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SUMMARY

1. Title

Fact Finding Survey of Automated Response System(ARS) Service

Operation

2. Objective and Importance of Research

Although ARS service being used by most of the people is operated to
provide the fast information and work efficiency by the «call center of
corporation and public organizations, the people are experiencing difficulties
using ARS since it was mainly designed for their convenience.

Therefore Korea Communications Commission has advised ARS Service
Operator to keep the guideline by providing the guideline for the improvement
of ARS Service Operation on Nov. 2009.

In this study we shall find out how it has been operated according to the
guideline by ARS operator, and shall provide the user friendly ARS service

environment by finding an improving items for better service.

< ARS Guideline Main Contents >

D Strengthen the function to connect directly with the consultant on each stage
@ Standardizing ARS Service Composition Stage and Menu
¥ ¢ ‘0’ to connect with consultant, ¢ ‘#’ to return to the previous menu,
¢ “*’to listen to it again’
(3 Minimize the waiting time of ARS service
(3% Provide the call back service after 30sec)
@ Pre-notification of ARS service fee and minimizing the cost

(® Provide the information on ARS service composition

_‘IO_



3. Contents and Scope of the Research

The study is made of domestic and foreign technology trend survey analysis
for ARS service, ARS service user satisfaction survey, and an inspection &
evaluation for ARS service operator.

In ARS service technology trend we have analyzed the system operation
status before IT development, and used it as the basic data to set the direction
of improvement for future guideline through domestic and foreign ARS service
related survey.

ARS service user satisfaction survey has been performed to survey the
satisfying degree by user after the announcement of ARS service guideline by
Korea Communications Commission on Nov. 2009, and we have found out main
improvement items. It has become the data to develop an evaluation index of
ARS service operating organization.

In an inspection & evaluation for ARS service operator we have evaluated
the performance of guideline against total of 279 public organizations and
corporations operating ARS service. We also have checked the main

improvement area in 2010, and found out the improvement items of guideline.

4. Research Results

A. ARS service technology trend

ARS system being used domestically is mostly composed of information
provide by input & voice through button type telephone, and connection to the
consultants. Currently this button type ARS system is being progressed into
the voice recognizing ARS which moves directly into the stage where the
information wanted by user is located through voice of user and ARS screen
system which offers the visual information. An earlier stage ARS had very

little interactions between the operator and user by lining the caller or

_‘I‘I_



providing the information without taking the other party into the consideration
through AA(Auto Attendants) and VRU(Voice response Unit). With the
introduction of IVR they were able to change the question and answer as they
like through interactions between the operator and user. And more interaction
through ARS screen service and voice recognizing service is coming due to IT

technology development.

B. ARS service user satisfaction survey

As for the ARS service user satisfaction survey we have worked out the
satisfaction degree based on the result of one on one interview against man
and woman over 13 years old who have an experience with ARS service
within last 3 months, and used it as the basic data to improve the guide line
by computing the complaint filed by user.

The contents of the survey was composed of connection to consultants,
simplification and standardization of ARS stage, waiting time, service fee and
consulting with consultants while focusing on the "guide line to improve ARS
service operation”, and as for the total satisfaction degree we have derived the
weight factor per measuring items with correlation co—efficient between
satisfaction measuring items and satisfaction degree, then we have derived the
degree of importance through regression analysis based on the satisfaction
score per each level.

As a result of user satisfaction survey it is shown that more than 70%
among 1007 respondents have been experienced with ARS service of
communication and financial institute, and among the respondents 74.8% uses
the service more than once every month, and majority was the average use
time of 3~5min per service.

General satisfaction degree for ARS service was 60.6 point(100 Point

standard) and it appears to have a need for an improvement, and the

_12_



satisfaction degree acquired from the consultants was shown to be over 70
point. Therefore it was appeared to be higher than the general satisfaction

degree for ARS service.

C. ARS Operating organization inspection and evaluation

As a result of evaluation total average score was 75.6, and mostly they
have shown to keep the guide line. Although among 8 detailed index
advertising information provide, speed dial and menu skip have shown to be
kept well by the operating organization, it has shown that the delayed service
to connection to consultants and service fee, and information of ARS service

composition have been shown for an improvement.

HA M
9.7 e
756 7.3 el g
£3.6
i 135
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Also as a result of survey for the time to connect to the consultants it was
easier to connect to the consultants on AM than PM, and the connection time
on the Monday and Friday has been shown to be longer than the one on other

day.

_18_
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As a result of survey for the ARS system improvement status according to
the guide line of Korea Communications Commission it is shown that 60
organizations out of 122 have improved the service according to the guide line

in 2010, and it is confirmed that ARS has been improved while focusing on the

user.

105 = Jfo|=efel Hrelsie
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Main improvement items are appeared to be connection to the consultants,
menu standardization and simplification.

o9 2

36 37

AlZE AHA

5. Policy Suggestions for Practical Use

As ARS service is becoming popular, most of the corporations and public
organization are operating this system. However menu standardization and
proper policy respond plans are insufficient.

It is necessary to develop an wuser protection environment through
improvement of ARS service while focusing on wuser such as, menu
simplification, standardization of function button etc.

Thus, Korea Communications Commission has announced the guideline to
improve the ARS service operation, and we have encouraged voluntary
improvement by carrying out the inspection and evaluation on how much they
improved ARS system according to the guide line presented by the
government.

In order to have an inspection and evaluation for ARS operating
organization we have performed the user satisfaction survey, and held the

presentation & meeting to gather the opinion against the ARS service operating
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organization. We have achieved to improve the service voluntarily according to
the guide line by inducing the interest and need for an improvement of ARS
service improvement. Through development of evaluation index for the
evaluation items, index and method, and the introduction for the evaluation
index we have encouraged ARS operator to test themselves. Therefore user
friendly ARS service environment shall be developed to the organization which
is going to introduce ARS system or to improve the system with a system

development guideline.

6. Expectations

As the need and interest to keep the guide line has developed by the
operating organization through an inspection and evaluation of ARS service
operating organization, approximately 49% of the organizations have improved
the system voluntarily according to the guideline. If we continue to improve the
guideline to improve ARS service operation, ARS service being used by most
of the people shall be improved as an user friendly system.

Also we expect to accomplish the accompanied growth of call center
industry through creating a new consultants of ARS system related
development company and call center. The data of this study might be used as
a reference to make the decision to develop & improve the system by ARS

system operator.

_16_
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