AF=

‘73!,]_7

SREDES

19 AU upA" A=

- YOI BHE FHOE -

20034 12¢



2003 124



AT FB71Y JEY AR A= &

- HAOIE H7kE SAHSE -

CRERES

N A9 9

N A9 9

AFdsn o

2003 12€



A Study on the Internet Marketing
Strategy for Tourism Enterprise into Jeju

Chang-Hyun Oh
(Advised by Professor Jae-Ho Song)

A thesis submitted in partial fulfillment for the requirement of Master Degree

of Tourism Science
2003 . 12 .

This thesis has been examined and approved.

Department of Tourism Development
GRADUATE SCHOOL
CHEJU NATIONAL UNIVERSITY



Al T A A B s 1
AL A O] A 7] woreeeressreesssssseessssineissssssiss s 1
A2 AT BB o s 3
AZA AT HIQ] T HFHL 4
L QF TJEH Q] ettt A
0, O THEHE ettt 5
A 2 A O] E A M| T e 6
AITE FF T} A BT e covererssersssessisnssisssss s 6
1. #3323 A 7R H LU SR ZR ORI AF T e 6
2. BT A AFA G AL IERRILL HERAR e 14
3, ARG e-TOUMSIL Zo 7T A «revereerereremssemerisemsiieristiiei s 17
A2 B3GR oA 2] OTEUl BFAIE]L HEE o 21
1. #3434 AR go]E o] A(Database) Q] - ceeeerreereesesesenis 21
2. O] FHALS] OTE Ul FAIE] AL EF coreei s 28
3. T o] OB Ul UFFIE] A EE oo 31
A3A e Yl BFAR NI BF PAFOIE F I} e 36
LoOTE Yl ARG T AR O] TR v 36
2. D(Web) Q] TN T BT oottt 40
3, GUAFO]E. T T} crreverersserseniseeiseistie i A4
A4 By Qe FEAN 2 Y AlolE Frle] wE HPAT 48
1. BZOlEuyl ARAH] 2 T O FHTE e 48
2. AALolE H7F el ZU Q] GTFHBE e 50



ol

B TSI s ) DX [OOSR
A1d AGzAL]

5]

=

ol

1. AT AR FA TR ceerreerrerereeene e

52

-
o

60

60

L5§H”%@.mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmm.

60
-6l

zn
fin}

T
i
ny

62

T P T T LT T ISP T IR

B0
o

oy

o
7

H

o

ey
|

F719 S4ALol

)

M

7 %

3
7} 7]

Dy

A2 el

a

= ul oz
T':i;‘(‘ql

3

hy:

ARSI
2. $atel

34 A

65

ﬁo

el
al7]
-

i

81

81

82

2. SIAtolE A EA B A H] A~

89

A

o
fy

o)

A}

Al A AL

s

lo

2.

100



<3t
<3
<3t
<3t
<3
<3t
<3t
<3
<3t
<3t
<3
<3t
<3t
<3
<3t
<3t
<3
<3
<3t
<3
<3
<3t

<3

2-1> FBAFS] AZAA T Y] B e 14
2-9> Z2Q GDSG] ELTFT|IE et 18
2-3> HolE g olat-29t HloJE] HFE S XFOIH v, 2
2-4> n|= FQ Feo] go]E 9 o]F BFE ALH] e 2%
2-5> ClE|Yl AR GEA FHIFo| THEF FHG s 31
26> QIEJUHIQ] T]5r cerersersussmsussusnussesssssussussvssissussusssssassistsssesssasssssssssssasessssstsssass 40
2-7> %J:]g] 5778 ..................................................................................................... 41
2-8> FTENZ O] EA] H|IL  corerererererrmrmrmoeiniisiee 43
2-9> BFAJo|Eo] 3 VBl Z]HF H I} 7]H] AFE] e 46
2-10> AEA I TH FIF [HIF 7] et A7
2-11> Ein-Dor & Segeve] EFAlAlo] 23t Ut F &k e 48
2-12> Ein-Dor & Segeve] &FAA o3F A FFF o 50
3-1> FZF7] T T TF QA8 e 53
3-9> BUSINess SChool WebSites « i 54
3-3> T AFO|E BT} BEE ccnnieniieiisssessssssssrssassssasesssass 55
34> AFUE] AFO]E T 7} B i 56
3-5> SIAFOIE BT QA& st 58
A4-1> AZFEU TF7)Q BT oo 62
49> AR BH7]Q YAFOIE & BF oo 63
4-3> TAAH] 2 ELE BT} e 65
Q4> RO A] ELILO] I 7} wereeesreseisesis st 69
4-5> FEIZ BLIO] T T} e 72
46> FTUIE] BLR O] T T} crrrererresseessseessseissesssseisssisssisssiss st o6



