGOR, FRUSE
X] '3]—3 %_ 7]_ 17%74

100% +——F

N

i
®
N
N
ol
>
il

2
Jfg o
o
fr
i
k)
W
ful

a
ra Jﬁ rﬁ:
I HT | e

B

(]

0

=

w
"

45.0%

200% D%

378%

35.0% (497%)
300% E]_ }\0]-%]!-

250% H] —(_SH %O‘I

200%

flo
o
=
)
o
517
47
K
>
&
% %
Lo,
i)
&=
& e

ox
oM

Mo ol

o
2 2
o =

HA AI%XM HEE
o %—@%E}. ARS

H
i
X
w O
o,
e
U

15.0%

100% )\1 H] é‘% X]:g—’a‘]‘
j I: Hog 5%
00% +— ; . — Ex

o Hob Ipx
(T
o [o

ARSABI 9] Autd wERo] i)
- ALEALY] 322%7F FAA SRS HY
At ‘HEOIF e SHE 462%E =
A »}E}km 6714 &= = HF |3}
o o e BPY WrIAIZH255), ARS
= %@ Aulzs A7 M)A (269),
7 ARS 1% 9} :[L/H ,] 5]7(4/14(294) 3}
*. t 2ol 2HF AN Fa, Aulzo] )

& A9 SRS jaselol st




61

g
K

N

1H
NI
=

Al 3 7 ARSAH 2 o] &2}

49%
16.6%
46.2%
26.9%
5.3%

or=

=R

4.7%
6.6%
39.1%
37.8%
11.9%

20.2%
30.1%
29.3%
14.9%
5.5%

CHE | TE

49%
14.8%
41.0%
31.9%

74%

Hlgk A, CARS W 9 TAY AP

ARsTE =BT
T o) Tt

=
=

3.8%

13.3%
33.9%
18.1%

==
=)

5

ans= S

P

[22! 3-21] ARSA{H|

nhlkla

ERR R

5.3%
51.6%
18.9%
3.4%

1

L

==

A

[

HE
7H{ 0.2 ARSAHH| 29 o]

a0 0%
so.o%e
ao.0%s
30.0%
z0.0%
10.0%

o0

ol o

=
T

52

ko)

M-
=

o|J

o

2 54 Eope BERs} BA AR, %

o

Ho W7IARY @0l o

b dse

313

‘mo
o|J
i
-



A 3 & ARSHH| A o] &2} WEE ZA}

N2
M
1%
(=)}
[N}

[O2 3-22] ARSA{H|A SH=0f CHSH Atgld oiRE

ol 2

=

} : N . ARsSES SoF
TYEE] BFEE i o MA@ TS
- malg

azs | : ) " | AmszrMIB B

arererme e e e - e
CENED

—sa 28 ES/EBIIE  USI/aTE AUBE

35

zs

1s

os

ARSE BT o
ARsZLHE|l= 5 . =
HrTde HEM | My 9| o7 Al EE-Roo Ll THE SRE
o] FeHy
=ald

s 251 271 32 252 3.45 311
== 258 285 333 253 357 318
Hy/a=2718 234 251 3.02 2.53 3.80 2398
st E/ e EE 238 275 3.04 2.53 3.37 302
mArORH S 234 28B 322 2.55 3.45 311




A3 4 ARSAH L o84 BRI AL B 24 63

4. PHEDH 248} Y Ol BES

W)

7). ARSAHI 2 o] 8 A B w9 HF 5

AR AR AZsks ARSEAL B (A H A BA )
2 A¥E Zn, 397 AAsiga Azshe AHEARe] Hlgo] 505%2 7HE &
Al GERta, 294 24.1%, 49| 14.8% o2 RAE AT

oA o8 Hw Foll diside 4~6717F 7P AARsithe AREALY] HIEo]
532%% 7V =7 VERRal, theo® 2~370(32.8%), 7~937H(11.1%)F FERSE
=8

[e%
N

[O8! 3-23] zlote| HiF7HX| BHAl = [0 3-24] THE 0|8 oifF +
SEHA| O] 4 o289 15 1074 0] 4 o8y
{39,5.3%) (5,0.7%) (34,4.7%) — 16,2.2% (5,0.7%)

(81,11.1%) I

Lk ARS A|2F] 759 Bad o
ARS AZ=H9] 6717 7159 oA gk ARt AZhs ZALeE A, A
& Wzt =8 vy 2~-32E] MEE s 71w w@E to]dd tis)
1 SEAE 59.3%7F Bastrhal SHatth

hfiFelte, Medd Al deWs s dorte 71s v dvs”
3} o)Al GAR Byl el e 2zt 85.9%<} 81.2%7F BRA FHZ

N
olf

_Lu
*



Al 3 & ARSMEIZ o] &Af R AL

N2
M
1%
N
~

S JeEh ARSY "¢ de3dt 7)5o g HotEglon, ‘Agow Zoprtr) et
gA BV 715 9A Basttal SRSk HlEo] 2+ 64.6%9F 74% % UERSTEH
A E o2 ARS HIE A] WE @ e FoFo] ARSOZ A7 @] 7l 7]

59 WE T Auizre] thshAE 592%7h Basha e

7121 3-25] ARS A|AH! 7|50| TWOA o=
o—l =24+ o
60.0%
50.0%
40.0%
30.0%
20.0%
10.0% ]
0.0% [— gan | —
. o - ol B = Heo= .
iz C}O| = HeHZ CEA|EZ WEL Ay
Tr=Ecciol g o7 A7 otz o] EAIEZ] FER AE]
o s=Eow 3.6% 2.3% 2.5% 3.4 2.7% 2.3%
mEemet 10.0% 2.3% 3.4% 7.1% 3.8% 10.3%
s 27 .4% 8.4% 129% 249% 19.4% 28.2%
Ll A=k 13 a6.4% 44.6% 55.8% 48.6% 52.1% 35.4%
"ope 2aw 12.7% 41.3% 25.4% 16.0% 21.9% 23.8%

ARI1Ge ARS ol§ A, FABT EE 79T PYAES AT 9o

o
o, ofe] W& z}t Fare] gk s AHE A, FFar Aol s



A 37 ARSAEIZ: ol g7 MEE 2AH 9 4

[O2! 3-26] ARSMH|AZ HE== S

fim}
rok
0
I
H

50.0%

43.0%

4D.0%

35.0%

30.0%

25.0%

2D.D%

15.0%

10.0%

5.0%

0.0%

46.4%

dZhT

16.3%

p

1.9%

gezo= 2oz 25 o= UEIES

[ 3-27] ARSMH|AE MS=l= 7[22mof it eEE

45.0%

30.0%

35.0%

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%

42.4%

31.8%

153.B%

9.5%

a
o
LS
ra
M
LS
r_'I:I_
M
HC
on
ra
A
o
4o
r_g
1M

65



A 66

M

Al 3 & ARSAMH A o] 82} ELE ZAL &
k. ARSAHI 22 o]-§ T)7]A] A3 Aulz

ARS ©]¢ th7] Al AZEE Aulz e ‘ol AN Shy AL A
Sha SRS AL TLI%E A BT, TEOE SO171%), FRAL

[212! 3-28] ARS 0|8 TH7|A| Haleh AMH|~

Hex|H oy
(66, 9.0%)

Au)
ox
ol
o,
re
i
ko
o
re
it

7 AR 71AE A

ARS AHEAPE R A 8 F, AA7AY AAT d7|ARte] U AR
SHEIAAL, 162 ~30Z7W 2 ‘30
Z~12vIwel AAsis SHol 47 358%, 16.1%2 ZAMHSI

=2
=
\=oé
olo
o
D
1o
&
32
N
)
—_
Q1
P
o
ol
-
A
=

= AlCES 721 OX I pSPS H I I
(32! 3-20] Alerel 017 QFA| Y of7| AlZ)
-

50.0% S

45.0% -

a0 35.8%

5.0% A

30.0%

25.0%

z00% | 16.1%

s.0% N

10.0% N

S 2 53 oa B i B
— A

0.0%

15z ofst s=~s0z= 0| @t oz~1= Ojgr =am OpaE -3 O gt Et=3




2
o

o)
>
=
w2
>
=
[>
£
oo
>
r d
i
R
BN

>~
>
Ne
M
1%
(o)}
-

2t Z9(Call Back)AfHIZ o8 A3 oF 2 29 M3yt o= AR A=
}\O %

Jeel do] dEsehA] o2 B 1] Az E w9 dEd

r
o,
o
=)
=2

A Agtel] AES =95 ‘Call BackA B2y E o] &3] HteA o e =
Al A3}, S92 7HeH 65.7%7F AHIAE o] &3 Ao] e AR vty <]
ok o] &AFe] e AMEAL o E AMulA AH F AHspt oE AR A%
AL o7 49% 2 THE EE IHES BT,

ZF o 7E A7t 225%9F 127%9) SRHES Btk ‘FWEFA detfe HlE
T 71%E ZAME AT

i
iy

[0 3-30] 2WAHIA O[S ZE 0f [12 331] 2 Fab} 2= AT

sAIZHO|8
AN (a7,5.6%)
15,3.1%)

vk H4E SUAZ R 2 ogtolu FUol B AF

HF S A 862%7} ‘1412 ol e AZHE Rl

A YT, Ve SAe) REe 52308 o] BN A3
1o UMl AFHolof sfe] BEol

[OE 3-32] Myst SHARZE Hx [O2 333 oft R /el = A EHed

aAIZEOILY

ENEIT 7Ie

(8,1.1%)

(8,1.1%) e esch x| fch

(12, 1.6%) (74,10.1%)

2A1ZHOJLY
(46, 6.3%)




68

i
K

A

=T z

1{]__

A 3 % ARSAH|Z o] &2}

2 olg

ARSAJH]

°o] §l=

AMu|zol] tia) o] 8Ake] BREEo] 65.9% %

g

ALER}7} 474% 2 St AL, o]

=7 Hebstth

4 of

4¢

50| 9= ARSAMH|A 0|8

[OE 3-34] e o 7|

35.5%

30.4%

15.5%

TIOo%

T3%

A0.0%

350%

30.0%

250%

20.0%

15.0%

100%

50%

D0%




A 3 A ARSMH| 2 o] 82} B A 2 24 69
6. 0|82=

7F dEHS ARSAHIZ 80 O A4 2 R £5 B2

15XX/16XX-XXXX 59 HEHTE ©o]-§8 ARSAHIZ=S] fF3o] et SHAt
o] A ztol tidt ARENA, SHEHAY] 534%7F Ll Jukal SHIATE ©] AMulx
of W3 ARE QFUAMQR7T%), NERE=AR(267%), 71EH54%)E F3 +
dh= 208 Uehtth

»ﬂ

il
rr

[12] 3-36] CHEHS F20f CHEh X[2t [O8 3-37] e &5 Z=2

ARsH H ek
(59,15.1%)

(20,5.1%)

2!
HEUZE o] &3 ARSHHIE o] Al T3 FE2 R 7193 o849

i 4o ATEed, o2 s3tE FEgAdl disl SHARe 825%

v
u
w
W
e
fm
fol
FU
4
1)
n
i
>
=2
=
o
Rl
N




A3 4 ARSHEIZ o[ g4 BHEE 2AF W 24 70

o) ARSHEI: ol & A] E3lE Wl v e
ARSAHIZ: o] A o] gaHe ARst FjEoR B 9
getet) oo tha AR VEES 2AR A3, $HAe 70%7} BEaA
e oz et

[22 3-39] ARSAH|A 0|8 Al S&lz LA TS IS

39.1%

3IS.o%%

S0 9%
sSo.o%

EES. LY

zo.o%e

15 o%E

1008

2}, ARSAH] 2 AA o]l88F
ARSAHIZ o] & Al 127 AAg o FFo i, ‘59 olsk 7} 406%= 7}
A=A Yehgal, 9508 £33 259%, 69~109 0|3} 244%9] o2 o]gQ
wo| AAstttal setH ek
[O2! 3-40] ARSMH|A MF 0|222(1EY)

1@ o
(67,9.2%)




A3 ARSAHIZ o] 8 BRI AR B 24 7]

wh ARSAHIZ: ol §839 AUHE ROz FY
HEASE o83 ARSHHIZ ol§8FS ANAS A i glo] A
A8 aFoz ATHES AUHA s, ol B IYA WL v
B 23, 7%} Adsitkn Suadth $A4 st $9e Uiy $uA)
'ARS A% o]§.27 & ‘Frolo} Ftn $Hstel, 270l FuwE 4

Aot EvtEoz eyttt

—

rr

>

[O2 3-41] ARSAMH|A 0|82z2| AlLiMEt ede=z Y

4D0.0%

Is.e%
S III%H

30.0%

25 0%

22.3%

20.0%

15.0%

1D0.0%

59%

AN ZZIY o3kl T ARSE ol8F  9E &4 ARSHNIZ ol§
Aol Wi Are SHA 657%7h olgsl E Aol Arkn SHaA,
273 ARS oI% ZPe thd Mulze] BF BEET AR B, 50% FEt

HEolgta §E38I9, TE/vuls TS A A 26%2 YERST



Al 3 ARSAHIZ o] &2 WHEE AL I 24
[18 3-42] 24 ARSAMH|A 0|8ZY
[22! 3-43] 24 ARSAH|A 0[RS0l TiE DIEE
60.0%
50.0%
50.0%
40.0%
30.0%
24.1%
200% o
10.0% BT
]
0.0% 3 | I
HeEnS goz ws oz yons
. 54 ARSAHIZ o873 P BiEele ol
w3 ARSAHIZ ]85 F, e ENS/ENS/RE0R SHT olES
doz ENRES o]fol i3] AR A3, 458%7F dshe AR/MA] =g

72



[

4 ojzigel Avx $HAdL, M &
173%, B S o] Fekiele 134%2 vehsith
[23 3-44] S4 ARSAMH|A O

50.0%
45 . 8%
45 .0%
40 0%
35.0%
20.0%
25.0% 23
2eaps 17.3%
15.0% - | an
10 0% 1) |
5.0% = -
L 0.0%:
0.0% : : . .
ks SHL= = s 2= sr=za0| Sler
BRI == es REr A S
e oims

_?_
Adel A4 331%, WA Hqusz

=3k o]froll disl] A 23, dEd
Qg AT 31.6%, ddks AR =27hA9 Wl 293%E 9] SEAL

SR, AFEA| FopM e SHL 6.0%2 AU
(22 3-45] 24 ARSAE|2 0|20l BiSsl= 0%

35 0% 33 1%

31 6%
300% 3 20.3%

25 0%

20.0%

15.0%

100%

6.0%
s5.0% ! .

