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Marketing is the process of planning and executing the conception, pricing, promotion, and distribution of ideas, goods
and services to create exchanges that satisfy individual and organizational objectives.

- American Marketing Association -
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Importance of Non-Product Dimensions in Customer Satisfaction

100%

5 Product

5 Delivery

50% Other

30
Sales Staff

100%

10 Billing

10 Training

50% Product

60 Service

50% Other

20
Installation

20 Sales

Consumer Durables

50% Product Maintenance

40

Industrial Equipment

Source : D.Finkelman. “How Not to Satisfy Your Customers”, The Mckinsey Quarterly, 1990.
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c AARE L} A T]E) BA
Customer Satisfaction and Repurchase Loyalty
AT 34 = (FAE) A
Repurchase Loyalty Apost
(Retention Rate) %
100% WA
Zone of Affection
80 T
F2pd 2
Zone of Indifference
60 T
of7d ZgGz|
Zone of Defection
40
20 T AANES
Heg e Customer
Terroristic\/\Yg | | | Safisfaction
I I I |
L 2. 3. 4, 5.
bFERE 23 2w% RE #E S
E.xtre.mt?ly Somewhat Slightly Satisfied Very
Dissatisfied. Dissatisfied Dissatisfied Satisfied
Source : J.Heskett, “Putting the Service-Profit Chain to Work.” Harvard Business Review. 1994.

VITAL
CONSULTING 117




@ A v 2y 2 2 Elo] LA g 4(7C)

Communicatio
E-mail/Chat
Instant Messages

* Sedrch/Directory

“Softmessenger * Nayigation
i Mll ° Dl

ey’s Gone
alstreet Journal

Content
Professional
User-created

* Skylove * iPopcorn
Community * esellpia @
Home Page/ ¥ Geocities Business ——————»
Review/ « Trinod * Online-insight
Discussion P * mylook

» Dacom-Chollian
* Hanaro . GE
* Infoshop-01410

Connectivity
Internet Access
ISP

e Amazon
* eBay
* Priceline
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Customization

Commerce
B2B, B2C
C2C, C2B
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FEA TN 22 AH= GFHEY
(Information-to-Transaction Model)
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) ONE-TO-ONE

Marketing )

Target AR A A
Marketin .
/) ~ 0 ) (F2%%)
Mass T = TR = A
Marketing (FL<3FH)
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Positive Mental Attitude (PMA) ‘

« & 9] (Enthusiasm)

« A2 7 (Self - Confidence)

—
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Sales Process®] o] 3|

QA S5 o5 G 354

3rd « A/S, Relationship (Customer, Alliance), Solutions}

2nd

1st
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< AP G A EA >
A AY
o Needs A} B4
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o] FujAelo] o5t 3¢ 55HA

a4

< A| QA >
« Solution #| A]
o AW A7 A ¥

« 47 3]

-~ oy - &7RE - 32
< AT > < NEGOHA> < Al A >
* Solution &34 e To-Be Model A|A] ¢ =Y A A 8] LA A]
o 27 A A e ZOHE e w1
o AL | SA A A o N AL T

ReyoU Tell me more. It's very good. gt YOl I'm happy.
| trust you. product.
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- Needs 4]
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- 73 R AL Z AL - Presentation
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(Process)
* Sl 5 =/RISK 43} « 4 Solution
cFARFAA, Y E A, AR
_— DEMO
A48
* VISION A A 5 &
« TO-BE MODEL - -
Sales Processing Chain
Consulting Proposal
\ / Price
Bench marking « Service A Y &
* Delivery
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Sales Process (FaL)

. /‘ﬂ"éz EZA|

27212 A 2D 8P, o) glek, ol wA)E A A E
2516 AQ=HA BAE §

VITAL
CONSULTING

st = AAH ] A &,

7}8 3174 2= (Prospecting)

¢

Z 314 Z(Telephone Approach)

:

N
Yot
=)
o

(Ap

©

roach)

¢

A AA8LZ A (Fact & Feeling Finding)

¢

T

N
Mo
1%
NE,
o

=

HH

Al (Needs Analysis & Solution)

:

me

=l
r
Jo
e
ok

(Presentation)

:

of
i
Q
o
e

:

b
=

_I (

X (Referred Leads)

¢

f
U (]
olN
A
P
jiy

(Policy Delivery)

it

A2 2] (Follow-up)

-39l B8 :30:10:3
307 o] Ak
-10719] 23
- 3W(1=0l 3x3 0]/ At Al o)

<% (All Purpose Approach) :
AEA71 270, B4, 3k

?75,7%%%%%\34,71%)

=

N

47




_SalesStrategy G

( 3 27} 532 Aerl? Jd WA A3 g =5 3 skeh
« Bk « A2

A4

Knowledge

~

7]
Skills

~

A2 A2 (PMA : Positive Mental Attitude)2 242 Al

FEEERE

EEECE

<\
SIS
AT
o >
=)

[T

i, o

2l
o
o
5

i
A e
2

0,

"

rO o
kv
k1

M £ o2 do o2 &

<
S

™
ofN
ol
;a

VITAL :
CONSULTING

o

A - - Al
° }2;'_% FJ] - . %‘Z]
AA S Attitude LR
KASH
o ol 233 o 7}
igjjﬂg 1% Habits KA
* UL SACEAC |

2= wAL=0] & 5 Ao

Z )] E o

8 54

144



( o7 o] ok7] % 7 217}?