<3
<3
<3t
<3
<3
<3t
<3
<3
<3t

<3

A-T> FJFUFA O] A FLIEL O] T T} evrerreereirriemieieieitiisiee e 76
4-8> TJAFQ] BLELO] T 7} oerrerreersereeiseietise s 79
4-9> AFEZTA HFA o] WE AFLRF T e ]]
A-10> T8 AJH]ZS ELEL Q28 e ]2
A-11> ATEAH]Z ELIEL Q A e 34
412> TFGFEN 2 0] 8] wrrererreierieni s 36
4-13> ZElZo] WE AU G8 ]7
4-14> A}l E T2 A] e aloF BF T]RFQ] QA v 38
4-15> QA H|2A 2L 0] 83 AR EA v o1
5-1> #330e 28 ARG EA T 7]5% 97

_iv_



1-1> AT THEA HT] B e 5
2-1> 1524)—/1\4039/] Xéﬁ.i% ................................................................................. 7
2-2> S FAFAUIL] R H 7S5 JEZ rrererrerrerreiereee e 9
2-3> T A 0] AR I L (IT) HBFA A coererrerreereemeineinmereeeeis 10
04> A H 7] e FJHFTEZ vttt 11
2-5> 9 ~E T o} TIScover A A 7]E F-Z o 12
2-6> HAEA O] @TOULSIT =N T A ceererrerrersersemsnmssesnememsississsississiseneneens 19
27> A RS eTouriSm FEA T A]  wervererrereermmesereree s 20
2-8> HOJE] 9 O1EF-220] TP oo 29
2-9> dlolg o]~ = HW(HolE glostF BEA ) e 23
2-10> dolg o] mfA R A L] L T BFH|E e 2%
2-11> OBl Wlo] 2 HFAIE Q] BHE AFE] rererrreeremrmrssemsensseisniseieesssiesseins 27
2-12> AlolH] A A2l A SWOT BA] e 29
2-13> PMSQ] TEZ covrrmmmiiiiiiii s 33
31> ATZAFY] H TR B cvrrerereienri s 51
3-2> 719 Websites T 7} QA werermermrmrierinesineeie e 5
4-1> IXJolE HFE MO Alo]E Q1 A]of] 9] 8k AZADA| eeeerverneresnsinniianinns 92
4-2> AZRBAU 2 Q2 TPHE s 03
5-1> FFAR AF, ], g WOl FTAE v %
5-2> THAE AA 2] 9] W] TFL]ZE e 08



A Study on the Internet Marketing Strategy for
Tourism Enterprise into Jeju

Supervised by Professor Jae-Ho Song
Submitted by Chang-Hyun Oh

Department of Tourism Development
Graduate School of Cheju National University
Jeju, Korea(south)

As increase of individual travel, population of using internet, popularization
of e-business and progress of on-line technology, they influence to tourism
information service. So many tourism enterprises which attach importance to
sale and PR in off line effort to taking tourists through web site in a hurry.

Nevertheless, there is no survey and research about characteristic of
tourism information service, marketing in internet space and construction of
tourists preference on line web site enough. So, the purpose of this study was
to evaluate web site through web site evaluation factors from the survey of
present state and review articles, and then analyze evaluation content, then
suggest about device of tourism enterprises’ web site construction and internet
marketing strategy through product information service.

In order to complete that purpose, this study is consist of 5 parts. The
first part is introduction, second is theoretical background, third i1s study
design, fourth is analysis, and fifth is conclusion.

As a result of this study, even though production service part, contents

and design are important items, it had not take an good grade. So, 1 found

_Vi_



that lots of tourism enterprises’ web site didn’t construct very well. and in
order to overcome these day’s difficulty situation, especially in internet
tourism enterprise, they have to construct their web site.