0.0%
0.0% T : v :
SHEAIEZEe CH St~ 2ishe X =R o2 |k

= AME| == 21T ESE=Ned= o]
el me|E




A3 A ARSHMIZ o84 BEE 2AF R BY 74

2. 9 ARSAHIZ: o] 7
2H, 2ohEE ofEA0ld 5 54

s
& Algske MulAR s ARSHHIEY o]g Aol thek AElM ARgelE

ot

r
tllo
of
o
&
oo
i
>
i
e
4
X0,

k1
il
\;)j
s
iih3
\:Ll
5
o
R
o
k1
N
=
offt
£
&
olo
ofl
9‘1"
8
H

I-'E'l
I
=)
o
ra

rr

A WA 411%2 $4 ARSHHIZ26%)HT B4 ety

[OE! 3-46] SIH ARSAMH|A 0|8 4E

[ 3-47] 2l ARSAMH|A 0|ZZ &0l CHEH PR

—_

45.0%

4I 6%

40.0%

358%
35.0%

F0.0%

25.0%

z0.0%

5
10.0%

5.3%
o - -
T . , : :




Al 3 % ARSAHIZ o] &x} BiEE A R B 75

vl 3l ARSAHIZ: o] 84 F ] BEWEshs ol
S}H ARSAHIZ o825 F, vl¢-BUE &
oz, BUEEd o)fol s 2AS Ax, shd 29 &&rl =¥t 45.6%,
‘et JR7A mdo] oy 254%, ‘A& 175%, ‘A FHow <l
AR Bl o o] 105%% YEhY, 31H ARSAHI~Y| 085S Fo|u, gt
55 ZuAI7) Asiie Alzadle] el dast Aoz Yehdth

T
A
g
oftt
(o
il
:
o
©

[r
tilo
=

22! 3-48] 3T ARSAH|A 0|ZE0| 22HE o]R

50.0%
45.6%

45.0%

40.0%

35.0%

30.0%

254%

250%

20.0% 175%

15.0%

10.0%
5.0% ]
09%
0.0% T T T

Hot= =R SH =g 5o By 7|Et
CEoos HE7LH (2= oHE)

ok 3h ARSAHIZ o] 873 gel WS ol
S0 ARSAUIZ o] g2k F, WE/veEoR SHF o)5E wie W
o tal 2AG 2, HRE Ao AT 4 glojd Hejsit =
Sl 51.2% a1, ‘Ashe AR Edo] B 35.7%, ‘AFIA
A

71%, VdEH AAo] A&y 6.0%= A AT

HF

1Y
ol
o
Ho



Al 3 Z ARSMH| 2 o] A} ST ZA}

SN2
M
!

[12] 3-49] 3} ARSAMH|A O|S S0l 25

ro

b o]

0

60.0%

51.2%

40.0%

35.7%

30.0%

20.0%

10.0%

0.0% T T T T

ArErAF CiZm o) BHE= Hoh= =27 =TSR ES ZIEk
M= AlZfo= =2 == HEa)

girt

(80, 10.9%) ’ {075}




Al 3 % ARSMHEIZ o] g} wHE AR B4 77

. AQEE Aol o oA

T 7IHES SR GFAYE s, IR dEs agske ATt
A=, ol et AS B ZAMIA SHEHA] AWILE47.9%)°] ‘B 3HA
U o BReithal SHegl, ‘B asity 21.3%, ‘B 175%, ‘DL
oty 401%, ‘A Fiolty 31%=E VT

(32! 3-52] HHolME 2lziof Ch3t o7

60.0%

A7 9%

50.0%

40.0%

30.0%

21.3%
20.0% 7-5%

10.1%

10.0%
. -3 -
00% T T T T

i
1]
o
L
i
1]
o
_g_[
-
U
o
rat
r
Hr
op
2
fot
it
AL

A=)
=
HH o= $ie] g BHAAGl Ul 2AEFSH

£ 168%, AHYZS] M3 3 15%2 Uehdar, 7] e s e A2
T AJAFEE AR = Aol g EHY, ‘Holx Ao tE $7 Fo]



A 3 A ARSAHH|A o] &7} BEL FA}

[22! 3-53] JHOIME Ql2dA| 7=t EFst

N2
M
1%
~
o0

60.0%
50.0% 48 0%
40.0%
33.0%
30.0%
20.0% 16.8% 7 )
10.0% e |
15% 0.8%
0.0% s . L ) i
T atobRrObR SEMECE  IYEsoUs  AMTEseE 7|t
oy EEL e

9. ARSAMH|A JHMALEH

7k ARSAMH| 2 FH 2 of 7

42 o5 ARSHHIZT} (o] Hlal AuEYTh Azsher) B

2ANAE 184 grie SRl 35%, BEITE S d64%, AHETHE

2to] 188% =2 UENTE

[O8 3-54] ARSMH|A JHM 0fF

B 46.4%

45 0%

40.0%

35.0%

30.1%
20.0%

25.0%

20.0% ) | 17.9%

15.0%

10.0%

4.9%
e | N
0.0%

o2 OEF| ECE BE =
OER|RCH

0.7%

e




A 79

Sid

Al 3 2 ARSAH] A o] &4} WEL FAL &

Lk ARSAHI 2O A FH 0.2 Jf | ojof & ALg)

A AFHL = ARSAHIZONAM FHH 07 s ofof & ALt thste]
Q3 =7le SANE SHEHA & AR, dud d875S Ao ¢
e $9o] 7HE =gom(FAE 159 408%), ‘TASA AHFLE 159
193%, 25591 19.2%) "W7IMZE HAsHFa® 159 16%, 2591 2532%) 5Ol

93 942 Jehyth

ofy

[(12! 3-55] ARSAMH|20(M SEH oz JHM=ojof & Atet

Mizgl  Mazd 329
45.0%
400% —
35.0% 1
300%
25.0%
20.0% -
15.0% -
10.0% -
5.0% - i BB 090
0.0% — | mam )
ARYE  OEs 7|gt
e
T& 1=¢ 259 39
A2 42715 33} 40.8% 9.7% 7.4%
TAGA 43} 19.3% 19.2% 6.3%
Ww E53} 9.7% 15.2% 10.3%
7IAz HA3 16.0% 25.3% 18.2%
SFAAFTA 3.8% 7.8% 11.8%
H]-§-R-of ¢} 2.6% 9.3% 13.9%
e H2w 4 1.4% 2.3% 51%
AN E A H43) 45% 9.2% 20.6%
ook Bl 1.6% 1.8% 6.4%
71} 0.3% 0.1% 0.0%




Al 3 & ARSAHIZ o] G4 THle AR B4 80

o). 5 ARSAHIZ pe] tig o7
5 ARSAHIZ o8] WOl B A 2712 g, £Y7IBeIN AL
2 ARS £9 AHE Blen AN & AES ARSHHIZ B} uebe AjA
At 20 03 JAzANAE 29 Te%st MRSt SR, A
2 el W@ 277} Avks AL ReFa Yk

ofk

[12! 3-56] ARSAH|A JhAlo] Cist 2/

60.0%

50.8%

50.0%

40.0%

30.0%

227% 22 8%
20.0% . T
10.0%
3.0%
0.7%
o o =
e HHEr XI5t R] =z shErE e o
HEETSISHA] @S s HEETS B

A 3d A8 3 8

ARSHHIZ: ]84 WEE ZARE ARS olgol U Aw WS Auuw,
Aplzeol g AAAFE EESaA QWS ZARFEL ARS o84 2
B Ul 307 BE(LRE 26702 AT,

ZAE A7 3719 ool ARSHHIAE ol 83 BFo] Sl 154 ol4e] vh



o

3
>
=
w2
ol
=
[>
o
ofo
RS}
r o
I
b
N
Y
>
=t
Sid
1%
[oe)

BIBE oo o AR APsgon], e 2 Srd, 4, 9, &

ol AT WEABAAN o)), FLEA, FolE o|§AES oz 4

Ol%&%, e Ha
A, AR, ARSMEIZ KAL) 5 3070 FE(AFE 267)) o2 FAH AT
ZAHAT FE o]gdle Hoke FAQ77%)F F8(23.7%)°] =A UEhgoH,
ol-& AT 23)(192%), YuHFH(174%), A/SANH(123%)= 22 YEPHTE ARS
Az tigh AubARl BEEE 55 el 311402 UEEoH, 53] g
Abebel gl tid WEE(3461)9 ARS e FEA(3.2%)d d& vEE
7F =9k

T o]l&3t= ARS AMIZ7F AfAESIT AZEEA] o tisfA ‘aEA o
= S0l 35%, ‘BB olghs 70l 464%, ‘NAEJY = SHo] 188%=F U
ERst O, ARSAHIZol|A] T A 02 sde] Badh BEd AEA 9275, T+
AEA 2ras), g7IARE HAg o gEdoH, AR 4 st
86.7%9] SHAT BUE Fhdte Ao e

5 ARSAHIZ o] &xte] Hold ' AFFE 3 ARS H7PIRE sjAddl

Y& JARAANE SR 7



A 47 ARSAHIZ 29712 87 2 HAA 82

<

A 4 A ARSAH| 2~ 97138 A4 2 HU)
A1A H7E AL

YT SRS o ARSHHIZE 719 B FFVIRe FAHA ¢
o H&AT olgABA A&F AuATS 99 £IHD gou}, U
ARSHEI A ABA B AF2 A glo] ARS o|§3} BAT
AP or, ‘ARSI o84 WEE 2AY A% olHE BRSH ol
Arggo] T EAISH, ool tig Al4le] Basdct
ololl ‘ARSHHIZ ]84 MEE ZA ABE EUZ, ARS Tjo|=gele] A%
E BobE YHOZ ARSHHIZ 2
2 Brke ¥34 SuE 99 A
5 BAFES A

WS 0 WAL AL, 3

Bits
ek
N
Bl
2
)
rok
N

N

A ARSHHIZ: ©]84)

ST ZAL ‘1095 ARSMMHIZ 9713 4 2 37 g5 AdEAS

WS L A AFA B 4FS A5 S, £HATA|, ARS BE}
So= AR ARSHHZ $AAN HFE AFsgon, AFHOZ 5 3

MRS PREENYERES o ZUAY YHb ol JE 10

=
N e AAs FEagon, 498 49e o dayess 4%



83

o

7}

tod, 264 o)

O

E

A

=
o=

A

3

[e]
H

o)
T

Al 4 7 ARSAHI A 29713 14 3

I ARS &

o

37 9

S

719E FUH R W
o] ARSZ A 27371 ®

N
‘mo

30578 7]

&

FHA 3270, WIZb71Sd 2737,

Ho

3

3457
H

zq;d/\

<

=

o

3}
=

SAY 1974 ARSAHE,

14 7

LIS

5

A
J 59193 28d), APGAAGA 1678

[e]

A F-&

] 18%

Z
12} o=

2
A 2867) 71FC1GAZT 715)

[e]

7712

-

A=

o
tod, @3] FAE AW

A <]

]

3

-

o

F 327 78S o2 AA3IEH ‘119 = ARS A

[e)
T
o

)
Eilas

S
4

0]

[e}
3457 7)1

7}

o

=]

A2 A

o

=

=
=

: 28671)

A
&
oF

I

-

]

2 437, APBAADA: 1670, &

71

et

R

]_

I

2, 2YAR 87 7115
o

1o,

Al
o

718167} BN - E), &

go=z
a
Fs AT

Xe




A 4 % ARSAHIZ 9713

& =
< _
o WOT M M__//H
I = A —
TRod| k| E
]L | )
) ,wn LG . py
B o = - Cl =
~
SHmgm| T &
9o m_il\,_ﬂw,._ B ~ Ho
“_‘lm ﬁo ATL \U‘um “._Lc N
TESEZO Y |l
T W %0 o) @ | oF Lwﬁ =
T o A e o | P
— —
W T m m A w MF
% T —_— N
o o X )
MBEHEF| T |
MM uﬂ m__/rﬁ % | o o =
=N ) S -
= S = ARy H_VM _,”Mo -
wrT | e | e RO
)
‘m_ M m %0 o+ Mo = 20
cassn| ® | Sk
=<0 N =0 %o
do TN =N | TR
= ~ & =T N
B %A B B
T
.UIL (o] [92] <H

32

125

188

345

Z

19

104

163
286

AAA

16

AR7|%

}

o°

Ko

19

17
43

H

77

194 ARS %
S0

Foll whet 1071 <]

e

+ 273

3
R

= 7132 A9

SAL 197 ARSAIE, RS A3

| BAE <

)

ot

5

o 44

3

=
= %

7h A



M FAY 5 49 0

=

o

A5 &
S 4

=

A 4 & ARSAIH|
[e)

Blo)a A=7]9A

>
ARS HIEZ} glo] n}

ARS7} 19HA|E FAdo
A A4 glo

a4

(]84 WHEE ZAMAT} ARS o] &80 w

o= 107 A9 A%
V3 719 F7h2 A

)
)

o
9

1) 227 o] ARSE

=2 49 714

< | =
e
O

Y
——

oo

HA1ohy
207 o]

2
3
9
5)
4

17
23}
7l
9]

[¢]

]

I

3

7}

[¢]

3

114789 A5t %

=

o

ZAEo] H7 A AE AT 110d H]

7hh ol S A=<,

g
=

}

El

013

7 =2

=

<)

~°4

/ol F7HE A

AL

1089% B7Hd 21870 719 5 15970 71e] A=A em, 5970 7199 1

F9% 4

=
=



A 4 ARSHHIA 9718 44 2 37}

86

11d F71Hd

HER FER , A
10 At (518)
HHAY (36) 31 5
=324 31 28 3 s
=8RG 23 gl 23 (30) 25 5
(43%)
7t=4d (10) 10 -
FHEEH (1) - u
294 ) 2 -
AL ?) - 7
=994 34 ©) 8 - 51
AR 1454 (6) 6 - (19%)
AR (14) - 14
BRAFFAL7IEN D (14) 8 6
14 Q) - 2
Az g A7 ) : ' o
AAEFAL71EHA) A G 2 3 (8%)
71K 71AL 74,49 (13) - 13
HAEAY B B EAY (6) 4 2 6(3%)
AR 9) 5 4
Sy 2 (3) 1 2 20
= (6) - 6 (7%)
A44 (2 2 -
HrE (20) - 20 51
& 54 33 @) 4 - (11%)
SHEE 3 HElAEI=Rd(7) 7 -
ARIA BAAAER Q) : 2 7
AR LY 3] (5) 2 3 (3%)
A2 541 (6) 4 2| oew)
A&z 2071y aﬂg F2d7H9) 7 2 9(3%)
A717t2=4 717k (2) 0 2 2(1%)
) 159 114 273
A P A | a00%)




Al 4 & ARSMHI~ 9713 74 2 Hrb 87

HEHo2 119 ARS 9 W7kt ARSE £93le F33E 30 717

27370 MIZHREo g Z 30570 7)BE HE FHrigao s AAs AT

<I 45> ARS 2Y7|2t IS )

77 g Eok % F H &
YRR 7 2.3%
TEEE 2| A 6 2.0%
A H-AEA 19 6.0%
+ERIY 118 39.0%
SHI RS 51 16.3%
Az 23 7.7%
HAEAY 6 2.0%
N T 20 6.7%
A TN 31 10.3%
AFAAE A DS 7 2.3%
WA Y 6 2.0%
AeAT=Y 9 2.7%
A717 =4 2 0.7%
=7 305 100.0%

-EeE T3
- K| Rp]|

- oI kR
=-ogEy
=N
- R

- 7

= cojel
ool

- AbpiAlE R e
=t LIPS
WolEAaEAaY
l 7| A




Al 4 7 ARSI £9713 A3 3 97E 88

ARS 7le|=2}Qle] F4eifol tid ARSHHI A $971% 7 2 WS 0D
HAGE 0 AL LS ARS £IAA ol ele e # CARS
AElz o874 WEE ZAk, 4WE AAE FH A A5, AHAEA

