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A Study about Designing the Interface
of VOC system and Legacy system in

Hotel Enterprise

Bum-Seok, Lee

Major in Information Management
Department of Business Administration
Graduate School of Business Administration

Pukyung National University

Abstract

Our nation’s hotel industry rushed in an infinite competition age
which received suddenly changing business surroundings - which is the
results of internationalization and enlargement, expansion of the labor
costs, advancement in expectation level on customer service, difficulty
iIn gaining service member, mmprovement of efficiency of the
organization management, inactivity of international competition and
aggravation of economic surroundings because of IMF Systems etc, in
the hotel management.

As the Internet supply is expanded in the world, our customers are



serching for more information in the Internet and exchanging their
opinions in the virtual spaces. In particular the customers in the name
of 'Netizen” are making a trend by enlarging and reproducing
information in a large discussion place, the Internet.

On the side of enterprise, it influences latent customers’purchasing that
the cutomers bought goods put up their use comments in the Internet.
Cosequently it influences making image and selling as different
customers purchasing goods are added.

Nowadays enterprises are demanded to deal with situations positively
due to the Internet activation and manage systematically the online
questions. And because they enlarge the Internet and change
enterprise-customer communication by telephone to that by the Internet,
utilizing  profitable  information  which results from managing
systematically the Voice of Customers and building systems for raising
cutomer’s satisfaction degree become essential condition in the
enterprise’s survival.

Consequently, [ proposed the systems in this studv with which we
can raise cutomer’s satisfaction degree by importing the VOC system
for gainging data being reponded with customer’s satisfaction through
constructing efficiently the CRM, repairing and building systematically
Customer Councel System by realizing interface wih the VOC system
and meeting with situations fast and positively within 24 hours and we
can exchange information on raising service with all members in the
enterprise by the database of the system and we can construct basic

data for marketing material and the CRM.
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