I evaluated web site of tourism enterprises by this study, but there are
limitations like output of variances and research scope. So, if other researcher
can make proper variance and make more broader the research scope, this is

very useful for design of internet marketing especially in tourism enterprise.
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A7} A3 A A5 2L 782 <14 st e 9 tH(Forman & Sriram, 1991).

weba], B3 Fufapg el 3 =Ho A EUS F8etal E rE =W
A AEH A ofALE o] &ste Zlo] Fr AAAA Avelert 2 5
(Peterson, Balasubramanian & Bronnenberg, 1997).

o P FEel FE wslel IAHL vk FFEokIN 2L VEo]l AF
Al FrEedmel eto] A2 ks Alwstar Uk

oy gt Wzl epdlol el Al 713 e} =HS Alwst

e
fass
=
r O
i)
S

& kA EAl(credit card security), #3744 2] &2l E7F5(no assessment
of product quality), 7§ A K FZ(privacy issues), 2H| L] $AAF Fuf &3
(rather purchase locally), %1538} &2 A5 Fvll (unfamiliar vendor) 52 A A3}
Al Atk

kel AgAE AWeta e F8 B4 T ostve WEsirh Sl o At
HFEA] AlgTt=e] A9k dHoly el disto] WEhs] defaobgithe Ao

rir

=

BAe] st gui AARZRY wEwelol s, FulAYRTE WA

Wi dlolefulo] ~(DB)= §Hi4 ez o] g5 ofof it o2 7l&H A FA

2,

urh 28 A wAA P gl B A ow BFAclA 2] It A
Wb ket feHoE AAs ol§HIL Arke BNS HfE & dofol
e},

229l o] qAl= 7PgE 7ol o] A (virtual nature of the transaction)Zhi= &
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(computer —mediated communications) <, ¢1E Yl(internet), Alo]| E(the web),

3

&

nefe] AFEofl M= BE

o]},

A

 news groups)
ofof| X o] AP A #AgE A A

=Yl (Usenet

3 2o,

o
i=]

=

=]
B

o

Q1 A vjAee] mekH pA B,

A, 7% (word of mouth)<]

=
- =

LAY, vl AR

}eH(Weber & Roehl, 1999).

5]

1
T

Qo] 87 2@l gre) vehy

Q77 Ba

3. =& e-Tourism =7l =f A

A THFesenmaier, Klein, & Buhalis, 2000: Sheldon, Wober & Fesenmaier, 2001).

<9 2-6>9F o] of-ule-=(Outbound) A}

Fo] 9 g olE(Tour Operator)e} ¢l1HF-=(Inbound) o] @A} = EXA] of PAfo

-
L

HEeAom ofd 542

2-2>

<3t

1
T

& ol

o] 935kS gdsto] ¢k (Buhalis & Laws, 2001), o1&
o} 2& HFE o A 2E(CRS)F} GDS(global distribution systems), 5o 2.3 ]

—_
o
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2okl SAMAE <™ 2-7>3 3ol IRk of AL QIEU xd, R

A

9 AbolE, AulAlolE, Setel o obA|sgltol et By Ay Haste] 4

o dists dEAl SEe] Ale]ES £33 (Buhalis & Licata. 2002).

<3E 2-2> 78 GDS9| F7HE

AMADEUS/S | APOLLO/GA WORLD
ABACUS YSTEMONE LOLEO SABRE SPAN
CO-ROM SabreVision
Fax Abacus Easi | SystemOne Apollofax | SabreExpress Fasttrack
. Easylink . Sabre for |Worldspan for
Windows N Amadeus Pro Focalpoint Windows Windows
Corporate Aba:;l:a\lfslew SystemOne Corporate Corporate Commercial
P Access Apollo Sabre World
Easy-access
Consumer | Abacus View HomePro Urutec.l Easy Sabre Travel
Connection Shopper
Car Car System | Amadeus Car | Car Master Car Select
Hotel Hotel Source Amdeus Hotel Master Hotel Select
Hotels
Cruise Cruisematch | Cruisematch | Cruisematch | Cruisematch |Cruise Source
Tour N/A Tour Source Leisure Tourlink Tour Source
Packages Shopper
o . Worldspan
Destmatl.on Timatic Weissman Easylink Travel File Travel
Information Travel Reports .
Suppliers
Direct Access Abacus Amadeus Worldspan
Links Easy-access Access Links

A5 @ WTO, Marketing Tourism Destinations Online, 1999.