L

od 7 Fope] AEVIE FAE ARSAHIE YA YIS F3t

>ll

2
=
32
o

(02 42] WS MY By

o ARSAHIA Jl0|Eatel % Ol2X} BHEE ZAE S8 BIHES E5

o ARSAJHIA OISR} BISE XA ET SRE 4% X JHEX| vy

o ARSEE7|T chat M| JHAE S8 B2 o 48 (MelY 5 43)

o 87, AHIX} S, HEA ARS AR HET} S0 FHE ARSHHIA 2HHM HelslE S8t
HE Tohoiy % ¥ o

gorasud

ARSA{H| A

A WAEe 2Ae) AEHS Fol7] Ustel, 11 9 ARSHHIZ o874 w

£z
o
of
2

B3 d5S T2 cAEE ) sislen, 4 5 de AL
1=

2olalgla, ‘109 ARSHNIZ 29719 47 % B} Avste) W



Al 4 % ARSANIZ 2718 A7 3 H7F 89

5O
1=
B7HE S =Ed 52 AEd d271%, o8 AgA B ovw 2ESY,

‘ol R i7|AY, RS, ol &

i = -
SR AR AT | BER64H A% - -
&= i 7} 3 = A B cl o - * g
Jo7]' o lj 10 08 06 04 02 ]j 5
1. ©AE A9 N
PARSRS) AAY T AT I
& tzT—‘_ 2. Ak AA
i RIS 15
(35%) Ag+ AT
3. /e 3 A " )
o} FoIR= Aul .
og | ABMPLERR | 5 )
HYA
Lj o 5 }E}‘%%]o‘jyé /0/ 5 i
iyl 6. oA(A) B |
i3 Eo7] W .
(2071@) 7 E]—/\]Jé_7] - 5
8. ARS /\];5]-/\]
% 10
;L?NP;} B BHEA TR
(20%) 0. Uﬂ"l‘:’_ 01_4 ] 0
7].0__ T
81 10. 291391 S .
(10%) 93 AAAR = 10 g}
opgz | LoREEEREE | 10 /
PN =]
‘;_l 12. :TL/@E_ % ZE]—
ARAF ARAZE AT . :
(15%) (¥ °1A, e-mail, :i
1A =] 5)
7 100 R

2 0dE gHlsle] FrtEk ke




A 4 7 ARSMHI A 9718 A4 2 H7b 90
<E 47> MFAIEE SE7IE
AR AxE HsF 7IE
B713E A B C D E
3 A
W AlTlo A TA= EAY Arcke]
%74] e:‘c}n'é E'_E— %7:“ Z{].Q]él— E—E—‘ =70 U?] 0;7;]1:'7'](_b
1 ﬂEDﬂ‘IT zﬂ]’é‘ o O]]HL - a2 o
ﬁ7§7}"6‘ %74] A fos RN
5 < 757]"3' VAT
B dAs C
cro] o1 1% 1% 30%
o | BEERREEN s gy 302 ol 2o | 30% | oy m:
2= A o | a7 ey
| | )
3 A8 Az (219) SE S e wey | 28
o) Fo] A= _' AEAE A2 e
Z'“'?D_ — BAT
AH] 2
EHul A8 A L
4 R NsAE i i A T
7% 7
et | 7VE S, | 75 sleu, © o
5 AeEdad o £23) 23 o - - 7% $
AHHY WA | s dm, | A% Ao, | s ae
6 o o g 23 oty - S AT
= ]’7]'7] # _u_T'_‘p:} AL 1vx
e N5 AL, | 7l e, oo
7 A=Y e §23 oy - - 7% $=
ARS A1) 302 _
8 B34 37 Qe 102 o 202 oy o | X% ol
AUAZ AR
o s oo ] ] -
P | s e e :
MAFE {14
98 ge1alo] % ARS 47
Bl gole | ©el el 2o e ity
0 | A2 AR 299 . WEEdE) |- |
94 o] 7ol A oA 714 g g
AHARR 48 2 .
Ehn
olgaF EH AR08
O A : R
FHE 5
ARAF A= .
12" (Eslo), 2% 34 - 1% 34 - e
e-mail,
htE F)

1) FA T/ : F¥°lA,

U 2y, 7H 5



Al 4 7 ARSAHHIE 29713 A4 9 H7E 91

Al 4 4 BF7rEs

047402 Yehgton, 127 A% AR F ‘23
A2 B ARAE o982y, ‘Ml

of 7]l A - S-3HAl FFEk e A

o7 UrE}kkED%, e AAA éal” A R
#y, ‘A B EF HT 2o 24 U

™
g
45
N
N
olr
Jdo
—d
g
=
rlr
=2
—H
M
b %

M
o
N
olr
r [}
ox
ofl
(o,
re

W, olgeF B AR89 PARE T FHAF Fx@ssyE W w
FE o2 deht Auizel digd sjde] A, ‘ERMuls Tl
(6Loy sk Vel A AAA] o] FojAl = MBIy = B Bk 9 dEhd
FF AEHRD Aol a7,

[(1E 4-3] MA &= E7IEn

A eAEATY MEH GENGN  BEAMA  ASEOZ OMMRISA OAS  HIAHE  NSAUSS NORMOS  ORER  ASAHE
@z AAIZ Aqj s 8e oy




Al 4 7 ARSARIE 29713 24 9 H7b 92

7]

s

(838), A717h2=91(826), S&AHI2%d(81.0),

UERATh Wk, 224 (51.5)9F

Jep} Aulzse] o

F el a7, BAEA], AEALY, o

<l
pud

o] a7t

/

kA

3

NETEY  BIMEAY AR

H

MEY  BASNY  Eany

4 7 _g

XRH  EURBON  3SREY

oAy

Ty

K

X

2(80.8)&

A H804) e}k =A e

=

=

A}

ISR = 4
%3t =

= AHI, Wy

AQA o2l
o £A e,



Al 4 7 ARSI 29718 A3 2 H7E 93

FHEs
HuAZHE

olgas

EREE

L HEE HE XHA M=

ARSA|ZTA|
FoY Y2 HS

LA E

oIEEHESITA
S0rZ17IE)

SEHH 20




L

T

5

o

3L

e Aot Al

3

Al 4 % ARSAHI 2 29713 A
A

T

2 ARS A{H]

fu

.

1 AZ271%5

3

Fin

A%

A

7+ 23, 2

3

| digt ARS %713

o)
Tz Jo N R A
o m| IRk | ReTw | wpia
~ % W s NTCHN T R
Ho ° — 5 N
=
_ N =
ot A Bes
—_
a
gil B o =
. N o XA = oy
‘Ul n%u ~| %O ‘W ~ ) = FL
o 2 W@ A =
@M o o = Bl I .
o 3 " -
N
N OB G u K
B ook K W e = )
= ~N o 5o REN ° =T
o X R 5 i o) o
< _:_H_ < oF el )
plo = 1o R = I =
A ~ - .
o K 0 = o £3 N o
T 9 S ° = o) Ho
_ < o o
T N SR
] N
‘;\_ Ot pal o B 0 B
KK =
—_
% mL o | = = o = 8
I N
- = w Rl W o Ho X w
2o = 3 o w X W
J B %o B X B " A
Nooglo - | ® B <° ) 3k -
o = =7 o FF T T
< — /\ hri] - N W o oY o N i~
~ N © ol | Z % = W =2 S o
= W <H 20 | ¥ T B %o N <
LR
2 A
&.O % Vv 8 oF
M o NE g X Jo
W Zo N Mol " SR
o = v
B ~

e} iAo B ept,

S

H]



Al 4 7 ARSI £971# A3 3 97E 95

i

Ay
!

ﬁuﬂ%ﬁTM.ﬂﬂOt Ho
ﬂ#moowux 3 —
oo _ T —
< [°) Ie)
ﬁiﬁ%ﬁ% Jo
of M T E WO i
ol K © o
od_m& g CARAY k|
ﬂLoWLt J,_mM g -
RN L < AR F3
S g5 W W
w T8 % b T oy B
LAl e o N G IE
Lom N T O =
L7 T2 B .
OOAE_ﬁQE E.._.uAl o}
MoE S ol
o ° TR — o il
N " o= R 2 e <0
< 0
= 2 o8 M % a5~ gl
%Mwwme_egﬁ ¥ % <
b3y HF= oW
oo B R N T =
s e = T <
XNU./%./M 4m il
L,Ru.%ﬁﬁt S M
B = o i = L
L G ook A
in.uuhrowwqﬁoﬂr
o X __ouMmﬂ
EEL,%FOQ%E | ‘
L TR N e i) g
s ¥ g row
MHQ.W\E_EE_E7L s PRV EREEE R
ML%\,W‘%%AW,W\_% 5 ! g0 R
~ g | B

fu

gol 37] Wzol, H7tel ojs} 22

T
=7

5

S ER A7IY F3ZERYY F




]

)
‘lo

i %

(87.7)

A

2

7vas,
]

s
i=

[e;

),

(883

4

o

o

Z<_1

3L
O

7

Hog

A 4 74 ARSHEIZ 29719 BH 2 Bk 96
4)

=7 Hebsth

94.7
93

b

]

=

@)
st

2

R
g
3

"|_

9 o2 B Yehgth whd, x&4A(33.3), RAER4(63.3), +5U(634), FF-

A
I A

<

]

, g
(94.0), »

2]

82.6% ]

[¢)

oz A7}

pin

o
mHﬂ

7HIME [ 2pA 4]

50l gl 257 Bop &2 35S 2ok

3

DE

bl 48 Bark of R

o]g

H

0

i

(76.9)&

o

7]

| X

81.8

HHH, 3057) &

A2

Ak
=

AT 57) 7|Ho T
A2t

63.3

—

—

oJYZ ATHY 71HS

(02 48] Aiziel 1Al 22

H

7

2

ez |8

d

T2
2suquz |1
sxoy
EEERE
T
e
]

!

o

AAEATREY

o}
o

<

ZAFE AT

7713



7F 97

3

by

Al 4 % ARSAH 2 29718 A7 8

A9l Rolg

8 Uehih

82.9

90.0

850

80.0

750

700

65.0

600

o

or

_._3.1_3.
S AR
341..3.
Mgl
D |0 |1
Flalr|s
o | | =
GRS
x| 0| e
FIRIE|S
| " | o | W
| ® | Fo | B




o

A7t 98

81.3

82.0

753

82.0

AIZHAIZICHE)

—

—

Al 4 7 ARSAHI A 29713 14 3
33 el o

AlZF (AlZiCHe)
833

mEy mZD

L—
—

747

84.7

Al 28]

gl

02 410] Atel oAl 2|

| o

b

I

4-10>

s0.0 +

Q
o
<

80.0 -

<iz

]

Ho
Ho

718 B7h 2x, AA

o

A9)7 A

A, Adr7] A7)
e

=
=



A 4 % ARSHMIZ S971% AA 2 97E 99

W B
— N CAC L B o
B Eg A
e R oA o e W S AR
™ - 2 1:” T s 0 =5 N Nl
o]l o = T = T B
K < ™ ™ @ W o ol
o B A oo e
o) o - 3 N AT :_l _5_._._ ,._._ﬁ iﬁ N
n = W O w ™ N XO
s B Al oo X dore Moo
N O - 2 g we P B =
‘Wmm ,W.Hﬂ K 8 3 nArO ) Ot ﬂwo X! N o -
S = M T T
™ AR i m < - 3
7o o |_| = ) X0 T O R
X o = 8k N 5 oy
© ° S ST o (R
g 5 < k& =T B oy o9
w9 3l - W T _ " T o
" = o) gz mH o o Ho T
5 2 oo T 2R R R
= 20 I 0 =1 ! Iz -
S X 5] PR RS e 2
s — %o o WOE o=
= W o B ) st W ox BT T
0 < ArEg el
L RN = W Nom Mo < =
= Y HEI H.Al nArO ~
S & < TE o P o= )
z = =1 T @ B 2 omwm W N
= X H o o o = WK
T X o N S S R
W_ 04 A X ﬂo = M T
B il | B T Ho _
* = : - : A O
e Tt iBEiBGELELE o oo M - <
fo S R
B i i ® ! <o o =~ oH N 5 X
. < o ~ ‘._,_AlL ,W ~ nAo q
,A,, BooR

WO
R A H o3 W



100

Al 4 7 ARSAHI 2 ¢9471% A7 8 Bt
il — ==} [=J =] o — 17
[0 412 BBEE vs. PZIRR AT 92 7|5 T}
s0c.0
85.0
835
80.0 Bl
750 -
751 \ 738
700 -
69.7 \
677
650
§0.0
CHHE yEE 92 HEE EEMT HEE OB AU MH~

ez

wgazxg

0
s

1000

%0

00

50




HN
o

g ole W4 2 ey ¥

113 ARSHHIA o] g2} IS 2AF A3, dEd 22834 § 92H7I7HA
of th7|AIZV el thall, FARkyE o] (50.3%)0] ENEdhe Ao YEoH, g

o A2 A 29 24 o] 1417 ool SHE oo A= 27l 86.2%,
ozt @ FUol= FWAMu| 27} A FH ook dthe FHe] 714%E YER) AT

—_
—_
T
X
R
[
Ho
o
X
3
=
&
N
N
=
_>.:
}M
1%
X
E
[~
N
olf
Ho
—111
m[m
o
oo
g

o B2l e Wyl Basl ARSA|AE FAoE o] A UER}

= 3 BUE #AAsy] fsto, dEY d27S(0), ‘old dARE ot
]

olg Held H wywEEsl g wiHe 20509, AlF-EriEdEE wid

<E 411> 0|2HaIN U o

ar
EH
M
ot
=
ikl
]
0k
N
oln
il
N
M

pajn= 3T Hrl=z 7 f
}= 5 Ak A H7lsw 7%
iy A 5 T
iaﬂ}qa]_/: B -
s g | 0| 19NE . |- s as
)
drddd | o |75 g, | ks gl e ae
O]% ‘o0 ;L_T__zl‘ﬁl' E%ﬂ_ (ﬂ'% - - O BAW
A4 .
3 ° o1 (M) 7% 93, | 715 9ok
- A 5 - z);]_ i ;::}Q R o
. ]:5} Sojrr] ¥ EF | 2% o4
fin ey - —
AET] ¥ 715 AL, 715 oy, © o1o
HAE7] > X3 %23 oty - - | 71F 8=
RN N H=
Al 20




Al 4 % ARSAHI 2 2971 A7 2 #H7F 102

1) SUAH2 7)5 {7

ARS o8] AEE Hrsly] el AEA F7HE EWAE L Vs FF
of 3t 7} A3, AAHFL 61.6-OE FAE L, T3 5874, WZHE
T 619507 WIZHEFo] T3 EEol Hlgt EA UEhsth

AR AEY, RISl BIMCE 7 £ HFE BHAL tel
2 ARI1™T71), RABAY733)Y w0 EA UERD, :171712:90(200), &
F90(329), AAHA(33.3), EAMY@40)0] H& HEE BT

30570 7171# F 15670 712(520%)0] FHAMRIAE AFehe Aoz ey
T Mu| 2 JfAe] W Bed FdEog Aotdtt FERIAGAE 11770 LA
F 8571 QA(26%)7F AMAE AFE] pE e FUAENAE ATee 4

o2 YEyith

o

[O2 4-14] SHYHMH|A TS FF

wAAAY
HEAEZ
FEVITES

ApA A




103

7

o

3

i

Al 4 % ARSAHI 2 271 A7 3

88.7
' 9.0
90.0
86.7
100

%0

86.5

80.0
71

70 80

60

(77.1), RAEAHEB0.0)9] o=

-

i

50

20

30.0

of wiste] w5 =A UEsT

o9F p
wHor
ESlY
v .
w ol i3
-
B )
~
oq T > -
o =
o 3.
S
o= 7
R <0
=0 o Ml
b ol
o % KH
- H
A
TS ﬁ
B =
SN =
o R 2
B M.m <
o X ma
o Ny q__._,_
\Hu H;l —
0 = JE
T
‘,l.m% =3
! o}
N ﬁ
Wﬂ ZT_ ‘WL ~ - -
B T
E OE o mE g
& F W g L ¥
B X

