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Routing

PBX(ACD)

UnPBX

IP PBX

Middleware

CTI Middleware

Voice & Messaging

IVR

Fax Management System

=F Sl

UMS

VolP Gateway

Workforce Management System

Management Quality Monitoring
Solution Performance Management System
e—Learning System
Agent CRM £8 &
Application XA S JIE
Agent SER HEA
Product &3]
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(Suitability)
(Correctness)

Jls4d(Functionality) :
QAo Jls EMe #E8E Jls

! —

rtor

FA (Interoperability)

(Compliance)
(Security)

Al 2] & (Reliability) :
SHAIE A SHHAH &
SXo)| fst sEs

(I\/Iaturity)

ol 2 & (Error Tolerance)

(Recoverability)

A2 4 (Usability) :
e AdAEOZ AFEXIE O
NBZIH0 (e BIIE LEHHE 259 D

Learnability)

(
(Operability)
(Understandability)

|2 [Ho Dy [t [FO |0x | HT |40 |0X [0 | 1%
ol |0x [0x [0X |0x 9_ 0x [0x |0x [foh |0X [0x

[0 0% | St |00 | JIN |JHT |3 | H> |r2 |12 |foh |l f o

& 24 (Efficiency) : 24 (Time Behavior)
HAIHO XA GIHAN AZEIH2 Al YR ASE XHa L X242 N :
DIHZ LEHH= AT ES Q] &0 & Bt A& =& 4 (Resource Behavior)

ol & 4 (Analzability)
%IIE—’.‘-’S(Malntalnablllty) A A (Changeability)
A2 = A S MHelol)| flol 222 ot =8 UEHUe 49 && O X A (Stability)

AlS A (Testability)

Bt & S 4 (Adaptability)
01 Al A (Portability) : 0l A & & d(Installability)

OO StHOZ ATEYNHE O0|AGH)| st 49 HE 2l X| & (Conformance)
Xl &td (Replaceability)
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HAIE 2 R0I(Bailey & Pearson, 1983; DelLone & McLean, 1992; Pitt et al., 1995)

+ Response/turnaround time
+ Convenience of access
+ Features of user requirement

Al AEI Z X . Realizat.ion of users requirement
(System Quality) + Correction o‘f errors

+ Documentation of system

+ Security of data and models
+ Flexibility of system
+ Integration of system

+ Accuracy of output
+ Timeliness

N XX + Precision
oL o= . .
(Inf tion Quality) | . gDl
niorma y + Currency
+ Completeness
+ Format

+ Technical competence of the CBIS staff

+ Attitude of the CBIS staff

+ Scheduling of CBIS products and services

MHIA =3 + Time required for system development

(Service Quality) + Processing of requests for system change
+ Vendor's maintenance support

+ Means of input/out with CBIS center

+ User's understanding of the system

+ Training provided to users

+ Competition between CBIS and on—CBIS units
+ Allocation priorities for CBIS resources

2SaZ + Relationship between users and the CBIS staff
Conflict Resolution) + Communications between users and the CBIS staff
+ Personal control over the CBIS
+ Organizational position on the CBIS units
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