2H

o9} 7+ okubel t]x ¥ TV(Interactive Digital Television distribution)®} =
d AmMze 71EH ik v AAS U o AgA7|a, diHe HAEH
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: D. Buhalis & M. C. Licata(2002), "The future eTourism intermediaries”,
Tourism Management 23 : 208.
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<9 2-7> M 2§ eTourism 7l wj A

2= ¢ D. Buhalis & M. C. Licata(2002), "The future eTourism intermediaries”,
Tourism Management 23 : 209.
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A 23 #FAAFAAY AH v AE A=
1. 334 FRX to|gH|o]X(Database)d T
1) dolg dojstg-29 7id 2 &8

AUl FEe A e dAdAR e R AA kL dnh AbelH
TN M =UAE dtE e 719 AR e nAe] et dexleng A
2% IR deud el Bt uapdE R JidskE vA", S 1d1 vHAE
(one-to-one Marketing)®] 1 % 3H7}A|olt} o] Z 2 Alol¥] miAlo]lgt= A2
Sl e AU e AA9S SUse = e A" wye
war At

webA, JAEU wAR S k7] gk AAAY] A" e Sskelof s, o H g
BEAA2H9 7Rt = &9 E £95 T3 S4E HolHE dHoly dojav2m
75 5 101Y A"l 2% BRE EAstofok gt
FaE A AJAHETE, #eA, 247hEC] ° u2, ¥ e
= 3 gAEA AdrIee] JgAelt dely fofsh--E o]
=Yz EdARS APsr] 93 evelqd AladlezRE AdE] Thed
HolHER o]Fo)7 dlolgmo]xelth, <ad 2-8>7 & HolH dojag-2E
o171 A-89 dHelHER ofFold ratAAe =ws 7] A% 23vt Jhesta
ZARlolup AA7E dojuA] Fethe As ZIRAAGEY] - FSE - a A Eh 1999)
2 3}

dolg o]~ mARE 8l7] sixe nAdolHE Agst7] 918k dlo]E o]
2 7|3 o]lE BA37] f% dHloly &4 7]& 5, OLAP(On-Line Analytical

Processing 2% OLTP, On-Line Transaction Processing®| ¥+ 7lHdo = 7]

o F

Ao delg RdS AA Rdy} 54 mdR FES v OLAPE ‘54 2d=



FH ARS A, 22 2}, FHEke W 2R3 954 VY B eR A,

’

HE7] -GS - w1999 ¢ 356), BA R otlolE miold o] dasitt

<18 2-8> "ol ¢olat9-~9 ME =

dlole d3d
=0} ok 5 el ~z A =]
5o 01]—1 o 4 ZH nn i%]_ HH 63 ;g
AH AR /A mAE
oot )z S dA Yol 4 & =
- = EREFAA 2T
¢+ DB 4 F AN An e oF 112
JH Y A3e 4R DB ¢ ° FAR el A

| EREREEE |

Hlole-#e) 7}l
e} dloje) 5l
2l W o
S (Flelg e #4S ddslTe volEAg)
|
Holg- A% 3
Lo ¥ ‘ B3 9 ‘ ox 9

Hole =4 3 28
2l 3 - A
FUE =53 71 &

| Huld - doly g2

A& ¢ R K. Griffin(1998), “Data Warehousing”, Cornell Hotel and Restaurant
Administration Quarterly, August @ 29.

dlolE solats Aol Ageld FEWI) A 2olol e A BAL
HsaiAl s OLAP =7} ul§ 2 W 2eeozloy Azke] AvwA &
§ Aastn Bethel BAL 9% FAG Hold shelyel uid 277 74

o}
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Hele el e 9L 571 ML olelHol s el AW (DBMS)% Hlole]
of WE AP R AUE A AFE S=dolt A4 F8F AFelth 1 9
olEE thEd PHOE AAFael AHel RHS AFHE OLAP £771 B

a3ty A Fdzbel 23 OLAP =75 ZH A BE (313, 1999) % 21t

<2¥ 2-9> dloJEHo]A 5 W (HolH Sofshe-= 2-EAe)

HlolEl- sl ofak -2 AW
o El o
" ;3] I AE doly & | &g doly ¥& | AdF &Y oy BE
F
Hvd Evld Ejvld £y

A5 0 R K. Griffin(1998), “Data Warehousing”, Cornell Hotel and Restaurant
Administration Quarterly, August . 31.
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<3 2-3> HlolH fojsh-29) HolH vhES Aol A