2ASNY
BEUBEY
TIRER]
Hum

F

AAFFE 867402 ZALE YL,

2 FARHEA, A77rAY, wgAHAaYgo] BF 900708 AT whE,
© H5E By

AZAA (HEP R QHl A 2H)
s B, 2 9dl +54(710), F77




Al 4 7 ARSAHI 2 2971 A7 2 H7F 104

H A,
AAR T 4oz ZAEIT, TFHE 8977, WARE B8HE T
Fgo] MkRRo] uiste] A ekt
AR AuRY, Ar)7kade] A B A4S RAL UEoR 34

_ﬂ_
S (944), FEBO43), FEEIAB79)9 o2 EA ey, AAHAIYGA
o

A(68.6), A (70.0), AZU(730), RAEAAT wgAu2(733)9] &0
we HArE Btk

[(1E 4-16] Ol'F EZESE O[X(XMZ)EA =0 (#)

00.0

775

68.6
A AR

esw | e
SA0p

2ASAY

HEY

845

l 87.9

844




Al 4 7 ARSAHI 2 &471 A4 8 B2 105

ul EFEshe] AR A FrHEQ BAEV(Me] Hrt A, o] FEe v
T RESE AH R 5 ol FolAE Ao THetE I

AA T B7HCE ZAEL, FFFE 9034, W 852808 FF
o] RIZEE-Eo| vt A UERsiTh

AR AuEd, A7P7keY, mavy B RAEAY] M 52 HFE
HYal, vFo® AR7IH971), AF8EA(%.7), sEIAE1)] co=
A Jehga, AEARIALA(14), AR (633), =AM (740), AZ(783)9
o8 Y2 HrE BYth

[O2! 4-17] tiF EE3E CHAE7((%)

ALY

EiEx

YIRS

RENERELTE

¥ e

'3
noop
dJ B

=
5l >

R 1 1

o 10 20 30 40 50 60 70 80 %0 100




106

37}

3
%

i =7 Yebgth

9|

Al 4 % ARSAHI 2 271 A7 3

71 & s o] RZHEE H

=
=

Sy o A

-
o 5 =
ooy B i
o - o] _,_H I~ . =
I RO m ] ¢ @ 3
e = 1 %
O_L L—L io __o__ o
W L._ﬁ MM ,_lr.yl _AI
uﬂ % T H H
o ~N WON 1E
— = ¥ I =
N a T s
~ _ww (O 0 5 : £
< N = . = &y
— oo B = T [
0 Mo, N 8% N
~ N X or Ul
wmw M = B o _w_
A :
o N 0| g 5
= DN B Sy o .
oy oo = O o P / %
= T e W W_L &
£ T o o0 > AN
N aies T H 5 1]d| /
Ho o = =— 1
g N B L g
X N ® o R — N 2 &
S EqTE®B 2 f ae
Ho T g o al
Ho e oo T w m. 4 v = o8 @ owm 5 5 & 0 s
o &E oM \§ ® £ 8 £ & ¥ € 2 R
oAk H % T



=971 A4 32 57k 107

M
o~

N

o
>
=
w2
>
=
[>

gHEA | 28k

w5 A7) TS ARS ol§47) ARSShY MES
F7o] 95k MBS AU W e WA Yok A%e ewac
ARSE A% ol g3k ol8e] A, ol§A7t Ashe Aut Az AU
% o= wro] 9 QAT Yo} AP AR oFe] 5ol UES
AAeA) S vl AU=AE & 5 Qe
o8 % tl7AIZke] UiE Wi e 204olw, ARHA G WP BrhE e

7)1Ee <F 412> 2}



108

Al 4 2 ARSAH 2 4713 A4 2 H7t
<E 412> 0|8 % OH7|A[ZH BN} "WolSE 7|1&
Hyl= 5=
Bz /‘ﬂf?" 73]_{{‘5 oE H7Vsg 71
7 e A B C D E
ARS A|ZHA] - - _ _
Bu | 102 | 0% | 0% | 30z
SES B ARAT 10 °
];_; el Qe | ol | o | om | ol
o 7|1z T Avys
T 3 j?j ] 10 | 9 | - ; gle
7% i
Al 20

1) ARS A2t Bald HEAE ol

‘ARS AP Fard AEAS RS 7R A9, AAEES 98250 v

A Uehga, FEEE 9874, W7 981do 2 By ARE

__(lb_
Bolu 719e] A9 Sle= & U

[22] 4-20] ARS AIZHA| 204 HEHS

Agst

rr

7]

96.7

9.3

l 97.8

98.2

99.4

00.0

Joo.o

97

99

100

00.0

00.0

00.0

00.0

00.0

00.0




2) H AUH7] 715 7

W A7) 7l &5 HG7beIA AAETE Age 76H0la, FFHE
9234 RIZHE B2 02 RIZMELRe] FFFERT A4 YEEth 335
A, AAAE Aesta 35718y FARREAE AT AUs7] 15S 2
AE AoZ dFotEfitt. MR 2 GAE ALstae tiF-E ARS A
ZollA il AU 71eSs AFete, ol§AE0] dile FRE d55= ¢
A7} 1423} wo] o] gAte] He7b ST

=)

l

[OE 4-21] o7 AU

PR PR

;

n

i
1
of
o
o
[

-]
B2
[N O SR T TR

"
o

"

;'Enl'

2

]
Ed

ol& & ul7|A7ke} AR A B H71GER] CARS AlFA] B FEAY o
ok AYHY) 71 fel ois) dukHos AwEy, F e o3|
TIHEE H UEE BT 907 oY w8 HFE Hole AoE A
‘ARS AFA] FuA ARAT AR FFEEY HE7E oz A el

i, my AUE7) 7 e Aedle U] sEEEdd Bl ot =

X



A4 ARSAHIZ: $718 97

RS = RN

ol

7F 110

[OE 4-22] 52 vs. LIZIFE 0|8 X o7 [AIZH E7HEt

1000
98.7

—l 282

880
981

96.0
9240

923

910 T
ARSAIZE| o 2457]
ZaY = AZ BEEE
——23Ep --uzEg

[ 4-23] MHE 0[S X th7[AlZH ETt




111

7}

3

=

Al 4 7 ARSAHI A 29718 A 3

p—

o
il

o] o5 9l
ARSHHIZ: o84 WEE ZAL A}, ARSS] AUARR Gl s} A

gl

By
o)

7hl A=

3

I

7W7F 85, £

3

al
7\(.\1

2kl vhd

7ttt %71

b 7ol

3
pul

i
Al

ATt

S|

=
T

ol

o7&

Nz
plo

37}

i

SRR

1=

1o°

7¥

el

-

< 105014, A

&

of o

4-13>3} 7t}

—_—

o

—_—

[e}

%O

<3t

=
m

| viE 2t Hotse 7|

3}o
!

ol
—=

413> =2

<#

z]r_
N

o
plo

N
ﬁo

H
£
a<lo] Bad
g

ol A ANIFE

o
A

10

A%
A%
B

mr

1o°

987402 e}

]
=
Q7HEE 985802 g =& HFE Kok

7HiAY 30571 7]

:
W g

I

5

27

[e]
a’i

g

|

F ool A iR

3|
T

g8

10]

Y

|

o

3}o
=

(98.0%)0]

o

o = 20470 7]



Al 4 7 ARSAHI 2 2971 A7 2 H7F 112

Sase] FERYYANNA I AFZ A2E AFSH) 93] ARSE 9
Aspnb 14 9Ee a7she AT Uelt,

[0 424) Zolstel2 2i8t JHoIFE 2l

i e 00.0

00.0
HSAEXN
00.0
gAML

A AR g0

00.0
00.0

99.2

' 97.9

00.0
00.0
00.0

98.7

of. o] 887 B FEAT

ARSO|-§AFS 0] A7k BEF 5 Ul ARS o] 8A] Qg0 et BTt
EAoIH, ARSAHIZ o] &A} WL 2AF AR ME o]} FARE Ay} AL
Ak WA ARS o84 o]&a7e] B FE9 ARS 9/ o=kl
of AAE uie} o] ARSS #HHAE AWIF o)A, email, HIAE 5 HE
2 AFHL YA AR5 AT

ol&8F 9 HHEAT tigh vz 205 ARGt FEE wiH T Bk
79 7|1F S <F 414>7 2t}



o
po=
o,
N
)

Al 4 Z ARSMH| 2 29713 4 113

<E 414> 0|22Z2 2 MEMZ HiFEY HIsE 7|1F
e AR AEE | oW Bsd NE
o 713 &S| A B C D E
AR}
2212} A BER
l-l?q ;( T _ _ o)
ogag | O EHEEEAE 0] by e ¥
Uﬁ] pu=]
L | TAE 5 AR
%Exﬂ“"‘ = = Euyibd
RN R I I I
e-mail, SUIALE F) © © =
A 20

'ARS ol&8w wH AEY RANT Hee 85402 YEI, FERT
3943 IR 967402 12709] Br1E T 7P B A Bolth

B7kE 30570 713 & 19670 719(65.3%) 0] FAARe} o] 84} FE o2 o]
QFS BHIAL Jlom, 957 N1 HELI%)S ol &ANA olg TS HFIE A
SE etk &g o) ldvte] A4 FHOE FF A&HoR AfHe] A
A8 87se FEHOE eyt

(22 425 01823 R ¥




Y
o~
o)
>
=
953
>
=
[
Ho
o
N
riy
2]
ol
po=
oL
N
S
—
—
o

B7rg 3057] 718 = 13470 711(44.7%)01 ARS 7% To Hre] 37
AE7F flom, 11870 719(39.3%) S 159 AEE FA e AR otk
2 o1} ARE A T1He 16%(487H 7R JEATZE] ' 7
o] vl e A4S Holal 9lod, o] & 877 tlEe 5 A&HoF sl

448 a7dE FEoz Yehirh

[12! 4-26] 7dT 5 HEMS B

50.0

) 658

olgaw R HEAT AH

A]
T 5 AEAFT A=l disf AwHom AuEW, F 5o gl FI3FE 2

o~
—z
Sl
d
—n
S
=
o
o,
Lo
ple
rlo
=
x
il
[t
o
rir
pocy
(o
frtt
i
Auj
0
i)



115

7}

3

2

Al 4 7 ARSMH| 2 29713 7 2

H2zt

7

q

1 I
o o

2 MEA

o1
A

(=)
=
o

304

350

Fy=s
HedEHe

il

A%

o] 394302 ulp w2

BHEAF BE ANME WZHRFo] 472802 w9 UHA UERsTh

T 5 ARAF AxoA 7 B2 M5

gt

HeE B

o
3T

2HHlE




116

7

4

2

Al 4 % ARSAHI 2 271 A7 3

mb

Ho
Ho

T e 767702 ZA}

3

I

v ==
FTHE

TASE04) R 3A ehsich

o

\mo

)
M-O
ol

o
e

Ho
Ho

)

sof A %

2 H7HE I

7ol

of ek

2 yeh} Al

o

=
o

A e a7

A

# neh 2l ek} @

i
[¢}

W)(75.5) &

oo

rn Barn ] — ==}
e e §
oo T

[2E 4-29]

334

4

oy

ALY 0283 ARSFHE

BUMHA  HTEAZ OHAHTA  TIET FR4BY W& AYH7

Is22

Fww V.V VW

AZNIA
HElx

ABN

R
23

N
N
j

HA

v

10

0




117

7}

3

=

Al 4 7 ARSMH| 2 29713 7 2

bl e H4E Btk

I

714802 A F 485-BT; oF 234 o]

/=
O T

ArAET 7
71

T =
a0

3

A

T
Al e

]

1)

il

S 2 YEhgt

A

3

DE

HH

A}

o

Bk

2t

<ERl

[22! 4-30]

THES

H=HS P

485

500

714

ojgaz

485

4

a9

hage

987

1000

1000

BiRALHT|

975

1000

ARSA|ZEA

982

57

CHALEZI)

857

03

et

844

897

23

SEE AB(0) | OWMNBITA

867

755

771

LS

616

57

71

R HA AE]

731

577

714

825

751

805

100 {

SR R )

==
.

A|

#F AFET WA YD, gee

TR . P4

=

250

3

]

A

= 2 Rt
BAF AH2 GE

I 4854 KT}

3

I

|

" AFE Hedez A

of T3 Asprt a7



A4 3 ARSHYIZ £971% 87 % B 118

[A2 4-31] AR oDt

3) AAHA

AAAE TEE ARSMYIZ o84 gHEE A A3 a1 £oF] ARS )&
o] S7kgel w2}, MakAdhl ARS MEIAE Algshs AAHE AR
F7F Ak 2Ry o dd7IE 5 BFRGAE Alejstae 54 718
ARS AuI27} el G715o] §lofA, 'ARS AR B HRAT o,
BRI AR AR A, TR T AEAS AR FES Alestae
Betolste] A HAlth

(22 4-32] X|xpH| Botznt

e ol 5
EEES BEBE | B2N3EE




7F 119

#3972

ol

Al 4 7% ARSAHIZ 47

Fucs
FEASEE

5 % ‘oA 9

AFAoR AuRd, ‘TAE 5 FRAF J=,
FEo) A7 WA HEdSFRo

AR S|y o TAETIY 7
s el o B57} = Uk

-

=/ HebtaL, ‘S AEIS 7]

[(1E 4-34] SST2E 7RI

i era XAl A A

ormas

PR T

o
3T
By

Moraw weawy

e EBE

alEE SIS Al
Stz




Al 4 % ARSAHI 2 2971 A3 2 H7F 120

RIZHEEC] ARS 98 H7 A, W HrE 8083502 ZALE o] AiA
A Hdr804)HET A frAtetAl YERT

AN FEEE AERY, EAIS  AAPE JH(985), ‘ARSAIZA]
B BEAZ 45981y, M AUH7(982) 71T 7 W e FF
2 H7E ik

W, AR T AEAT JE@E72), ‘oS8T B FE9.6), ‘FUAMuA
7% FH619), “dEd 92 AAA o]FARAE MRIA7T38) T HEE FF

=

A% F 40~50% AR 7Pg B WUk e dEOE AMH|2: A3lE 9

3 dAido] Basrh

o,
.

(22! 435] DIz ByiD)

AN LR LR

upgE  pAEaTa 49 WU BEAHA  ATIEZ OTNITA  TMIET BIYWE  HRAUET RUEEYY 0323 ARSTHE

2 ABNT He N5 Re oy




Al 4 7 ARSMEIZ £97]13 A7 2 H7b 121

FEEADS ARS AR B3 ARAE oF, Hy dUH7] 715 5,

ERAFRIE AR MAAE AY =l A HAEAs R UAEE s
79 FARE e H4E BHa, 3 99 BE dRdAM w2 HeE B
53], GAE e A2y Alw ook ‘EMAMnA Vs 75, dEY 9

A AAA o]FARE Mu2 FEL wle =S H4E B
olgaw BH AEe TR T AEAT AR HA5E 4 55273, 6584
o= A B 4858 RHok= EA JEREANL 12789 @5 FolMe P e
HArE Uehlle I503 FF o] FEI Mu2E PFITE 2]
7b itk dubd oz FHEFC] 137] 49 F ARS AMHI: FFo] M w2

e Hrig = gl

[O2 4-36] 28N HI7HED

EAEsEY sEE SEREE | EUMHL | SEHUBO | WESIEA | AEZ ARSAEA | BiR AL
"z HENZ | NN MEL | 75 RR EO0177](#) BI1YHE 75 %%

A3

oged FHES
£E¥: | ¥EA3EE

8035 826 31 615 867 84 857 982 975 987 85 485

817 835 718 513 880 88 852 96.1 %82 %5 495 472

894 877 B 781 949 878 81 978 973 978 52 658




122

7}

3

2

Al 4 % ARSAHI 2 271 A7 3

471435 R

.