ol o] a3l a3 AAAe]
7% 38% 55%
Q E2ge 1AM Q X2k, AAA (FE1e] 1 93%)
0 2o g Q7%
0% &= S
o Q&89 $14]
Q% 0 A
Q &z

| slela spE o WA 22 U
|V RAE oA o H A 02 o]o}r]
v utd AR o HZF3e) B uAEo

VITAL
CONSULTING

Q78] A

o Gol A LobALtE FRBTHE 19
S AFAl S ol %] wha),
7 A olok7] stk

. ;(EL E= /\]_a-u]-o] )J-\:HH

=

145



VITAL
CONSULTING

FHx

\‘.07.0":“.00!\’!*

27 e v, 7]l ek (%)

ot aEEE e
e}, whde] glole Aloko] Atk WA dte). el ole sl

M X (The Law of Large Numbers)

S Tl o

=2 T—

2},

146



Zuj7) o] & - =2 A= A= (%)

SR 7

| |
! 7} 378 ‘%}%(ProspectingB 10
_ l
roach) 73
!
678
!
A= %8
ZTZAXA l
5
l
— m
AtS 5= Diane Sanchez 3 C o
12132 R A SOl lINg MO e —————

AT A Y SIREel e Ae S o,
v ARE Qe M aATe] HE AoAd] £2EA OB F UEE FASA AY= TaAS

| (Sales Process)& X1 3 A A}

v 27 WEEIE A e T A A0 B S 47 H o s Adasa

v Ay e 4R dE e Ao A & o guletA BSojat AR T2 A2 A TS U 2 A7)
. BES 2T YANE Z T2 A 20 AR ol 3, Be FA uEo] a AT}

v BEREA AzeA] B3, bR nAe] g e w Ak M AAS Soldths AFS w3 3% st}

VITAL s
CONSULTING 147




= 1. vAY G d

O TRHARD, ol 7Y BAYG TR SAREEY SAH AP0z A BFFE L v
AAGNAE TBHE FEHA FF,
« A, ol 1] IANNFES B /1 GAT FEE 919 ooltle) £F, AIF L A9 AW, £, §F, HHAH

|8, 5= &5

]

nARY | = | (AR AR, AR 23], rHAIR A5, PR A E, vHAI R A EA| 2 H)

e
o

o
o =

Qg gFe e 240 59 o S5k - 918, R EERN

VITAL
CONSULTING 148




1wk A R e

slA R e = kAR Aol Bl @ ol x A9 Z X x AP At AA ) A=

Q vFAE N F A g3 o] =
-ntA Y BEo] wpAE A 9] o] o] Anpi} 7|2 E FI o] Fo] A =T}

CepA R A o) T @ o) 8] 7} gl of ol F B obu ek AL A (Bl ) S SR b T o gt

VITAL
CONSULTING 149




AR 24 = vHARRA o AW A3 X mpAIE 22 9] F474 X nHARFEEW A UA

Q AR FEH Al | A
Y E RS B 98 eIY BE 718 B
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2 A
A = : Marketing Moves(A New Approach to Profit, Growth, and Renewal)
A A} : Philip Kotler, Dipak C. Jain and Suvit Maesincee

Z % A} : Harvard Business School Press
% al
A F:Z9 ZEYHY "HARE 84
o A} AARAFAA BN S 7 s W)
= W AL AlFA A
WA % 12003

EEr N

Philip Kotler : =228 U8t A= 7374 o shd vlAI® X0, A A 2+ Marketing
Management, Kotler on Marketing, Marketing of Nations & 178

Dipak C. Jain : 22288t AZ 773G 43 F8 AFEk=2E 3tolH A
AE HAY TS vl e Z, A GAR S, A FTE BN 5

Suvit Maesincee : = S8 2 U8 vlAH ul
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Executive Summary

A15-. O R g A A Q] A =2E viAE HE o]
1 AL A AN A vpAE e e o

2. \ARF A2ke] G
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—— Executive Summary

714 S A ekai, XV‘] o] oJE A EAL WA= E‘” Jshar A x]o] AAo] 7 AR B Y FaE
A Q1A o 3t 3] H = AA(Opt-in}H2], Permission ©F# 8, Prosumer 5)

@ A% 71 E9 FA0E A0 o) BAL S Aol AT, ol 3ol Aol
L. 2HAEE /1ol A TAH SFAGS FeiF T, AAlo] A BFIAA S

uko.
=

@ AF4 nlAH o] 7|& %74«] &S ¥ 7] (Pump-Up)$ 3 A, 9H=-11 9}+=(Make-and-Sell)
Aolgtd, 39 U}ﬂ] 2 2748 {d A1 7FHPump-Out), 7‘* A 33l ¥ (Sense-and-Respond)

= /\}—;qu_o_ A &3 O]: 3t

@®71dE2 A&

L =2 =
ol =9 =H 9| 7““‘%§(Customlzalon) ZAS OHQOH of 3},

S A HES v X = F 7K 2EZHQ ¢, S FF=9H 9 YdAE-E3HCommoditization)
AL

@ N2 ¥ Z2YUA 873 A Y 71X D% = (Value Driver) 2.2 11287} (Customer Value), 714 <] A

o 2F(Core Competence), T & W] E €] 3 (Collaborative Network) S A A 813 9 -&-
@ THAR M 22 7] ™ 2f(Corporate Strateqy) ZH o] Wl =fojl A 7T =] ofof g wAH