T & dloly flofshs-2 Hlolg wE
Aulz=e] i | 71 AAY AR &4 S5 i BA Y AR & =5
dole) Ay | TETEE BR AR Y g yed me 4w v
f
dlole o] #4-8 o] & =HF= 300Gb-1Th) 42H300Gb °]3})
AR T x 0
T Hl& a1 H] &(300%9H9) A\l &(30%$)
AREAL A SH(HE QL) O X
Al 25l e LA i Rl 3
7 LivdEds 712 1-2) @717H3-6714)
A5 0 R K. Griffin(1998), “Data Warehousing”, Cornell Hotel and Restaurant

Administration Quarterly, August :

29-31.(A+=F A 9)

<E 2-4> W= 78 599 doly dlojshe-2~ &8 Ak

zd |2 54| A e 128 = AR ARSIz | N H2
A AA S dojet-¢= | wiAH 24704 1742 7V

B e dojatg-2~ | A gk 18711€4 3671 < 75
C TAE - - - - -

D AAZ - - - - -

E AA S " E i A 374 0 7
F &S nhE a7 6714 24704 LI
G CRine nHE vk H 18714 12714 7}
H AA S e ul-A & 6714 34 E7Hs
I e - - - - -

J eSS - - - -

K R E - - - - -

L T "E A 18714 0 7+

A5 @ R K. Griffin(1998), "Data Warehousing”, Cornell Hotel and Restaurant

Administration Quarterly, August :
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2) dlo]E o]~ wlA® (Databased Marketing)

o
i)
ol
o
o
rlr
=
i)
=
O

|2~ 7]k mAI " o] A (relationship), £ (niche), 17
3 1A H (micro) PHAEoZ Uehbs mAzte] 1l #Ale] 2HS wEa 9
Ul A o] delg o]~ mARY S wEd] 1 HolE o] ~E FEEHAL ol &
A Avg 1S FEAHoRE AYste o] FE o|FoY, H
k5

A= dlolE flojah st dlolg o)

T 719k 7]Eo] SFEEA By a1kl

Aol $ajo] UFRE olFolAx o] BEY & A FAH GT A7)
= opEsE ek el oAz S dAsm Qi dele el hAY

bl
j=e] A5 HH, SHA oA hdxte] wdYgs fiste] dolH o]~
e oIy & AlHE A A7(Collins & Wallace, 1995)7F

Atk 71Ee] widy Rl dHoleulolawe] = A St HAE Hul=
T Mol 50%E AEgozA, AT

o $HES 2ME £ AAE

aea, do|gue] s miAE S &&stal e A2 Oppermann(1999)9] <A+
S 5 7 Ak 29 ATl ostd, dolguo]l 2 miAR e B A A S

T A9 dubARl e 2 Alske g vk A, dell o FdES

=
o
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o]~ mAEANE HE FwjA 7] (Recency), T ®%(Frequency), "i&&

(Monetary value)2t= Al 7FA] Sl 2 thJ(RFM paradigm)©] A3= o] thA] Al&-3}

2= @ M. Oppermann(1999), “Databased Marketing by Travel Agencies”, Journal
of Travel Research, 37(February) : 233.
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oA, B S A viggde A7), ezl wmel uAS Al
Foolvk vlmAL wa uAe] R Fujalz|ek P ATFCFAE LAl B F 9

= 7o) oo webA oA <2y 2-10>9F o] AEFE 4 ok
dolg o]~ npAI"e] HgE = = A BokE tgy o] FA st = 9
th. HA, B3I FA(customer retention), =4, AFAE = (product
promotion), A A, 337 2 (customer creation)©] .
AEA SR, oAPASE HolEHels mA”RE 1A {28 FH95%), 1A
2719 $v(335%), A Fxo F£H(1.1%) o7 AMgEt 9lon, volrt EghA
o7 F /A BFE Z&3ta v oAt Hl&S aAfA - 3

&3 - B2G5%), DA FA - BE11%), DA §A - E2 - B2 RE WolA

& 4 Qe OeE BAEe AN £ Qs Bt Beks el

:

<Y 211> dolguol s wlAEe] g Ale

Azt dlojgj o] 2 wA "
Lz A
9.5%
27.4% 1.1%
7.5%
33.5% 5.6% 1.1%
oPdE F1 RIS I =

H] °]-§ 14.3%

A& ¢ M. Oppermann(1999), “Databased Marketing by Travel Agencies”, Journal
of Travel Research, 37(February) : 236.
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o= HQlth