<]
pul

1A% A s

3

i

Rin

3

I

A9)slne UHEET HA

TERG S YRtk

3

i

23 47

=]
5

A4S B, Yk

X!

oo

2

F

TR

(12l 4-37] &

T8

HeH3HE

485

oigez
wes

85

495

510

e
HETS

85

ERe

575

82

1000

ARSAEA | DRALE?|

FIYEZ

982

981

97

857

852

853

E07718)

838

845

BHAZ0 | ARABITA | CRIEZI

367

380

385

€16

GE)

731

826

78

835

715

848

817

803

A

o
o+

"gREyEey

3) A=Y

d

fs

3 Mu|2 sjAe] ey

o5 P o

A ent g3
ARAT A= VG WA Yeht o] = of

1r
S

3

B7p gl vl

T =
a o

3

A

1, T

o

wjr



123

7}

3

2

Al 4 % ARSAHI 2 271 A7 3

[12! 4-38] M= HotAnt

TEES

485

YAz EE

472

338

oige3
#E3E

LS

ELEY

485

987

495

985

%61

1000

27

97

982

1000

)
B we| & |5 |5
T Rla|lzs|s
DR E|E|E
a #@o
Ui el ]
& g2 2
[=g
=
=
o o 2=
e ERE-ARd
2w
o
5 sleln
ar E -
B
ES
<o
ok w | o |~
ol 3|z |2
i~
2L
a1 Z e
wZ |3lala
oo glr|R
52
au £ @ | |
o o= o m | e
L ER A
)
i
B
0w w s
i) 8|8 | &

il

a4

Eygsg

"z

=]
T

HAE s )

=)
=

R S e,

3

DE

A

23} 7

il

Sk
ARS A2t

R g 2

3

DE

HET} A

B AEAE, i A9

i/

T
=

o
%3t &

k3L,

TRTFES 104 ]

A 3

FUA A FRE



A 4 ARSAHIZ £971% 94 2 B 124

[(13! 4-39] EAH=X 720

4 ] - l

[0 i
SARAEY | 4R | AEHGE | Ddds | 4EEGEO | OBNBITA | SNE | B | dbdumsl | AoEe | oged | Fuss
%1 | wmNR | AAMs | JsER ol BI48e | 759 | U | £EES | WeddEC

A3

L] 805 815 31 616 867 84 857 98.2 975 987 485 485

Hozsg 817 815 718 6519 880 838 82 %51 %82 %5 495 472

" eHsnY 567 613 633 733 800 73 1000 1000 1000 1000 87 400

Hhd, dEd A2 Ve B AREE] dAR e d2d Al 9%,

A2 AR o]FofAl= AMHIZ FE3



7F 125

o

3

i

Al 4 % ARSAHI 2 271 A7 3

[O2 4-40] =400 Hof4n}

oo B o =m

~ ~
o~ LOO Fll dﬂM OT
1. T e
5|8 OW HT_ ﬂl Eﬁ o
Jo ZE - A o
3|3 ~ = ™R
s N iy
., ~ B oo (k-
g 2|3 W ,WM s K zm
o
E mL ol ,_ME\ M_A._m o)l
; #ls - 5 N K
_ = - o
FE Lt
~° ,UI <0 .,umrH ~
E e H—I O_.._ ‘U_.M /‘A ,AL ol
: PR TG vy EoE
g o Ho onnT Y B S =
5 &= ® BT =
& = o A
Hoy kBT
EIEIE Ty R B
. BRI Fow B
2% |2(a|s b R e T
B G
$ 0.l < o .
z 2|8 o %0 B o o) Ak
= < = = i o
i ol o K =g 70
o S| % \I\_I./H ﬂAl.._ X LFO
2 1 <® o E YN
Wﬁ g |8 oy Of oF DT_ ‘Ul.._ O ‘A#
4 oo £
ik ok Ll Do 2
Sl P AR e ®OS
J S o W 7o o i
o) o o !

| WERRT S S Jes



126

7

4

2

Al 4 % ARSAHI 2 271 A7 3

[0 441] 2459 WoEn

THEF

YEHEAE

285

171

252

ogaz

Hoge
gy

ERE

85

987

5

95

12

1000

HFHLHH7

Chind

7]

975

%1

100

ARSI
By

82

981

S0

844

833

YU ER | OHASIEA | BAEY

%7

380

710

J

EalLl

HEEdz

LENPE

s 58

.

6L

8]

329

731

738

587

sEs
L=l

826

835

634

R

42

805

87

%1

“HH

L3 FiEl-}

7) ARG

HrS HAL ARS AR B AERAE o, i dUH7] Vs

o
L

AANPE P 1008 EA

(A=) e



7F 127

o

3

i

Al 4 7 ARSMHE 2~ 294718 M7 2

[O2! 4-42] AFAAAJA}

<O O_E

T
o d—” \IV_AID
o gd S
a Ho ™
wo Ll M ol
mm . a_l
X° om
2|8 ‘umo nD._
M=o
3|8 ™ o
< ~
7 8 U

852

514
ARS A

[e)
ole

|2 oW
= o

=4 ™ u/u._L

N by

78 810
57 657
=
< o
7 E]
’

BAZ | TN A

]
835
934
3L %
i
T
[¢)

817
803

2
S99 23]

el |a ﬂ Or.

Wi 47 7]

TEG S YEs.



128

7

4

D

Al 4 % ARSAHI 2 271 A7 3

(O3 4-43] nsSAMH|A HoHEnt

755
EEEE

185

472

333

oze3
g3z

85

15

00

g

987

%5

1000

HraLgal

975

%82

1000

ARSA|ZA|

A3

982

9.1

1000

657

852

100

OHHEEEA | DAIEI)

F071)

YRR HE0

867

880

900

SHAH 2~

S

s 52

615

519

500

seEuy

TN Al

1

61

67

207

&l

81§

805

817

833

"EH

Bz

ol

i

284

3 AEAE AR, i YR

7VA3}, 'ARS AAHA] Bal

SDIE:

=3

deiX

TRFEG G Ukt

A

A

B} o7k ) UeheA

Aplz SR wh S ol ek

1
L

SEREEE

< AeE Btk



A 4 & ARSAH A

[22 4-44] ojsAZxQ] HIlAD

=972

2 H7t 129

CHEYTE | 4RE STEAE | FHMHz | SREUZO) | OMMSITA | CDAEAM | AR
] FEAZE | MEAAEE | TS5 R% E017l) F143E
Az

LR

5’2

Home
FLER

ozes

B

ue5
LB

"3 805 326 751 616 87 w4 857 952

976

485

482

Tuzisg 87 35 738 519 80 85 82 %1

486

471

BarExy 60 348 600 500 85 75 850 1000

00

306

10) 271712

2 G7RM AEA F7H AR ATI7kade] Wrbas, e

QA olFolA Aulz, FuANA A5 §E, ol&

AR A4 FESRD W ehtt, S3,

o g 2

=

o2 UZEERE 1070 A F 7P e AeE 2ol

2
iz
=
3

4 94 A

A7 7} 1003
A e QAT AT %, ‘ARS A B

MAGH

14 ARAE

dep e

fs



Al 4 7 ARSAHI 2 $971 A

gl

)
o
N
-

130

[(13! 4-45] 7|7t S22t

A A HrAes del1dela, MRS BErAHsE 94953
o7 JEith ¥R FAFHS AVEY, SR MY =2 AF
(1021.6)5 B3, 202 H7|712=4(964), WA H2=HF941.3)0] =4 el
3, EFAGILY T dExT = 864.8)0] 7HE He H5E Hole Ak
A

[0 446] DIZHER H4 TR

e
1000 1
.
ws [
o
s
200 |/
/
o] Az ==Y | sage 222 | azsung | asaus | gwesze | moses
s Fgssz=As o 339 00 o 2 10 323 300 0
. s 10 = a5 2 55 300 o
s 2 1000 1000 000 1000 00 1000 1000
000 100 1000 000 000 00 1000 1000
g 75 57 574 1000 0 B 000 100 1000 1000
B s 783 1000 853 14 00 1000
5 sas 720 73 845 3 1000
s EX 710 %00
" s10 517 o 23 7 s 200
55 s a0
45 s 540
"o S e 505 a7 s s 0 1000




A 4 7 ARSAUIZ 9712 HH 2 Wk 131
4. 104 THH| B} Bl 2o}
7k @=d Hla
109=9}F Mwslel, ‘Aehel QAA Aals AZVI) ‘ARS AlFA Faa AR
AT ARE Agleta, el 359 JjAo] ojfoiRn. 53], “dued A4

AedA) ool AHIz7t AR AUHGCR, W EEE S} TAE 5

ARAE AL E=3 103 tiB] &2Z QA=A

<E 415> 104 Cju| T7} o|m: B2

= e
WA | A B4 7 | F4=
5 | e Az | Wy avss) | oo | TS
a4 | Az T AR | Lo | AR | ARAR
AH] 2 T

1149 | 805 82.6 731 85.6 98.2 97.6 48.5 485
10 | 788 86.4 58.2 774 99.7 95.7 46.7 428

7N A v A A v A A A
(2] 447] 104 Chel| B7} 8| B2

Fy=S

s ol HEn ABAT

MY HE XA Al MU=

HiFZEEZ

ZIs 82

CmmEEst

ARSAIE Al BIY WS MT

——201111 —=—2010%1




A 44 ARSHEIZ 29718 B2 0 Bh 132

32 7) = v} ALY
FaRs) o Lo = 27 H o oﬂ/\
N - k<3 al =5 =
T 7°] | T pg | 8| A= E;] mam T A | s
i ‘:/_}i‘" k= Zé]il_ = 7(]% = E iy

11 | 804 | 838 | 8.8 | 80.0 | 789 | 755 789 69.4 | 76.6 81.0 74.5

106 | 733 | 79.7 | 76.2 | 741 | 768 | 771 7.8 706 | 715 75.8 69.8

[(12! 4-48] 10 CHH| &7t | M

HEZH

agAux

Agaaxe 7 SEINEe

=y sy

—+=2011'd —=—20109




Al 4 & ARSAMHI A 4713 A4 2 s

ol

7F 133

o EEiE vl

10d5=9 vluste, FEEole e
TRE 5 ARAE A FEAA o] o] FeiHTh

TR 7N AApA ] AR ARl o] e glo] ARSREO R A

hfshe SHY TIVEY BRUFE W ek

AE AQA o] FofA= Aul,

Mo

H
-

<HE 417> 104 oijd| E7t H|u: SSF=

R
‘oo 9 A4
W | g | SRd B g o | age
5 | oo o] A4 W AR - bt -
ﬁlﬂf aﬁanﬂl L_Z% X]oﬂA] EI%5§} Xﬂ%% ﬁ47] T§1D ; o
L= - R A c | z a7
il Euﬂ‘ﬂ’ }‘]Z_ }\1]:]]1: B Z]g q4E oixﬂ )
53

11d 69.7 751 67.7 85.2 98.7 923 | 394 60.0
104 74.0 84.7 53.0 90.0 100 940 | 547 48.0
kil v v A v v v v A

THES
- HEHHE AT
(R -T ) . i

HEHH AE AAH A My

ARSAIE Al B0 YR HIT

=—=32011.1 ==—20104d




Al 4 & ARSAMHI A 4713 A4 2 s

ol

7F 134

2} WIZbRE Wl
1059} Blarste], RIZHEREAAE e 984 Zele ARV CARS A%
Al B3 ARAT AR E ALjstal tite] FEelM o] ofFefHh
53], e 92 AN olFoiAE Mux FEL o 154 Ax, W

T oF 124 A= vt deste] WRHEEAM 7Y el 9A Add 3

=21

i

Ll

c}o 3
e | gma | 08B an e | e
= s
TR AR | Ad | o n | G| e | 9| ER| S
A - AL © = 3 ] al
A | AT | o | e | A= | ARA
T

1 81.7 83.5 738 85.7 98.1 982 | 496 472
104 80.1 86.9 59.6 739 99.6 96.1 445 414

THES
RS EE

ojgag

¢ AEE AT K A Al
EEEs

oiFHEHTT

sIs R

ARSAIE Al B0Y He AT

——201114 —=—201044




Al 4 7 ARSAHI 2 &971% A4 8 BHrh 135

st
o

5. 7lo|=z2tel g

rok

Zhol=Rlel] M ARSAIZH® AR o] st A& Ad 1747) 7]To] &
agon, 93 718 F 1247] 71 B(713%)o1A 109 ARSMEIA A 2 H7}
A o]F Thol=aRjlel BrEo] AJAES g Ao ® UERY, ARS ARIZ7F
o] g2} TA9 Mul~Z AAE A

T3, 109 =0 HIstY, 492%4 71.3% % 221%7F 718k, 7tel=gel #
&0 A Hoky FoF ®Wilth

[22! 451] 104 ~ 1A Jlo|=afel gk

rok
Olok

ool

gL stol=ERle] wEh AlAES AT Aol deA e tidt ool isliA
T F 1707) 718N SHstdem, S9F 1127] 7]13H65.9%)°] ‘129 =] ARS
A2l WAT AYE 7HAAL Jlow, 53] WHEEAXE 67.8%7F 7to]l=2t
Ao W F7F NS Agsta e AR YT



7F 136

)
R

ol

Al 4 7 ARSMH A 47| H

[(1E 4-52] 12 Jlo|=2fol B A& SHE

el 2
H 170

112

53

Az Tl R,

o
18 ArAE S HEo] i Fas,

=)
2
o
=
z
)

[O2] 4-53] Hotstsd ARSAMH|A JHM 7E 38




A4 4 ARSHYIZ £91% 87 2 B 137

ARSHHIZZ Sojake 3057 718 foE BE AN A,

o

o

T

—
A

O

1270 AR AR T 2A8R0E A JHIEE A= (98.7), “ARSAIZA] Fark

T AU s FEO7.6)E tF-RY Z#el A w)$-
R 3

Tt @ e ASE yegon, ddEd A2 v EE3 7]
T AEY A0y, olH(FHE) YA EoPI#H), ‘WA E7I s BT B

87 B9 AT@5) 9 ‘FAE 5 ARAF =485 = w5 7
3 o2 Usht Azl tigk o]l daste, ‘ZuixRls Vs f5
616y} “Ed AF AAA o]FoJAE MBI E Hd Btk UHA Yy
T A& fde] aFHT

7FEolg 71ER]e zol7} AvlE s, AutAo R Hdme]

=
r v
=
R}
o

ol AAANN ARESTE Pal AZAuA AEOB T HAYRA LS
ol Aekel AZ7)5o] glol W H4vh wol WA ueh, 2% Az

Ag Azdelrls s, olgAe] WS Sl ARAL HMASE AH2 =
=

o83} ARSI U AT FRoIAE oME Al Be Zow

Uehgh 53], Wz Z19elNE B ARS Ashiawt shiske B9t el



138

w7t

i

TEH774914] 85.60.2

AR
3t

<)ok vl

Al 4 7 ARSMH| 2 29713 7 2
o

(582014 728% 4

2

AJH]

