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Abstract

Recently, the market of collaboration tools is growing rapidly with wider adopt of telecommuting, but
there is not criteria for evaluating service quality of the collaboration tools, so that the quality could only
be discussed with simple standards, such as the number of users. Firstly in this regard, this study collected
functions from ‘NAVER WORKS’, ‘Dooray!’, ‘JANDI’ and ‘flow’, which are domestic collaboration tools,
and derived primary function elements, using affinity diagram. Secondly the derived function elements were
applied into Kano model and conducted online survey targeted office workers using collaboration tool at
current job. Lastly, for suggesting utilization methods of collaboration tools, the quality attributes of the
function elements were analysed through the Better and Worse coefficient proposed by Timko. As a result
of this study, it was found that the security function is the indifferent element for users as an employee,
but it can be the must-be element for the users as an enterprise. Also, it was suggested that the
collaboration tools seek a balance between supervision and surveillance to prevent overload of collaboration,
and the enterprises require to lead the way of using collaboration tools while improve vertical
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S

of service quality for collaboration tools through this study.
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[Table 5] Cronbach’s Alpha about answers of function elements of domestic collaboration tools
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[Table 7] Results of Kano evaluation about function elements of domestic collaboration tools
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[Fig. 2] Quality attributes of function elements of domestic collaboration tools based on job field
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[Table 9] Results of Kano evaluation about function elements of domestic collaboration tools
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