L Ay
231 A2 A2 FPHE AL BE, o5 A= d B FFL u Ao} 3k, T4 Y
AANNE 71 QW] 95 02 TAMGE ofof AL AREL T4

g

]—71]9 7H 14

e AT AI7IA - LAY AU A ALY, MEATHAA A E A Sst= AAES
(Holistic Marketing Concept) = A /\].
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— Executive Summary

o 1} A & g5 9] 4714] Platform
. o A %A 3= (Market Offerings)
=0 =
edss o H] =1 2 2 24 7 (Business Architecture)
. o 1} A & ﬁ‘rE(Marketing Activities)
H8-dE o -8 A] 2= Ell(Operational System)
s AA AR A S S AU ER IS A Deta AdRegtonn 4FF 5 e, LU ES A%
oA AT S s el A0 A S Bl Al A9
7195 IS HETEZE 0] YFoE Ao 159 AATEZ YO =, CRM FF
Sl Aoz wislWg s S0y ;o) ygxgﬂx](LTv Lifetime Value)E 5743}aL, Re-Selling,
Up-Selling, Cross-Selling< 3™, 317 D/IBE H|o|HrlodtaL, WA A R Al g=5& RFS8HE= 52
7]%1:__9. sﬂ_g_g 6]—
& 4714 © tolt A oA E & AAA 2
ook 3 Z 7pA A

| 7 & 2] (Whole Relationship Management) S
U'_117]_5<]%]_% _% O“:.

= 3} 2= 0]
= =2 T M
7 A G &5 F3H5=H 2 8.3 CRM(Customer Relationship
Management), Y#2 29 &2 (IRM : Internal Resources Management), H]|Z2U 2 SFE A 74 9 &)
(BPM : Business Partnership Management)7} < = 5314 0. 2 t}-& 4= ¢Jojof gt
@ FF U5 TAE Abo|Y F3HY] &8 TEE Y Ts] F2F =
(Marketspace)S FEH 43 SEA 02 & 5 lojof 3.
@® A& S 2 17 (Customer) x| &2 o]o]of 3tt}+=

524 A& (Marketplace) 3 7H3A1 A
= AL G2 FA, AxE ok g 18 A 317 A3

A= AAEA alA" 7)d (Holistic Marketing Concept)ol] & 4] 3fj of g+
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1. OAE AN AR AEA g

A DA AN F 8 971A] F8 A $H(Shifts)

From To

o 7 1 9] vt & (Asymmetry) « A 1 9] 715=3}(Democratization)
« 5 A3 (Elites)= 93k A& « 1.5 (Everyone)= ¢ 3h A3
e TH5 31 3}=(Make-and-Sell) 7l 3 « 7443} a1 Wk-§-3}+= (Sense-and-Respond) 7|
« %] &} 73 #ll (Local Economy) « = 29 7 4| (Global Economy)
o 5=¢] A Z+(Diminishing Returns) 2] 7d A « 9~¢] A S-(Increasing Returns) 2] 74 A
« Z}:F9] 4 1-(Owning Assets) « A8 9] & 5 (Gaining Access)
« 7] ¢4 A] ¥l (Corporate Governance) o A %2 ¥l (Market Governance)

& A] #H(Mass Market) o 78 327 A]%FH(Market of One)

>,

e 2 A] (Just in Time) 8 Ak A ZH(Real-Time) A4t
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A A5 3714 Hl = 2 e
« 3178 Z=A] (Customer Centric) 7] 4 o & - 52}
o ANTEA] B wFo] 23S T
T} 7}A] « LAY A5l BH X FENE =S /st
(Customer Value) e HRIEH 8, AN UGS A AE FE Y TR AT R

(Marketing Scorecard)E- 7|25} aL 1A S #2]3
o 117 o] I A 7}A] (Lifetime Value)oll 2] 3] o] ] & AF=3}et.
UE JAl=ol B &, o e, o A T e =5
a0 4] o3 2 o AA A A o2 <F 519 EH AL (Best Practice)’ & X n}7]) 5} 2
M2 AT E AEH 0= FEotke)
« L2 A 2ES 7 A 5= thE-A @ 2 | (Cross-Departmental Team) 2.2 8- 5} 2}
o 232l Ao A R o} 2} 2213 Al A 7S = 5t

(Core Competence)

«ola A A9 o] o] FHHEF 2L Wi,
H U EHYA
HE HE=A « 3]ALe] TFEU S ﬂrmohﬂ ERES

(Collaborative Network) | o AL Jrol A= Adste] 158 FEU R WS g
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A s Tel o] Al @A

. Bl g nhA" A AA A vA" A
(Selling Concept) (Marketing Concept) (Holistic Marketing Concept)
WE a7 el g AR
=gk R 74 of WM slsl= S e = W e = S U A==
T
=7 Gl 274 3 A3 & (Offering), a7, 7] 9] S Al e,
T - A ERTE A e ) s EEFEOE]
Hl o] E oi\_ﬁOﬂj_ -Esﬂa_:l]x%
2o, B3 AR, B, mAayg | Do el BeE, B
) _ = ddst= 7HAA)I T 5
T - AR AL, H =, (STP : Segmentation, Targeting, ]
o AAA BA 74 e
o Frk A B Positioning) e
(Whole Relationship Management)
A g, A S, AL AY
R FF S S oldHE | ANSS fS o] & JEA(LTV) S 855 53 =94
o) = x] R}
AN 1. O O
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zA7% T8 2 Y EH=A
39ad 39ad ki
ZeI A
71x] 7] 5 T AT} Ao F HE U ESA
dgx (Customer Value) (Core Competence) (Collaborative Network)
7} e x| 57k N AFITT Y ALETD
(Value Exploration) ESEBN
Al A TE - .
](K‘;;:]k(;tg i
Offerings) (Bu_smess
Architecture
N
7FA A =3 . . H| =Y A . 31514¢
(Value Creation) 39 g Ey
AR &5 =g Al=H
(Marketing (Operational
Activities) System)
§ A AA W E=2+d H| =2 U A
ki LRI o Adne ELUPTES
(Value Delivery) (CRM) (IRM) (BPM)
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A28 Agsh v X AN SAE