1

87} Ik 1109%E tiR] ATt T34 A

% 2
Y= ek,

3}
NIEEEE

=
=
A}

of W
ok

= Ay
o Eﬁ
o d
T
T o
E

F o

u
H BT vl

oy R
o) No
W5
—_— =
0 o
o) Ho
S®
o]

Eﬁ O#E
70 Dlo
o X
<
N
oo
= W
< of
T o
i ¥

P
e

3|

%
™

2

tis

=5 FYAHA Algo] a5E.

gmo] ‘FWAH| A 7% FFE 1004

61.6HC2 th



Al 5 & ARSAMH| A A=A Wt 139

A 5 & ARSAH| 2 A =74 el

A1 A ARS A JFAT =YD

A3t spol=glel S mlEslg o, tEME(15XX, 16XX 5)9 E&7 #el9l o
4219 B3 E 9Jte] ‘ANEARNTAYA RS NAst AlFsta ok

7o AERISA BN AEE vhdst, ARSE Alsdhe s vld 3 Wzt

719 AEH g 5 F e dFS 2AsA Tk

Zo8 AH2 AFOR, ARS AA] T ol§Ae] Al A4 4P 2 ol

g0 SH, A4 AAA 24 S =T 5 A



Al 5 & ARSAMH| A A=) A Wt 140

MR Fheke NHIAEA FAAERE SEAAATAY A
oy, FREERAALY) TAVEAGNY, FIAHLPAFA

SAREZGHY, SR IV ARSI, A HEH O] A

=

ol 200135 MHIAFE 7Y
2004.12.13)0] A3k AAFH o] =7}
2
71E) AFA AGHY KSUFo] Aulz g B4 we) Az g

28
HEAL, Muladd KSHEFES 3971 &oF 867 HEol AG(VIeEEY LA

ot o
o%":
é
bl
o
o
=
>
Lo
i
19
iz
}o\«
o
N
£
ﬂ

al

<

2009.05.20 71)Eo] dom, 20089 99 AeAH TRIEFAEHE AlRoz 71
HA =R, 20119 128 @A A, FEd, 22, Agre, A%

229, =2, 9] @ oJalul, FAE) £91Ee] 2851 o

ANAARE S ARl Bobe] AR5 B AF F5S 98] 27k kol
BAY, S71H0% 49 At Baw A A&HoE MHZKS AFS
S ol golold), AWA o Aulz Aol B 8T L Aol Bk
Alole, ol Sa Qe hEAL Auls FA4 9 QA

3} 2ok

o

1

\Y%

rr
==
o

<



Al 5 % ARSMHI 2 AZ7HA et

141

<E51> 2 HEMQ Mu|A EXA U oIBH Y
2~ Lo} 2~
i =ana | =% T =
No %“Fﬂr ‘T"ﬂ'7]1_ }\]7] }\]7] ‘1%
Aplag A sroz HTs
@ o S FA= Bt AN
] 4] 2 ;d 74 XH] Al
11 X]é!%]ﬂ-‘—?— N w2 70 o, ‘17‘** E]Ei \:l/_ A
VoEd D asg 20| A g R s g, Al
Sds: B 5 5 70 gEo2 Auz 7Y
e 4he AE 719 A9 2
%
. Aplzs e o ARt
- 3= o] AMAA AlALe} Au]A A
2| K wryy | 0¥ e E3) :tﬂi = ’“Z;jl
?J.%‘Xﬂ AL\ = © — wmE T
KS F59& dSdhe A=
Hplzs el B4 B9E 9
s} 1A FA9) Aulz A 5
. Zol 89T 719 % 7B, A,
e = o)L ur=z Al & o]
e | EEES o Al EA A A
¢ o] Avjele] R el
z] b‘]:}\]—_;,]_ 5{-1:1] ﬂ z"s_—rL %;ﬁ o
239
A9EAYEY FoHed F28
e | T 53 371 3AY Pekst Bae
4| oy | SEES | 198 | o | AQRE B2 V1), )2
eene 74" EHAQ AIE =, A Al
A7) 3174 AN

ok 9] AR JIFAE #
1) 2FE=gA 57} F4/(Malcom Baldrige National Quality Award)
1987'd 84 20 wl=ro] FqA Hzie} = AlFe fF FEol HAVE

7 v=e) S A, A B AR AsAEe] F29 $84E dEd] AT B

ue] Wjto g SFEEdA 7Y ARSI

)

ol
on



o] J1FL 7199 EF 2 FES FHle] 5 VIEe] FLHE Aol tig
HAYS Folx, PYAY B4 Telstel WARE 2L ARGIS Hgstn
ATk
<E52> LEEc2|XA AAP|E (2011~20124)

2 3= A FH7139
S HIA, 7HH, v A
L gma | 98 EEE0s) AR 22 43
(1209) - z29 A, W4, &34 49
SAls} A8 A0%) A4 A5 35A A
A AT 94
2 AeAe | AEILE0H) Aok
(857) AAE AL A3
AN (U57) e
TN A
oA 2| A9 AE(45% 2o e >
pre Y ity e
% N A oku0A = Agat A A9
85%) | 4 Alck407) 22 B 7=
4 - }djﬂrgq %_7(4
agp | FVAREERAAAGH) | g0 w i ae gaga
;(]/_ij",_]-ﬂ 3 ] ¥ =i &= E]]OIEL Zéy_’ Z]};]'%E]
(907%) AR, A4 #2 9 HH 7= AR A7 7|29 T

99 9%

5. 147 z39 874
ZA =9 wa(Aon A
%) | =9 Aokesz) £38 %7}
L2997 g A
A 2
o J o
6. ez | £ VIEH) 27 Bl
(85%) 0.0 == A +9 Z2A|2 A7
P ZEAXA0) A B
= o I ZAA AFZ/ZEANA A
e P Ry A e
7. A7 |24 %A AIH0R) o 2 AH
450%) | TEE A ATB0F) THY 8%

2 T4 A2H80%)

294, 54, ASAA

o]
I=

3

AT B A AJTH80K)

SRR RPN IR ORI EINDEINEINDE NI RN SN e

AT 2 AR A%

% 1,000%

1771 &5

3574 A%-B7HE 4




Al 5 & ARSAMH| 2 A=A el 143

=
o] FFo] © Ao Fud dEI|PEL 1993 4Y¥ NTIT, £2E}, NEC 5 ¥

B 557199 $999 AY45] Bl nARSHE BEA|L A2 E

<#5-3> ARZEGANS| AAP|E (20084)

AAPEF FE w3

1. A7 Friaa205) 11 7970 987 ey 120
2 Aol Band Aoy | T8 B 30
22 A8 w3 20

31 7 - AR o] 50

3. 27 - Ao olafe} th-3(100%) | 3.2 1A T}e] AF A 30
33 uAREe] w8} 20

4 A%k A5 AN60H) 41 Ao IR A4 30
42 Hgke] 7| 30

51 234 54 40

5. 7013} 249 FHIAFH100%) | 52 AHY] TN 30
53 AtdRtEIt 27387 30

6.1 7|17t ZE2A|2 60

6. 7FA) Ao Z2A|2(120%) 62 AP ZEZA|2~ 30
6.3 AFEIE ¢}e] HEHA 30

7. AR BE03) 71 B¥A R Ay 4 30
72 BEA|ZH Y] ] 20

81 oA AL3A A9l Ax 60

. B AsHu00%) 82 7_H°JP+ z279] LY A% 60
83 ZEA 29 Ay} 100

84 T A% 100

% 1,000% 2078 =




A5 A ARSAHIA AT/ wek 144

3) 9% 2/ (European Quality Award)

FAWLE T BAHLETL ng Y 7QEd Sl Al 74
o EH v=d 1Y 144 dA7E 2ol 1988 FHEZR A IAH(The
European Foundation for Quality Management: EFQM)< A 931311, 19574
¥ FHF27]7(Buropean Organization for Quality: EOQ)¢} EC(European
Commission)®] 5 Wo} 191958 #HF 2 d(European Quality Award:

EQA)E A7, =3k itk

<HE5-4> SEZIIA HIP|E (201049)

EREES 3 =

la. AbY, WIF, 71, &85 HEE R ohve} 9% mdS kL g%
b, Aol AA} JaE Aolsta, FHsta, HE, MidE

le. 32, 3EY 9 AR EAES AS L S

1d. 249 FHLENA 28 IFske w3E desta s

le. 229 F947 Wst EaA9S FAlsta s

2a. F59F 9 @Ak 279} uile] AT QU

2. 3% | 2b. WF Ao} el SASkAL Sl

(1008]) | 2c. Akt ADRAL2 FAH, AL2H, 8737 J8E 278t L
2d. et A9 A8, 3, Fael 5ol AAH gl

Ba. 14 Ag xA9| Hekh AL

3b. Az A A QRS A

3c. JIHAL L 537 5

1. 994

3. AAA

(100%) A A A
3 QAAAS 27 Yeld] EAH0R AFdL e
%, QARG F2ol b A, 1A D A sle
fa. JEUSE 3} o188 A A BT U8
L AD | b ARO) 4TS WA DR DR A8
59 | de 2% A 2 2849, ADRD Fol A5N5T ArE ¥oE
10%) | 4d 71ee Hee & 498 4 94 B3

= 1l
de. ABSE AN E 27 9L FHIR JAAPo] ELYS A




A 5 A ARSMH| A~ AZARA et 145

4AEF 5 =
5 A Sa. TEAAE FF9| 712 HAse AAHT BHn YL
' ;]ﬁjq_ﬂ' 5b. A& /‘1H |25 A ZtxE HASE 2 A s g
e |5 AE ANIsE EaeR PR, ARATHY
Gy |3 VS ANAE 48515, AN, HD A8

Se. 1 ATA= B, T S

6. 1A T} _
e 6a. Q14 =4 6b. A3} HE

(1507%)
7. AR = .
A3 (100%) 7a. 121 34 7b. A% HAx
84S g 912y 29 8. 45} A

A3} (100%)

7043

9
A7} (1507%)

O

9a. 8 A= 43 9b. T8 A3} AH=

4) F=o] ARAZA (Charter Mark Award)
PRI ARNDH A=) BAHBE fste] £ A& ALY E A
stal AR AxRsS 2T Y SHEA Charter Markd =S
=

2=
TEAHEE A Aed 240 Fofs=tl,



Al 5 & ARSMH| A A=A Wt 146

<E5-5> P= AlDISIZY HIP|F (2010H)

AREF

92

—_
< l:’l
ox Fi)
S
® oxl,

11 223} ok i) Jlvls Rel, &7 5L WS e 2o
AplzolRhs) FAZH SRV S BE TEAY

20 247 Aplz Akl D) 125

A%
25 ARt 349 47, 59, AE 52 O WA FEsha
A&

24 B ABAET P FEA U] DAEE A5l P

-

AMul2E GRA0Z PIANAY L UL

31 B2 theo] Aulagt Fad AS5S Aedy] 8ol

41 23 Yol x4491 o] M= Qe

4.2 Mu]29} AJdo] Ffaty

43 £%3 =, A 5ol
T A= MElAE AR s

R

5. A9
andl &8

51 A4S 57A o2 #Astal e

527414 7HE FAISHL A+

6. 4rel A
&+
=i
=

718 &

61 F5A AAA o9& F4A71Y) sl st Yo, 44
& 719 A 345 S5

62 719ho] 8 FEAIN 54 A4S DAL YL

pud




A 5 A ARSMB| A~ AERA et 147

5) H]=¢ COPC (Customer Operations Performance Center)

COPCE= A AAIAQ t=73 7]9E MicrosoftS HIZE3] Novell, Intel 5°] 3
A ANEY IAMHETE AR o]FAAL d=THe EA SEa 199%d
US Malcom Baldridge Qualityg 7|02 3t FAIH(JIHREE/oRileE),

x%wiwauv, FRAF 5 ALY AYY EBuw 1FES AT 5

rﬂL

#74) COPC-2000 Standard Release 5.1 wW#o] dg] A& 9lew, COPC
Ad3lol osf A&H o7 dagoe|=r} o] FojA L glth. COPC BgL A 4
Mo G493 F 3R] FRoR FEHH, 7t FEAE SR 2 B7E V1Y
o] AR HoH AR F=o] s o] sl

7190 AAZFAR] MuI=E AF87] g F<(Driver) 2 2A 2E43 A
¥ (Leadership & Planning) ©AI7} o9 o] UA=AE Z¥HI, o] o)
o IAAEY Muls AgE A3s] A% AW AKEnabler) 22X ZEZAA
o} 2253 (Process & People)o] oJEAl FAE ZAHU=AE A A},
rpRjeto 2 o] A#z ofd IS Holu st eAE Wrlehs AR
o]tt.
<HE5-6> COPC 712! 3l HIKEH= (20114)

4
i)

37199 B
O WM W - e - ko] BEEl A=
Aeida | o Y A 8 A AGeY A4
Ag | o vz R 3 A g 7}
© 739 &= AA qE 2
o HF 1A 7lhel St RIS Algshe 5 T
o AVE, MEls, ZRIY, WS AFshs LA
weas | © Z2 A2 FA o A2 NASF O ELEAX ZAL
T | o EE M EUEE o g HiA R 2AE
o AL B AY o HoE TR o dlolg HiMY
o dlojg 3 Aref 84 A HEo|E




el 148

al

A5 % ARSMH 2 A =74

wON
R O
KN K
\M*” 7O ‘mm.\ﬂo 0
X X
z.:v .z__- K _z__v
Ko EEEY)
‘Nﬁl ﬁo ﬂ_AIO .Zrl Ww_
X 7 70 O
=K B Mo o fy
%Me Ho oF
= 3| © o P e
K Xty
| " E T o oo o
o | T A o Y o
L a7 I AN =K ca
e ol | 'm KW
N1O 0 ﬂ.‘_mo%]ro
B o | BK NP B T
R R )
, o Al ﬂ QLRGN
By 1 "B
Nr TR o
< = ek 2 Ak
K = pill el %H o
B o T | BK R e G i R
R o
AR H o R
oW OTE | R Mo m M o Mo
oo K| H W T H o)W
o O O O o0 O O O O
T %
| X %
~ G E
B Co x°

.~00
o

T

H

7k Q1A 7]

A3l o

& o] 8AEE #E 7E

=
o

|

o

[e]
=

=4, ARS %

ol

i

wjy
—t—

kls

AlA, AsvrLel] of

Ho

ojy

o
ey
o

Ko

—_

0

W

Al &G AA

Ko

—_—

o



149

e

J

A
s

A5 7 ARSAHI 2 A=A

=y

o mEy
UFNFFL!
MSTEre] F2ARY B

LH]

AIFLIY B TN 212

|

1 A FE
21ZF =

2 IFeyyee
LIFY IS 207 LFAAL

-

21T 242] TR

T

MEE /122 Oj=RR o

i

o1

<3
Mv_‘O ~ T
EE s
= [
< % al 3]
H &
—
o
o - o
<0 0 {Jo
0 Nowg | Mo
0| o= | | m
T — g | Nomo | W H
Mo ol o w | |
R o | = T | By [
s [ w|ur 5 uu o | o 2
o — TP © - 7K o
"R O I I A RO N IS
na st X
TR K o | TW | Wg | KW
A . ]ﬂ
T s 22|23z
No  or A Noo | Mo | Mol | N
o) B 2 PR T | W
‘Nﬂ E#E .ﬂ 1 1 1 1 1 1 1
N Klo =
h < ol ~
Zﬁo [==0) O___._._ 1r1_
ol X = X o
0 mE K o Py ﬂﬂ o ,mﬂ
I o @ |2 R L | F >
IS < |New| e | X =
= &4 D
o =~ @ e
0
o 5