S E B E R BT R

2 Aol o8, 7 d 5 Hd o
o2 H]lth ¥

7PAHe M e a1

g
%, 20000 .2 Hlt},

<19 2-12> Aloln] Ao 2 oA SWOT #4

> B o] &R A&H FT}
b 229 Loyalty @ 9H9d B3 3t (99 88 &4 5759 : 3dA ojul
- A8 FEYA - A& Al 108] o] F7h
- H71A JA - 18 H, B71H 1A > 71E AR ARTE A %
> 7] Know-How FZ o2 AF g =713 &
Y g1 > Thgst ol R V)3
> = TS 2AGBH FHke]F)e ol 2 (54 g ole]ol|l Travel Related
Aol A7A= ZrlEh Service®] <htf)
> 77k wlEel] 4lZket ko m HE | p miAR HIE A 2 AW S
A-2743 AF =5
STRENGTH OPPORTUNITY
WEEKNESS THREAT
> FFArete] FEHIAZ QIS =4 AE | » FFAR] AW
719k F ok - 7R 3t B 9 AR 5
» 17 D/BS &&%, %34 #E vF - Abeld AH #9 5 A% B
b oA, BA =x AY/dF nE > GDS & o3 #HA 9= AZIA|2E
> 7 olgk Ak =A@ A bk 713 A
1SAE sl B A g 45 T odoF Agre JA )
e A, ‘Tolid oAt e of | b JEY &YE T Vg Y AE
Utk ek 24) ()
A5 ¢ gEo]d) Aloly] wiAIR A EZEXQ(1999), “AlelH At o N,
(7)" gk o8] Redcap.
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A7 7 7} -0k

Corporate Wide

Marketing & Sales

Customer Support

Public Relation & Corporation Communication

o4 5

Marketing Communication

Sales & Distribution

A Customer Support

Public Relation & Corporation Communication
International Communication
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19709t ol A 1980 el <1¥ 2-13>3 7S PMS(property management

systems) 7} 7= St}

<9 2-13> PMSe %

| Central Reservation System | | Point-of-sale System |

| PBX | | Electronic Refrigerators |
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H(web)& JEUE F8 75 T ARAMNSY 45t & 5 ArhA
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. Costomer, Commerce, Contents, Community, Commucation, Design,
T

Safety & Technology, Management Team etc.

o}o] Contents, Design, Structure, Navigation, Usability, Commucation,
H] =l

Business identity, Service integrity, Costomer Centric
7FEY | Design(A 74 v Alo] A), Functionality (732,841 7l <18} H Qb))

1% Customer Value(Z8l2 AE/A8] 2 AR, A4AYL A= §o]A)

& WAL, SolA B, AN & PEAE, Al AFAD

1=

Functionality,  Contents, | Structure & Navigation, Interactivity, Visual
design , Overall experience, Security, Innovation&Entertainment,
Security and Payment system stability, Content and Availability,
Customer satisfaction

Smith |AFEAF AdHH o]~ (User Interface), X (Information), iz} Au]

(1997)  |(Customer Service)
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<# 3-2> Business School Websites

Category Metric

finding e-mail / phone numbers

finding school main page

speed of finding main page
Functional / B £ Dag

navigational metrics

subpage loading speed

uniqueness of functionality

ease of overall navigation

ease of returning to main page

counter

cuarrency

effective use of color
Content and style

. effective use of graphics
metrics

color consistency

style constistency

wording

e-mail contact

. } site maintainer
Contact information

. phone number
metrics

mailing adress

lacating people
A5 Misic & Johnson(1999), "Evaluation of Business School Websites”.
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<18 3-2> 714

Websites 37} 84

Design

Business
Functions

Reliability

Website -
Evaluation

Interface

Technology

Community

Contents

Z+& : Hong & Jeong(2000), &A(2001) “SIAto]E 7}

g i A

Attration, freshness,
Metaphor, unification, clarity

Value, marketing, mainrenance, Inve-
stment & assistance, strategy, announcement

Consumer protection, reinforced framework
Of Reliability, fulfilment

Navigation, structure, usability, interacivity

operation

System stability, optimization, autimatic

Activation, variety, intermediaty

Update, quality, comprehension

Overrall level of satisfaction, re-visit rate,
Session, members, sales—-profit
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