-

H|=U 2 2

Al A F= 47
nAY &5 =4 Al ="
Profit Revenue - Cost
A\ AN
o A A T&= e u}7A 8 %
e H| XU~ Y oI A] 2~ E)
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2. A& 28+ A 2F(Market Renewal Strategy)9] 343

@ A4 BA A= 71 g o 2} AB|RL YA ARFUE R S o= A& ZE
o 7] 94 5 &= A] & (Company-Driven Market)

-Z19E0] AU = A, ARl A, Bl EY A A S FES L 2R 7HAAA S A 2 AR E T

H o2
1“?1

“
AR S 2L Aoz FFAIZ o 7N 7o) FalS Fea)] it

- 7192 AR, A 2, 7oA 1, BT E, A Ve e 8 A A A
A& HHA AL 5 v 22U 2 A A O 2 AF T T Ao

- o 1 &4, 3M, CNN, 247 Hu xS

o 3170 5= A] ZF(Customer-Driven Market)
- Eo] e E T AA o m WAL, Hl =Y A= Yt e S S5
Consumer => Prosumer( 21 52 ZH]|zfol| Al Z 2 rw] 2 A AE A 2714 of| 712 7o)
- m|ApE o] A AN 2 AES ALE ] Hol nhel 15 2xm7) 71919 S YA, FEU
- ofolt]o], 7|4 &f AL B TNV A8 =S 71 e sl FAAA 7 A+

_(12[,
- o Delld] X255, 7] 52| A1A3% Beta Testol] A1 A} o] &
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o I 2} == A % (Collaborator-Driven Company)
- B} EY S &% & & (Operational Efficiency) @<l =0 & #xrt ol e} 7| o] 7HA = 97
(Value-Creation Capability)S 43t 1] A =,
-3 ¥ 2} =(Collaborators)> Al ol A A A =& A skt 83k 93,
-8 A2 o FEAAY At n 2N AR R, s EAENE, oA @Y S @A A Audit s e
AT

v = 25 2AE] HE3 5 A 19884 3wk, 19981 43 7Y, 2003 3H N E FH A

« A Y E =X A] 7 (Community-Driven Market)
- A AT YE 7 A E A B A2 5E A S0l Al 3917} o] &
- AFTHEHES 719 Y 43 FARZRTH 5HA

-ATHE O F8 =H A= A EA Q] FIE7EE] A 8] 220 Alw 3 3]l E11] Al E 1A Y.
& A v e g}
37 o) " AL NZe A AL
o MHAE FA = 22 A 29 v AY GERhs 8 |« 1AV Y A B A ] & A" o] T3
« "} A EH = F 4 (Interruption) 7 A & o] =4 « "l A E] = & 7}(Permission) "} A © o] = F
o WA R & Al g7 S o 24 c WA R & DA FA| H o] 3% Aol 24
o PHA R 2 S22 Aol =4 e PR 2 A FA7ER] SH e 24
cMHAE X ES H &0 2 14 « B2 A" A &S FAH(Investment) = <14
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@ 932 vA Y ] W3l Reverse Marketing(Zre| Z}ol| A Fuj 2} 2 119 o] %)
AEA : mAo] A ES T2l eh T A 2%
2 : 20 27} 7FA A A 7
3331 : Narrow Casting(574 #-ofoll A B4 S Hol= EH 1S oz ARFYA ol Ast= A =2 3H)
- Direct Mail, Telemarketing ‘s

- Pointcasting : L2 = o] AHAZ Al SV A= F A E SIS 5Fe A H| 2~

o« A HX1 A Eo] AR FIEES 3 dFEolH FES 8F.

« A e A o] Aol A Hr k= A

o JAE3E: M 2 T2 AR ] A A e Al s E S N

o U7NS- 9|3 4C : WU} Syl 117 7} X] (Customer Value), Xt} $E-2 H] -8 (Cost), Xt} ¥Hx ¥ 3 2] 4] (Convenience),
1o} 132 7 F-Y A o] A (Communication)
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22¢] Q1A 23}

2] 3+ (Outer Direction)
A

3} o

TE _ AN
(Chaos) (Order)
A g
v
VITAL WA (Inner Direction)
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o] (Competency Depth) =

71

o ool

7ol 3k
g5 (Asset-Intensive Activities)

ikl

7IRERIZE, A A4 71H
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3. A73713) €] stek(Identifying Market Opportunities)

1) &R[2E 9] QA FIHAA doju= W3Sl A3t 1A= F<
& 272 W & shobaly] 98] whAE & 2 12 9] A EAkeHChoice Context)$ o] shafo} 3. =
A0 $9E 78T Qe FA e AR D FEE ol slel shn 1A FTE
£ D T ATAEHEA, 7k 250l JFL AL YEAE B,
nA g ee] A7kx 5 a9}
From To
o A== 7] HE A -F-E (Output-Based Offerings) | « A 2} 7] ¥k A &= (Outcome of Solution-Based Offerings)
2 317 0] 74 7] |k Al -F-E (Input-Based Offerings)
« 43574 "5 (Product Performance) « 3178 7 3 (Customer Experience)
o o) ZFA] A 35 (Mass-Market Offerings) o U5 315 A A E-(Customized Market Offerings)

2) 719 GZF3F 3ol TASt 1 7199 v =2y 2 o
1 7]

@ 17149 Bl=Y 2 e S () 8l st
HAE A (A H)iz]*ﬂ"‘O}t?_‘rﬁ]% ofRl=YX: F9= A A,
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== )
@ oFXAYS T A 7IHES AN Y A G 2 S ‘3%—7‘:‘*01
O U2 A4y o 2 8|85 AT 59l
@ Syndicating= &3 94| : 2o FIUM| L2 FHE QA S A SHEE
Syndicator25%-8 A B Y AH| A2 13 5 9L