AR
AtaeE|

[12 51] ARS Xl8
Iy




o} 9% ZEA2((9h

ARS AQ152 AUAAL B FAAE 71RO R stal, IF9d3]Y 4l9
A3 R A e Aee BeAL ‘FAARES e B AdAE
APy g, IS AST 7194 e AL ARSHR|A FEHEE
gk AR ZUEH I BAIAAE Jgth

1. BPIE % T2 W8

ARSE Cl8AES U @ Aze] Auizolng, e Auls AFE
X v Ete] ZPstdey. Auls Z2AA QIF(ISO 9001 #F) AjH|~ 23
Y5 Z2A)|20 AEARE T2 ARE olfAY] i FE ZEAZX AF
| BolA ek

T3 17 Aol QIFAE]] COPC (Customer Operations Performance
Center)2h o[ &A159] o7 9 ARS $AAHTIS 5 ART} 3L 4]
WL CARSAHI A 97

e, ) Aplz ol 9 2AE Rolola A
A AAS T3, ARS ®ofoll JFH HEs)
W, TFHOTE ARS AFES T ARS &
st ol8AEe] WS ARSE o18T 5 LS FAAY 2 TEHE A

3k

O

=24

=4

o2
A
—_>i"4
1o,
o
of
=
rx
SN2
=
1o
>,
i)
bt

ofk



A5 A ARSAHIA AT vk 151

<I 58> ARS A=225 He ==

AT WY =2
HER FER 28R
B|C|D|E|F
ARS Z9UNt | ARS A9Ynt | ARS MMl HE | V| |V V| | V|V
ARS 712945 | ARSY] 7] AT
BRI BN Z2 A2 B YYD Y
fEvs 2 HEHS AXAE v
82T B | gEws olgeF | |
ARS A v
ARS "7z 3EF
ol% el ARS w2 st v
ARSAZ B AA
ARS &% I ES v
o] 87k &<l W v v
ARS
oA Bul 7
olext 1w 182 21 #e VARVARY
o4 AR RBE VIVIVIVO Y
ARS ¥ 9|
ARS | 15 AR Y|
flzeh #el | ARS ¥ ¥ J vl v
o 5
ARS #4173} J
2] 3 (KPI)
ARS A7#E] | ARS A7
ARSO|-8AIEE VIV |V

) A: COPC (Customer Operations Performance Center), B: ARS®]--A} THE A}
(ARS 7tol=e]l), C SAIE AHlx KSRIF, D =3 AHAAG R A54:2] Best
Callceter, E: 7| HRESH, F: gxulaty, G A5 dold




A 5 & ARSAHIZA AEAAN Bt 152

2. MEEHIIX[ZE(2H

7). BB

ARS 91%9] A¥ BAAEE A EF ), FLF 7N, LEF WHZ T
3k

EESHE) FRRQ) PR
1. ARS
Aol 11. ARS 739 ¥t 1.1.1. ARS AH]~ Ak
21. ARSY] 7]E 4% -
11 7R AqE wg
R4 S 211. ARS 71% Q¥ Z2A|~ He
hyA = o] 5 =
22, U ¥E o 221 HENS AAAZ
Q. 3
TeaE 222 HENE o §2F

231. ARS H=A

23. ARS o|§ #HZA | 232 ARS vl #%F3
2 ARS
+9 233. ARS 942 2 AAXH 2~

241, o]} 3ol WY

24, ARS 0|87} HE | 242 o84 B

243 0184 AN HE

251. ARS AH]9] 7|54 A3

25. ARS 1Zg} 72
252. ARSS] #2] B Mg

311 ARS 4434 %
/H?’ Ais 3.1. ARS A3 #]
e 312, ARS o84} BER




153

e

A

al

A5 7 ARSAHI 2 A=A

SHAT,

A3

ApA o2 7het 3709 tlE-F(ARS

A2 #,

A

T8

] FoF ARSY]

e

A

o)A
A= |

7

;

oo
e, ARS

il

K

24, ARS ©]-§AHHE, ARS

o]

£Z3 % )82

HEHE
AZEFY, ARS o] SARF), 207) AEFE JWo R

o
=

olg8w

A

3t

=
[}

e

718l ool M

Kk

AT

3

7} 7912 4

o] Hol glov, A%

i
=

e hrolol @

&
B

Ayas)

Foglou, A $95F FL A FA B A

ol lermw v=w davt Utk

]
-

37] ojgl&

2 %9

o]
B
ot

—

12

AN A=

5]

T3 9E BEola, ARS H7le} thah @z ¢ro} Hol:=

7= Ax 1A 7IAR HIsAA

Al A AZH7174A1 9

o

Ny



0 1909 2 4 5o ALE AQEE Polaka %A B 7} dong, xw
b2 olFoido} Bk
O Fol B A U PR, ARS 950 42T FEL ol oz AT

X
[>
r o
olX
E=) R
ACH
B\
=
2,
2
i
AU
2
e
2,
=
rou
o,
N

O SJHUARSTFEA] 54 ARSHHIAE AnkslsA] ofgkome, 743 7t 24
3.

O SN e HAQ TAVE He 4FS fed o wgsorstn, o8
A HE SHM F2 FrHEo.

0 B Wad A% AAPRE WA S 2o sk s ewA B8

J_?I_
A ol Fdshe T80 BdAds 827 dASstolof 2tk

0 Agugel HHHD ke ARS WE § 32| Uolobd JuE FASK:



A5 % ARSMHI 2~ A Bt 155

T = Aol

@)
0
_1
>,
[
nﬂ
é
r{ r
o
5
N
N
L
hiA
)

57 e 5 A4 diveh FEEE A
M2 e o glomE, HEEALE B

2 AlE F7HE BAE 280t
t}.
O Vender #EAAE ARS QAZFolE FHA3
Ao W] 2 HAEE)
4) ARS 473

s

e
ot
1=
o
fru
b
&
XN
=
e
o>
>
f
-

, BEZA UL 5L FL FFolTh

O Aulzgd, HHth7|AZh

Fol JPsah, A HE/1F 2 4EY Wgo] B

0 AnBee) FEE o84 B ol

aseg, A8 Wy AEEchs
AR 2 S Ro] § 448 5 Ak
AEISY olSlolE, ARS HE AR} 3

21599 44 Holg e o

Y

ATV

=z
<)

O

7V g ARARES FAseH, &

Hog iR V), FER 7N, 22F WIR 74 9593



AedHdAE 156

A1R 20 D AR

B ATE B3 ARS ol§AES WEEES WS, ARSHHZ: £97%)

FholEetel 24 obto] i HH B WIS B, ol87ke] Bk ARSH I

3
=)
=
N
>
e
~
(@]
RS
&
i
oft
ot
X
z
[
re
ity
1o
g
)
~
N
e
flo
o,
=l
s
ol
ol

o #e Hol, Mulze] Jjde] a7 EH, aASe] 7 T A4, A
Aol Eod FE2 AEY A27e A, FAEEA &g, WAL Ha
3 SO Yeth

GF ARSHHIZ olgAje ey B VYBNL AT ARS B jAle]

=, ARS ABA B4 AR A, W A7) s FEE S 580

2983 glon, Wil o EEsE Awmoz Aused g g,
ASA 4 % B 5 o1 8A MUz DEE 47

—_
e,
4 l:O
QL
o



AeddE 157

2,
(o
&

ol e F RoAR ol 'TAE = ARAT AT'= &2 sjio]

AAAo 2w Addy] dlFE9 ARS +97]HE0] Z}iﬂzizi 7hAo] o] Fof
7!

FAAE E o We

7 AFHOZ ARS TAHAE S Z ¢ A ARE A2 el 9
ARSAHH] 2 0] 82} WhET ZA} Ao A ARS A|2E AA9] S04, W o
AL FBAZ 3} o], ARSHH| A £97|Fe ARS A|2EH] MAA] o]&x}

% 24 QHol2E rlHos AEs, oA BEL Be 4B

T AwAo g Mulzrt AAEL Qe FAE Eolal Sl

ARSE +98h= 30570 71| HrHAR, TR HidHTl 80402 A
75670 HE| Ao M Ao yERTth 53] Ui 108 %
A 75133 Hlaste] 57300] 35 808508 veht o8k T4 AHlx



ARHozE 49 A27)%, AREES, oF 2 WA § AsEEoR
Aol 7sd wrel aliE Aoz Aol olzolAn Qou, oltaz

AA Fot, F7HAQ WS & Zart Sl
g3, ARS o] &7} WEE FAPAI HT o] &g ARS AHIZT} JHAAEEA
B AN ARERTE Sl 188%0 B33 o]&AE tlFEo] 7|E9

ARSSl tg Ael Buo) go} Aol ta $Ee AR AXS)
ool we} AWAcEE slol=ele BF Aula M BEL AN

of ol§A50] AYT 5 AL A%Holw 44

Qsje.

1. = GIMHA 7 2ot

Zhol=ielel] W& ARSAMHIE 97| FH B ke ‘A7 H
AR (BEEAALE] 1A, A2011-385)0l wet F71H 02 A Eojof gtk

old whet ¥t A A= A 2 WHE AP AdMs ALHY
BV ) A A ARSAHIZ B4 FR3] whgdstolof g

AR H7HE FAPgo] glo] AW, dFHZ FYI FyPIES AHEEA
o Wb A gellA SRRl fEE AL QR AgE 9%
A 9 AR 9Ae FEseY, A

wAE)E olg.

mood

¢

@ A9 54 mE 89

=
Ho



159

Ao AdE

dell w2k ARS 74

E
=

3, AlgHs YR

S

- AFH ARSIA AFEHE K]
Q

)
=

BN e
37157 A4o]

Folol net

Z

]

3

o3
5

ol
=

e %

i

[e]

_g]

3

bz

e

3

I

y3R7} 71t o]

=

2

|

o
U

L

A2 AAA AEH 7N

H7 121K

o

slokal

(e}

3

=5
hui
2
3

2elg o}

s

]

1
=

= A7F &

28 Aulz )

AL AAA

kel
o

o,

stefof

[

B
ARS AJZFjoll A A

< 3%, 2

olAY, YA F

5)
=

H7}

3

Ry

Eb!

=
=

7HIA

2 H2837] 9

3

DE

i, 253kl 2

3

Njo

=S A=

2

+d

et

o

o] WA

SECREL

F2

QA/2

Q)
=

sgon], 4Ad 9-Be

)

A3

=

=

M 2AE

o 54

A4

fis

7F713%el

t ARS

=
[€)

oz, A2HH0E WSl 7}

&

339 B7Pt obd F714

ek

[e3]
=

g

3

A= B SlolA, 3

2=
T

KR
=

2

stk

O

)
=

LR )

k<)
pal



AedHdAE 160

2. 7lo|=z2tel JHaEkot

2 479 A8 BN slolseiels Fska AN Bast gk

<& 6-1>ARSMH|A 2EIHMS f[et 710[=2121(2009. 11. BESLI?AS)

Back AH|= AF

@ olgaFe A¥nA D wgRg

o84t BEEE W8 47 & 4 UES ARS Auls A4 chig @ F
oA 5 Fal A A, oA HlE
PAL FESAY, AFUENS(5

e A% 279 U¥E B

an
i
o
oo -z

® T3 ARS AH|2 H2k o] A

ARS MBI A FARE o] gAtEC] date Aulzo A HE 4
o] EHo]AY ShliAE 58 E3 ARS TAE(ARS TREE)E Aled 3k ohuz}
71E ARS AMHIZ A 2] 9] Al AF 75 5 s Fas
A3l =3

® /HAIPE qe HAagh g 2ASIS A3 gF 7 AT

ARS Al ABAE R BARH AQYRE P WS AYHES =
Asiol, AR Ae M2 B ohle AAYRE WA gom L

AL AT I FHS AT 95 =Y




AedHdE 161

ARSAH|Z o] &2} WS AL A3}, FWAH|A o] AP0l e AHAES
WEez MulE A F A o= ARE ARS AR A3, 1AIRE oWt
9%=2 7V = olu 9} “3A17F ol 7} 22t
25%% 127%9 SHES Btk FYsFA] FEHE HER 71%%E A

H
o
: 3
i
tllo
b
8
H
i
(o
Pﬂl
E

AAF SR A7k M 862%7F 1417 oWl AEEHE Aol F
etk SEaAa, 7IEt A glFEe 5E~30% el FWAHIA AT
ofefgtttal FHaTh oft B Frdoll FHMAHIA AT Eolof shife] Ao
e, SRR 714%7F AFFHolok ki 3Hatith

) Jol=eRRlelle FulAulze digh 23 o] Qled], FAH SUAHIA
SHAIE 7S AE Folof & FBavt Stk

O e dZ AAA] o] Folx & AHIZ ] digh 7pol=el 7}

ARSAHIZ 4713 A7 3 b A7 dEd A2 AAA] o]Fo|AE AH|
27} 7313082 Yeh 7o) Has wolu, AAR/AZHJAIARI} A
T ARKAY) Y 71l ZIdnttt Adolgh 7R AFH I Slth

ool 478 th7INZKRI)o] dlidE B #E FEE A of svhe 7|FE
A gi71A] g glo] AsoE At FREHE A¥ o VS v

A

g



AedHdE 162

3ot

3. ARS AtEQISHE =lof st Aol &

0ok
ol

ARSAHIZ o] &2} RIS AL A3} HT o]83hs ARSMEIZVE FA(H)
of ®s| A=A AsteA 2= 2AMINE 284 gre S8l 35%,
HEolzhs 5ol 464%, MAST= SHol 188%= Uehd, ol8xk5o] A
HIPZIHA S obA BE IS HAA Aths A& HoEn.

ARS AEQISA =% T AMAR 22270 ARS AREE GO EH,
o872 WEE ol WWE EERE woln, AHoRe ARIAL Fsteiof

¢ /lEe TAReRN, HESE AUSE AT, ARS Aol the U4 4

=qslolo} ajm, AW AAPIES wlela AAEe] 52 Fa WA

AA L 9 B e PFOE oo} & Aolck



163

o
AR
™

il

]—ﬂ.
"ARSS}e] A5 FEH EA, , BRIl

°
=

(2010),

34

]

=

A5
zZ

7842009, VR ZAEAZES] VUL A7 A7, §5DEr]do]
159

ka

2y, HAISAT

o]
<R
Ko
oj
)\

]

1

HA|ZH ARS 7}

3 VUL ARl ASR A| 2~

é}_

=

|
(http:/ /www.kats.go.kr/kcmark)

e
R

2

"9 A TA
<

FZ A8 7]EDBRIA-IVR

2~

ar.
AYA
ar

(2004),
(2006),

Tl o]

AR AL, encyber.com

)
X

E;, 4

3T

=
=]

A=A A 2lA A
Z71ESEnla XA AA|RT|e

i)

L

3.