4) Z=Z&#+7] S (Corporate Governance Framework)<] 7i 2t
@ Ao FHIAE 7|HES 14 W FEH UEH I d2H A5 AE-& T3 Adhd 434
(Strategic Coherence)<= 14| ‘H 0]: 3t 71958 aAEH e n=2UA FJEY #g v 2UA HYE
S geta +x3}s7] 3 2

£ SR/ 5% 2RE 48 Folof okn, A3y
24 AAE T FANES o} &

@ 714 H5et= Aol FH k] XA A ERe] YA S FAE F Jlojof SR, S Al 28 At
Eol t)-5-3te] FA3] AT = glojof g o] & Y3 A H(Alignment) ¥ A -8-2 (Adaptability)
Aol #3 S Zled Q] IS
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=9 2 &g % A-5-E(Digital and Physical Offerings)

« VVersioning(thF gk 17 2271)
* Customizing
« Bundling(th s}, & 5-33u))

g 3

-{1:1
XE

38 9] A ¥ E(Intangibles and Tangible Offerings)

bRl (A A, AR A s )

AR AA A SED, 4 5F 5

el A 4 )
YA FARY, 24 5)

AFS 2 %) 53} A F-E-(Features and Intelligence Offerings)

CHE ) A5, AV E (L

e o] 2 ¢l E AFE(Containter and Content
Offerings)

» Container
e Content

2) A 7&A ZE(Market Offerings)<2] T =)<l

® T PHOZ AFATES UAAT 5 e
« X B X] %= (Choice Map)=- 53l 1178 &) 21 S €%} (Broadening) :

* 4181 1 = (Choice Board)E &3l 3274 3] ¥ 5 4] 3}(Deepening) :
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e g AW e 3% B HAT02H
LT E W3,
AGATEE B sste] Mol 4R 4ol
BE o 2K DA E 2ol g 3
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@ A ¥ X] = (Choice Map)¢] 7)4dt

N

o
ol

—

NI

e 2 A =g 71 o

) N
T

3t

ARSI 71 A =

=
-

e 3179 2~ ] A| 21 (Consumption Chain)2] }o} : Al F &S A&l 3]

& B A A]

712

T
)

SRR

o 4%

=
=

A

r—

At=71?

0]
=

—

7}?

5]

Al A

Pr—

7}

=] T
e Ex =

2 o

= 2] %k

L
o

Pr—

o:lZ1

7}?
7}?

——

=712

0]
A

7}?

T
-

A2 7Rk
oA 2l = AL, M H] 25
=7

g

3k
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- 2172 &5 Abo] Z(Customer Activity Cycle) S S5 T ol A 7 ao] vfeof

2
- o] AR50 54 ARE FHA7]Y] fete] FaAeks Koz A4 B9 52 v EHA (Metamarket)
ole} o
o 2174 9] &}55 7] 3 (Learning Experience) ©] 3l
- TR A2 7| S5 Al E = o] 5 3 AR o] B3 gk,
ABEL g8l A0zt A TE gesd (Usability)—% o] ]
- ZHIE 7|Rke] Sk AbEARS o] o' A Al el A El = ARl visl o Ale g ol dvbd a4

[e}
A7}l thet Au|AFe] H I} F Al FE 9 F-84 (Usefulness) S <] 1

7ol Jha B sk 15 o] AT S Solehe A0 E AL 0w T8 Fago2a A ohs
A28 A S A,

é“.:
’:I_I‘
o
2
to
i
O
’ﬁ
[
>
Q
o
=
o
(h
i)
>,
oY
e
AU
Y
ot
fu)
b
T
0,
N
L
)
2
O,
o,
N,
olr
oL
o
Mz
AU
>,
N
=

TR Y 7]&L Vg u A E R Fto] T A A FE S-S thE3H(Bundling) k= A ¥ oy U E A Fst =

(Unbundling) 2 %= 7}%6}711 g
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& A ¥ 13 = (Choice Board) 2] A&

AR E= NEAMNS R st 7 Ao A, AR, 7HE, 2Rt A SR A E el A A AR st
T AT AE S YARIEHEF S 7Hd A% A8 Al 2~ ¥l(Virtual Interactive System) ). 317} 9] A 82
=

2 Y, 29, &6 A S SEAF
o 9+ 3} (Customization)
- A4 2] (Build-To-Order, BTO)
- e

2d Z 3 (Channel Assembly) : A| ZGQAE 2 st DGR = Ao HF AEXEHS 9443

- fr X (Postponement) : T2 0.2 $HJH AES T a AN Al B A FStA wrE )
- M7FA] 718-A Q1 F e o] gt s}

- t]-&-4 (Adaptive) : 1274 9]
al

| EFATES B2 FAES A AT
- &] 4 (Cosmetic) : AR Ql A E& A= HE A AENA A= B2 Al
- 5F7 A (Transparent) : 2t AL Eo Al ¢ D& glo] L5 BtEstE 55 AT =S a0l & 7 A5

o 3178 5= 1= 3H(Customerization) : 7] H.t}

rir
k1
=
!
9
N
ot
il
filo

Aol st A S

« 3= (Collaboration) : 7| H &} 71 A 0] AFES & ZESs7] $13] 45402 A= dislsta
735

oot

A =

ol
rr
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K
L

3) 28}& 7}X] A ¢k(Value Proposition)2] &

@ HAHELS 129 QX F7H E FHEF B o2 R EEHEAYAZ AP REE] 7P HF
T RUZHE FHYORRE ESHEMER V2 A4S 2 23 25 sfjof ¢ o]# 3 A
A AP L AES ASAA AZATES THSIES 3t 28FE 7 AIGS B L sHA Rt=+1
AZAN & 7

@ A Zol A AFFA7F Eohe A2 AN F FEAE, A4 58S 7 A E, Hu 9 X E A

R
SEEREEDES

TS HPAES ) Boks B9 A4 FF A1 02 T3 39kBig Idea)ol 271 3}e]
TE AFATES AF A ALE Aok T,

& B S AGATE 7 AA R oh2} 1 AFTE Fol] 0] QY ofolrjo] S HA=BA Aok 3
258 59 AR AL AERYA ARE B2t e
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Sh
@ LY (One-to-One) : FHAKE AEH A AAIA H
@ T Y (Many-to-One) : TS H 712}

o W€} Z 74 (Metamediary) : FHlA7F A Qlo] Bl FEES FFA 70

o H] 23] 7H(Comparison Aggregator)
« TEfE R TS

@ 4dtHOne-to-Many) : BvjS4A F7]2}
@ B th(Many-to-Many) : 7H3A1 331

@ ]S 7)1 MR T2 A2
« H] % 7)| s}H(Disintermediation) : 7] & Z7bul 7] 4Fo] vl A = = A
o W& 5 7)| 3}(Transintermediation) : 7|

=
o 2157l 3} (Reintermediation) : A & 73 ¢ /14
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2) B2C 4 n|2~ 1

@ AAEA | 43 (e-Commerce Storefront) : %3 A H]| 25 B 3}7] 913k Ao E
« A2 A ol A g3 AleE o] hE =Y

- =4 Sl Adske ARG AAA N R e ol AR o] W2 A= (F, Software -5)

- F5 A B} vl g F 8.3 43 F(Context-Intensive) Al8-& (1 &, 71733 )

- AH A I =S ghRete] T uA S 9% S AT B S e Al E (s A A AEE T)

-oln] F2 Y HARTOR BAllE 9AS 2 O o] A AlA B A ok H= AT E (I BlE )
-G =2 A e R Al e =

@ Y (Portal)¥ A EZZ 7N XH(Infomediary)
« TH2 AAM, 2, YA, AR 55 Aeste AERAEE A

AR TN ERARE Algeta, FHES A, Al Fel2= AR, A4, ddess g, 00

@& AP ZF A} (Facilitator)
Ao A AN AT T Chaghe] AR RS B A 2}

@ ABFF A Aggregator) : I3 AE PO 2HE ZHE ROoAY FFHS
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@& A ZMA(Trust Intermediary) : Fui e} Foj RS o] AAZRE 7HA L A2 7 E 23§ JES
AT S AT

o Z A 4 9] Z}(Payment Enabler) : X A 2| & B Z3}3 Fuj Lo} Lo A5 ] YA F IS A A F
o A 2] 2 ©) 2H(Trust Enabler) : @AFA}FE 0] A2 7 D& 7 A L A5 AR 5= e = AU 1AH

HE= 2=

3) B2B Fu| =YL 2
&B2B XY

« 2F93 Z © (Industry Portal)

« 7|5 3 & (Function Portal)
@ B2B ZEZF/HA
& B2B 3 B : ) &2, MRO(Maintenance, Repair, Operation), 1.g 712921 3 B &
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Fh=W 7 £ ¢ B2B 7

2o zg A &"stE 22

(Spot Sourcing) (Systematic Sourcing)

Az F4E 5

ul gro) H =i R hE)
(Manufacturing Inputs) WS H b 5]

ol

-

£ FYE
(Operating Inputs)

1L
r
A
Qb
|z

MRO & B

4

=7 : Adapted from Steven Kaplan and Mohanbir Sawhney, “E-Hubs : The New B2B Market-places.”
Harvard Business Review 78, no. 3(May-June 2000) : 99
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B2BS] Al 71X =9

Hz242 24 A 73
« 3] YA = ZI)FEA c A DAFFE EE A7) TS 7|
« 7 e o] HAE A « AR o] gholE nj =2 Bl o gk Ao L
RS RPN « AL A oY g wE A HAE A
« 73 v o Tl Rpe} ) Rp3E ) 7wl A of] o] g1 A 2
o Al EF AH] =9 5 « Aol st A Azl Aol 7]t
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9] F-=(Building Business Infrastructure and Capabilities)

#A 74 99 &2 (CRM : Customer Relationship Management)

Y

B
ol
N

i ok s eke 217

= B HE

< 8% 7} o)

AL (Apostle) 7} .

2] &=

oA E

=
=

T, AT

N
2

) 2.3 1) olrk 71 7))

5]

cae AR ATES AT
ERCER

N ¢y

o
€,

2

I2A

CRM9)

=(Arthur M.Hughes)

T

Sk 5714 7]

2 9

Z 9l CRM

&

B
B W
o N
ol
i |
™ <O i
. oW | W
- i D
A NS o
o Wl A | B
| | oo | KMo
CORC L I T
%o R X Mo | m H
T Rl e T e R
BB R RO | %0 AT
Hromrl mox | < M
_ o)
S el TN T
rl N __40 S
AT R
o | M Mo |
@) U.:i U.:u U.__l
el
£ % oo =L
I A
w P= -
gR s DR R
= © ! s WS
nE M 4w g
2} Iy ok M R w_v x
e i, W Jml o M| o>
= N P R -
w o ol o o — " 38
ok ®E T T O
W o 0 = T Wk £
- G
~ TN R KR OAr = = M
I v I o S v R R I
o) o B oo Moo oy H
py B S v S T v e
O B N
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B
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A o] (Jay) et B2 A2l (Adams Curry)g] ¥4 23}