Al A|2004-131

L

2

(2004), AFi=}

0
Njo

iy

ek

719 <

i
o

CEES



164

=0
kl
Mo
<t

2l

<l

ol
Hao

Akhil Mittal(2010), Manual Testing and Quality Monitoring of Interactive
Voice Response (IVR) applications , International Journal of Computer

Applications , vol4, pp. 30~36
AscentGroup(2011), "IVR Improvement Strategies 2011"



165

wr
-

<]

<HE> 1195 ARSAH|

<H
e = = N N E B EEEEEEEREEE
o =S e = SV IR |8 | NS =K== =R FIND S| 0| || A
N e A R R O RS R R RS S e
M%M%l%1%%é%ﬂﬁﬁ%ﬁﬁ%l%%%0%ﬁ% SEEISEIE:
NI Lo IO RN\ ARISRRIoNRIoNRTo} OO [ LO OO (O[O O[O (LD OO0 |\O
i — 11%11111111 || v D | 121111
—~ %L
~ < | B
£ 3 | |2 |[mE Ll =
B I - | |w|R N RR R (R
= | Ao|  [Ho|my| (o8| , |X-|:E, | o|o| = |Ho|Ho | |giy
ﬁm\ N x |x | % |x |x ‘WL@E‘UJZ‘*ﬂ.._ __o#o\.%o;A;o—OELﬂaﬁ_EoﬂEoA JD
W] 1t || | < 2| o | o | | 7| o| ) o 15 | 3 7| 4 | 2
<] =0 « 87|32 | N0 | R || B Ko |of| of| T |7 | ) | R | B | M) (< 1 | 14
e 2| 21| o KB 57| Ro| | 1 | o | o | S| T | B8 o | | | WA | ] | [ = @ | o | e
20 || T o | B | B || 0ot ) | R o | 5 R\ clo 9|\ | ¢\ ||
W M BR[OV MR | 5 | 1|0 | 70| The | - | X || T | T | <7 B |Tod | o | Tor | Tor | Tor | o | o? | o | o | o | o
N
Ho
Mo o T R TR (| | | (|
| | HAEEEE NN NN NN NN NN NN
N R | K| K| K| || Fo| Flo| Flo| Ho | o | o | Ho Ho | Ho | Ho | Ho | Ho | Ho| Ho| Ho| Ho| o Fo o
K 2| o - 5P | R K| || R || Ho|Flo| o | Ho| Ho| o | o Fo | o | Ho | o o | Ho| Ho | o o Ho o Fio
. T TR T EEE T EEEEEEEET
E: T |75 750 150 50 |50 |50 50 0 50 | | 0 50 0 | 50 | 0 5
oF | |5 |7 | 7 |7 |70 7 7 2 0 | i | e i o 0 | 0 i
NNl T |7 | = || |7 | ok | o o | ok | ok | o | of [0k | o | oF | of [of | ok | o of [of [k ok | oF
N |oF| ot o o} o || || || R| R R RE| R R RE R R R R R RCRC R RC(RC|RC RO
0| o | R0 || o | 0| RO| R || ||| Flo | Ho | Ho| o | Ho [ Ho| o | Ho | Ho| o | Ho | Ho| Flo | Ho [ Ho| o o | Ho| Ho
Ol —|eufen| |10 S E = A= S e N S SIS R o

TRABAFTIN G, dh=

}

k)
pul

1:

x 2011



B & 166
N1 E2=E(RA 27370)
NO i 7199 ARSW 5
1 o o] z-otu Z|ZE A S E E 1566-5800
2 olojrAC|AFTHY 15774117
3 A SAIEI RS 1588-5114
4 SEEAEGES 1588-0100
5 Al st 2 g 1588-5656
6 Aoto] A3 1Y 1544-0114
7 Shels By 1566-8000
8 w2 =3 A RS 1566-7711
9 AN B Y 1566-1566
10 e e ek 1588-3344
1 ANERZERF 02-3671-7000
12 S AEFEE 1688-1688
13 e 1588-5959
14 dAdiste) 7o Y EAFAE Y 1577-1001
15 JEatstoldELE|EY 1544-2580
16 HAol&3 R 1566-3000
17 A 1588-3114
18 WEAHEY 1588-1001
19 E g E g 1588-6363
20 }3’: o]tz A 1 F 1588-6500
21 3 vl ol AT 1588-0220
22 (118) A E A 1588-5580
23 Aot 1588-4040
24 TUHAHES 1577-1004
25 HEglo| TR 1588-9600
26 olo] AP R E 1588-5005
27 THAEEY 1588-3131
28 STAHEY 1588-2288
29 SHAEEY 1577-3311
30 Ao o] A H 1588-4300
31 oA R 1588-0058
32 S-St nlgE 1§ 1588-4770
33 S| o] X| o] 2~H| K A T B F 080-3488-7000
34 S A A3 A 5 1577-3400
35 AR ZEAFA 3 1666-1122
36 )z E R 1688-1118
37 Rl 1588-3322
38 TS 1588-2600
39 Gl 1544-1544
40 FHFEASA 1544-0000




575
NO BT E i 7199 ARSH &
41 A 1588-6611
9 ST 1544-5000
43 Al 1588-4488
44 w2 A 1588-9200
45 S F5A 1588-3222
46 s el 1544-8282
47 ARZY 1544-0900
48 Rl 1588-4200
49 | A o] 5 1588-8245
50 slo]FA5H 1588-7171
51 Hg=2Edae5d 1588-3400
52 FEREEASH 15884588
53 = REAS 1588-6300
54 A of| o] x| 1 # F2}EH 1588-6655
55 (1) o] o) N EAZ 15884285
56 oloJu]A o] FxEH 1588-0030
57 el 1544-9000
58 Aol FEA5H 1599-7000
59 A o] el B FA5A 1588-3100
60 o|Ego|=FH 1588-2428
61 YIdFASH 1544-7004
62 AT E 1544-8333
63 ASEA T 1588-0365
64 2954 1588-8588
65 stk d 1588-2145
66 Fasd 1588-7744
67 SEHAEASA 1566-0900
68 =923 1588-9999
69 $-2]-2-3Y 1588-5000
70 213k 1599-8000
71 sh-23) 1599-1111
72 ° F2719 239 1588-2588
73 R kA 1544-3000
74 E4 e A Y28 1588-1599
75 g A El 2 1588-7000
76 (30) FAE2-8) 1588-6200
77 o723 1588-5050
78 Sk 23 1588-1500
79 7Ade-3) 1588-8585
80 FF23 1600-4000




B E 168
NO Q& 7 SEF 7199 ARSH &
81 523 1588-4477
82 TZgetol A4 1588-1770
83 A T3y 1588-0079
84 of| o] x| Al o)A T A Z-2- Y 1588-6161
85 LRGeS 1599-0060
86 LR EANT A= 1577-0009
87 AL T A L 1588-5099
83 AT 29| 2 A 23] 1566-2000
89 of] 224 2~ E A 523 1688-8877
0 otz A= 1566-0007
91 SEFEAEY 02-1588-5191
2 SHEERTEYS 1588-2100
93 AT TE S 1644-1515
9% R Rt o e 1566-6000
9% AreE g3 1588-8801
% SATEE 1588-1900
97 =524AY 1577-5500
9 AAFIE 1588-8700
9 g7 1544-7000
100 H7t= 1577-6000
101 2y7l= 1588-8100
102 T 15884000
103 (10) shjol 27| o) 7= 1599-1155
104 ZFRFte 1588-1688
105 AElF= 1566-1000
106 slo]Z B 27l= 1588-3200
107 BEFAS 1588-3200
108 Hu| o 1588-2114
109 <27 o 1688-2300
110 279 1577-4400
111 A A=A 1577-5200
112 5 =) T 1644-2300
113 5 Sl I R=p RS =P RS 1566-7799
114 1) [Foay 15770011
115 H] o] 2~7) 1 & 1577-2280
116 Aol E)7 & 1577-5511
117 ololu] A o7 vl & 1577-1885
118 & ofo] glo] A M n] 5 gl of 02-776-1155
119 =9 TYYE 1588-3600
120 2 LEK 02-3475-3800




B & 169

NO | di% | FER 7147 ARSHIZ
121 H A o] o] Ml (Y m}-E) 1588-5180
122 AREZE 1600-0020
123 A vlzF o} 1588-7701
124 o Ul 2 A=A D=3 1600-8870
15 @ A7 1644-0900
1% BE) 1566-3003
127 EZA=QIHEJIHE 1577-3031
128 A A o] A A Ho] 1544-1122
129 o] 7Pk 1544-0600
130 PIEES 1544-0070
131 g{ =g 02-3393-3600
132 ® EH A v 1544-8855
133 olE & 1644-2208
134 Za) 2 A e} 1544-5522
135 A <AH (77 ) 1577-1015
136 of] 2H] o] 2 02-2113-5000
137 a 3PS 02-780-0015
138 < %"f A Ao & 2 H] A 1544-1002
1 | © | @FOAgARIECAIRIE) | 158830
140 ] FE2cigxa 1544-0202
141 (i) EEREREEE 1544-3434
142 Qllef] o] 2] (] o] ) 1588-3830
143 of| A o] AFY A o] A= (U] 0] E) 1599-7983
144 TERIHHE R 02-2046-9114
145 A Z) 2~ E Y| (7}524) 1588-3284
146 S g 1S 1577-8787
147 ZHlg]ol s 1600-0523
148 g 2~ EdoE g} 15447300
149 (14) ofol HEN(AE U5 1g LAl E) 1544-4536
150 A oFAFYA | HZ 1566-0123
151 ZAEI~EZ o} 1588-7788
152 S A1 1566-0566
153 gh=tabo| B A (KCP) 02-2108-1000
154 Fo]= 1588-4259
155 daulo|AZATE 15779700
156 AlEl(¢]E) 114(FHE)
157 = oA oA F 114(FrehE)
158 Al AAFEEZ(1F) 114(FHE)
159 (14) iAol HZEME 106

160 S 4 1 B 21 (KTNET) 1566-2119




170

&
NO [ &R | FEF 7197 ARSHI &
161 =gl 1566-1212
162 A o8 (H4) 100
163 AR F-EF 2 (74) 1644-7000
164 A gy = 1688-1000
165 2H4SDS(RIE Yl 8H4tg Shol =) 1577-0300
166 o] H 1588-8990
167 el A g 1588-4458
168 A e 1544-7764
169 i R 1644-2004
170 ofj 02-2185-2000
171 7 @) ZulE 1577-3332
172 S A=A 1544-5114
173 E=8 AR FLZ 1588-7667
174 ©) ALz 1599-0007
175 BEZT} 1588-6633
176 2 el ~7)o) 1588-9111
177 2 o = 2] o}-f-3k 3] A} 080-330-8877
178 ®) R xS 7 7 o] HAATH) 1577-9420
179 A o) WA 228 1577-3367
180 A AAAMA 1588-4113
181 Z 22159 0] 1588-5100
182 (23) A=) opH 2y 2e 2 1588-2500
183 oYY EY T o} 1588-2630
184 SRR 1588-1813
185 7] RAERIRE! 1588-1952
186 E} R 15441303
187 13 [olgem 1544-3232
188 Tkl Zels 0] 032-211-1114
189 R o)) 22 ZE 2~ 1544-5151
190 o x=9d 1644-5151
191 o Um= 1588-5189
192 KT&G 080-931-0399
193 ERBED) 1599-1004
194 W _23 SRR R 1661-7575
195 g 3 AAeEd 1599-3114
196 2] fl AMgobaby ¢l 1688-7575
197 @) % ABYEuEY 053-420-5114
108 | F=A DDA S 1577-6655
199 ST aY 080-815-7700




2= 171
NO gEF FEF 7199 ARSH S
200 of| 20| A A} 1544-3800
201 A 2Z R (11H7] 1599-0110
202 A SEREX 1588-0184
203 | ﬂ Hoj &2 080-8000-000
o
204 7 ool glofo] (ool Elwi o} 1544-8278
205 f”g) OB 1588-879%
206 s olo]al A 1588-5245
207 E|AE~F 1544-6240
208 L= x 3lojmlE 02-2050-5000
209 & o Sapael 2o} 02-410-7114
210 (;g) G [qrage 15770711
211 H]o}o] @ of (o} 7) 1644-7474
212 FHAd 02-2280-5300
213 = ghrofo]H] ol 1588-5801
214 Féﬁ) SFd YA 1588-3003
215 LYF AT 1544-3200
216 St o] 1588-0080
217 - WRED 1544-1900
218 @ El=CUERBEN 1577-4030
219 AL L AU 1688-4700
220 S HYE(EHEAY) 062-360-8114
21 AANEZA} 032-430-7114
222 AEZHAE 02-6282-0114
223 L iz halh] 1599-3455
224 B AE g 1577-8301
225 AN ud 1688-4321
226 A H 2 F e g 042-624-4451
227 2 i H &2 H 1588-6900
228 o | oHEEn 1688-8228
o
229 T 2%) ZFFeMaEnd 043-845-0001
230 (1) ( ERET PR 1688.9969
231 ZgErd 1666-2313
232 AEEud 02-323-5885
233 SO A g 1688-5455
234 F AT 1688-0017
235 FALEIEHE 1688-5979
236 AFm2Eud 1577-5584
237 ke 1544-8884
238 FARE W e d 1577-9956
239 o ehaly 1588-2001




172

T+ g
NO | HEF TESF 719 ARSHI &
240 3 oprlobtatE: 1588-8000
241 Ch A58 1599-1500
T | @ [ozg9w 1544-0080
43 | ZA e 0505-2788-101
244 EiiEh) 1588-0011
245 . A e u) 1588-2121
246 ) FRO| ALY A 1588-8848
247 @) S-A = HA ] 2 1588-1300
248 o] = x| 2~ el 1566-4082
249 o) &HE-2- 2wl 1588-1255
250 Rt 1588-1119
— 1oK2)
251 A} Alolel ezt 1588-0112
252 fﬁ 3yEo] 1577-1233
253 | EFEEHESA 1544-5252
254 fj 23 o Zojo] & 070-7017-2100
255 @) ©) eSS 0222222525
256 KTE s A E7} 1588-1230
257 ool ol FA o] A 02-2008-5200
258 a A 02-788-4211
259 i JZL 7}~ €T 1544-2300
260 ol © | s 1588-1185
261 6) PR SETEE 1566-8188
262 o 221} 02-3489-9500
263 Ao WA= 031-320-5000
264 AR (Fo] AT ZE) 1588-7789
265 o of 2YZEE 1588-4900
266 = x 27}o] A4 o] 1544-7002
267 'jf:_ ff:- BETGER 1577-1900
268 ) ) YsZE 1588-6450
269 S rALE] 1566-9977
270 e dd 02-580-1300
271 S EA 1588-4482
272 7] 7] =AY AL 123
73 7k2(2) 712Q2) | T AT 1588-5788




N @

A
i

[ JPSEIPN;

o)
~
HO 9
T m
~ 3
3 &
T wog
— ~o Mo el h
~ X = 8
—~ r.m Q_..u_ = m S
= F 3
o ﬁ g LR E
I — m - WM Mo = & =
oo < Qo ~ m_m o oF o = bm =
— = 2 QL o) T o oF X L2 o y
7 % e 2 DB G G B
R = 9o 5l e oW Sz g
TR Mo . P T o ooy I E E P
ﬂl‘.kl‘_ T —— .mm m_.o,m_.o,nklmrbm,q
Mwaﬂ__dn mﬂ .Wﬂ c % m%c m%:
ﬂwo__,ww R0 _111_ SH|-~- oK T
5 Bo =) < KX 2ol - = 10
2 OOM _._._._o ~ m [ 9D LL LL |“_m_.=._ |r=._ —
<) T <) 0 S| = = 7 o
i { ﬁ 1|1_ M 21 8 &
) lanyg
NP g o0 = =
L
Bo Eo_._nl_o\_
B
o ) .