.
0%,
(S
N

0%°] a17] 80%2] Wi &S FE 3k, o] ofell §loj A= 100% o3& e d T = 5.
« AA ] Aol MiE L] 90Nt E HE
o] wHAIR Hlg-o] szl opdd Abgbg ol A A0 4.
* T 3178 9] 5-30% = a7 v EhH] EAgel A A
AREEo] a7y v epu] =Agof Aol 5ol

)
o 317 I ) = el A 2%2] F5 0l E 2 10%

5 7h % 3 50%9] F7ko] ] ol

lo

g 4759 2AN e 2 BB, A FETH AU AL 14 A7) A8

. .]—_7.7'11 ?'Sﬂ = U(}\] %}Xﬂ%%g :é‘—‘cQ)‘/\é) + b(H 4 7]'X]) + r(&]—ﬁ]A 7]—X]) C(}\] X]—xﬂ% g H’I _g_) —t(/\] Z_]_H] %_)
AGu, b, 1, ¢, 5 22 A TH E o] ulel v Fo] W
e UME] A A A3FS o3} 7] YA PHAIEES A EIA =& sfdsfof g e & Y-S 13 of

o
ol 31, 1 sk A7k A ol w2,

A F-Eo] 1 AHA & E A5 1 AFA| 2 <= A 7FX] (Net Present Value) 2} 7] 714 (Relationship Value) S Al &

I AA 2 AR = A 7FR o] 7] o 3FR| = x| v 7] 91 = @A (Value - Contributing Relationship) S 71 2kal a2 73314 7] =4
LEgol e AlTE

AYPA oz gt o R Fun, AAVIA & FEatA B Ao+
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o Q59O vAIH &2 Al E 5 7] (Product Life Cycle)ol] =4S 37| Bt} &
(Targeted Customer Life Cycle)ol] %% 2 9k5=ojof &,
- 7}2] 714k A & 3H(Value — Based Segmentation)+= 127248 = & F2}H] A= A A A]

- 2 @ 7] 9k A3 5} (Need — Based Segmentation) S =&l 2 2 3l A) 3-& 72

- o & 291 % Z 9 (Predictive Churn Model)2- &3l 3274 2] # 2k (Vulnerability) 57

=5
k
12
S
o,
N
N

@ 7 Q= 143 o rEA2H A X3 AAIS 753517 Y8 7192 A1FA B (Market Intelligence)
g FPA 7= TR ok 3.
- g me] T4l
CAAH R B B 3
- Data Warehousing
- Data Mining
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2) WE-2HY 73 9 #2)(IRM : Internal Resource Management)
@ 7149 9, A5, 224 AEe o A BT E2N AT S AHstAL 857 E S0l At
A 2 FAAE FEA71=H A=
® PUAG A2 27125 L 2 FFL 5 = FF
» ERP(Enterprise Resource Planning)

il

AEO] %

i
o

» SCM(Supply Chain Management)

3) H|Z2Y 2 S E 4 7 9 2] (BPM : Business Partnership Management)
®AEAA /YT 1719 FY UERTE TAE 029 oA kA F3 9] Be R
BEdEs T4 98,
o A4 A H] 2 I} E Y (Strategic Service Partner) : 152 A& 98] H| 2 U2 L2 M| X2 O} AN S Al
=

« U] A 2F %] A n] 2 1} E U (Nonstrategic Service Partner) : A AF-&3% 72 a8 A 7
o
=

A, A, AL P 2T, o BAH|
o 5-7}712] &5 ZH(Value-Added Supplier) : @2 174714 2] 54 8 ol WA Az, 23E F-3F ol vl k4
=S A
o A FFAH(Commodity Supplier) : 7] &3 R EES A ¥
« Y E 93 £ 3} E L (Network Operations Partner) : I U E Y T Ao A 7|FES AZAANATE SHH X oA =
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o« &8 AH] 2 & A} (Application Service Prowder) UAE A FoF golE A3 AAF w7 A 3H &

EdoE Algstar el

@& A& Y 7]Rke] A F B A 2"S T3 Hl=2Y A REY S 354 & 3HCo-Specialization)
2 I3A 2 539 A, 71E, A ES F(Pooling)Fo2H 71 & F=,
Nams AZ R A 755 S FEYS A B 25Rote A7 &% BEo] JET % I

991 TUERITE JRIF, B2 57 B, JEN % 22 BEUY BYol /0L Fu Qe
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7. i} A & &5 2] t]x}<l(Designing the Marketing Activities)

1) 5 2

& A4 259 32 22, xR Azt A5

® vi= Mol E7He 7] WAk B8] A
« 234 @ 91 (Context Factor)
- Afo] E o] ARE- H 2] 4] (Ease of Use)
c Aol mhE rhe R
< 2718kl o] ol sl3k7] 4%

A2 g0], 7} 50| x| 7} whe] g

- Abo] E o] 2] 4 wjj 2 (Physical Attractiveness)

« 78 | o] A Eo] ZAwatal, A A B2 WE o2 7S 2 A

« SR AASE 2717} Sekelow 97] EA] o] Q%
P APl ET} AL 2] S 2 B

i
i,
[t
2

o
—

Content Factor)

| DA% Zold= AR

i
A

e e

>
-
o,

il
o

)
off
il

— ol
e =
2 il
okl Mo
& =
[ I

I }
off
o

P
o o mobo
iz
&0

L

e 2
off {m
i

2
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@ 1A F35FE AFHES =4
o 3t AFO] E o] uj 8 g = o} Al A 8L AR E 9] XY B Z) o] (Fractal Depth : 315~ AR U E)} AL 2 &
(Fractal Depth : T2 &2 AU E)l vl ko] A
@ U EY A 3B (Network Hub)E 23+ A &£ =

A9 A 3B g ol A AT = ] BF AMEe A9 R o B2 ARSI} oA E s 7)1 S = Opinion
Leader, = Z}(Influencer), A1 T=A}-8-2}F(Lead User), I+ - #] (Power User) .

o 3] A2 =2 17= % (High Customer Involvement) 3% & L 5 524 o] &.
- &1 2 7 &k AFE(Exciting Products) : ¥, ol 7=, ¢ 3}
- & A1 AFE (Innovative Products)
- 7§¢12) 73 & A= (Personal — Experience Products) : 5 8, 3F& A}, 2}52}
- 273} A}3E (Complex Products) : Software, ©] 5 7]7]
- L7145 (Expensive Products) : 7 FE], 712 A 3
- 1ol ¥ <= AF35(Observable Products) : -, A}-5 2}, 31 =&
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2)

2 #F (22 F1)
@ 9 Fa
@ <A (Sponsorship)

@ vlo] A ZALo] E(Microsite) : Ao EAE] A|gtH FHo 2 A Q8 F a1

Balaln A 2 FE A B 4
o A #+4] 2 (Low-Interest Products), 5571l &l 43t
@ HYE B
@ AF-(Alliance) 2 7F4 3 2 13 (Affiliate Program)
@ AlE =} vlA " (Guerrilla Marketing)

3FA] 333l =+ Webcasting
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8. =G A|2=Hl 9] tJ A} (Designing the Operational System)

1) N &N A7) s skel B

& NAEL AANRT 0D AT B AR Nt 7|9 T AF 2R St E Pl
AWMz Z7H14 5 e,

2) FE -l T2 A XA kA4S oA
@ B2 719Y 7R ALY 840 S5, HEA, A EA, 14 wtFo] Al vjg ZEAM| A &JESaL
3%
@ TF - W2 HE HA8817] 9380 7192 B A (Selling Chain)< 35 A 1 (Supply Chain)Z}
s%e gast e,
3) T FAI=H ] FHE)
@ =F22F¢] A]2=E)(Click-Only, Pure-Click Firms) : L X2} A| ol A o] AL & glo] §IALo] Eo
QESSEE RUL SE
® 232 T4 9 T}l £ A2
® o zekel F4] Lehel £ A2
@ &5 22 EQl A 29
@ 9320 B7] 5 L8k A2
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@& T A5 (Sponsorship) : B2 $JAlo] EE 0]

Ego] 59 B4 2 25992 AFT 7] M) FAL
H4e A =7

0o, Jnt

@ A& (Alliance)
@ WA =7} 7} ] 4= (Subscription)
© AT 23 Fr Q]
@ AT
& A AZALS A1 )
& 2Tl

2) A1 ARES 93 2F A Ha A

@&t d 7321]01]/\1 e o e R A R %(Output)O]Ur A I}E(Outcome)ol] &]3f 22 <.
7I9ES 8T EHE AR EY s FEE AEES TAIE S oF &
« AL EAA A g4, G4, A 9, AA7|vk A3 T SRS 9
e A ZE3} Aol 3k ol = A =Ea X = v, B %) (Commitment) o] L 4 &= (Loyalty)oll th 3 7] 5= 1
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CHEY EYH WA enl 22 FE FIYI AR /185 el AAT W02 YT 5 g
522 A g}

L1 U] b g E R

c719 AAE B BE RS A3} 71 %S FHoFEA

@ 71971 A4 3o mE A7EA] vHA R SA| o
« 471 (Entrepreneurial) "HAIY : 7] 51 & 7HA Sekal 915 27 sl e FEH. AEE vHAIEH A 24
Fefd SRk Al oy Fan, Al ANE 8h7 ol = Abelel 71

E
rlru
1 oX
A

o A A A (Formulatic)"FAI B : A7 2= ol 53}
O}x4 xqo u}yﬂ% 01]

kl
e
A1)
r |
)
gl
IN
fifo
QL
H
o
=
=)
>,
N
AE,
ool
f
!
APt
e
il
2
Bt

2
n:&
O:::

7194 7F4 (Intrepreneurial) PFAI & : 714 7F %

941 =
W35 G FHL FA 3T
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3) TAE

@ ANBANA 7HA & A 2st7] A8l viAE Sl Ao D 47HK] &
« A 28 A7) 3] 9 she}
« 71315 Wbt 1 F FHare 73S 54
cERIAL BB I FHA)E A AL A GATEE T
 ofSE THAE HAdor AEE 5 s THAAIRLE Al
& HAHEL 71X BAs AEeY AT F Y /S5 FSsor g 25 1AL AAH
°= 016116}31 s H2Y 2o g YHAFS Aom TS Aol BT qHF =S AL
& 3le FYAET FEU7} Hojo} HAA 4 v )

@& AA 24 AR 25 HA4 Y o] F531V] At 7|dES 28 FR HEY A V53
7}4< v sta ok 3

@ A5 2 (Asset — Driven)ALaLo| A 128 SAA 2 A 3
AR FAA AL A —— YR —— ATE —— A —— a7

(Asset) (Input) (Offering) (Channel) (Customer)
o« UM FAA AL L I — s A — ATE — FAE — 22
-AlZ2YU S a7 S48 A A 0 2 AE] QY ARl saL, aAel] vk 1ol = A Als F5aok g 1 v shEstE
BE, AR 2, ZROH AXES Aleehs TH S 2EFolofd
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