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ABSTRACT

This study is to estimate the learning curve based on the consequences of reduced voice of customer from
each telecommunication service products. We used Exponential Decay Model, which is the most popular among
the learning curve models. We attempted to add how VOC changes in accordance with seasonal factors, human
resource input, application of software, and the investment. The results of the empirical analysis of each service
product as follows: First, as learning curve, customer complaints decreased. Second, human resource input,
Network fault make increase or decrease customer complaints(VOC). Third, even though increasing the customer’s

quality of experience, VOC would not decrease due to service paradox.
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Table 2 Table of the estimated High-speed internet result

Model 1 | Model 2 | Model 3 | Model 4

a 53.545%*% | 48.623%** | 0.613*** | 0.987***

Seasonal factor| 0.042** | 0.044** 0.052 0.045**

Flow of time|-0.021%** |-0.022%** | -0.025%** | -0.023***

Manpower mput 0.0008 | 0.9456 | -0.0062
Software -0.0006 | 09423 | 0.0023
applicability

Investing anount 1.747 -0.00006**
Network work 3.041 3.51104
Network fault 1.246 1.10834
Adj-R® 0.94 0.94 0.90 0.95
Included 36 36 36 36
observations
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Table 3. Table of the estimated Telephone result

Model 1 | Model 2 | Model 3 | Model 4
a 24.55%** | 0.876 |0.316*** | 0.066
Seasonal factor | 0.037 0.043 0.040* 0.046
Flow of time |-0.022%**| -0.012** [-0.018***| -0.013**
Manpower input - 0.039 0.012
Software - 0.034 0.029
applicability
Investing amount - -0.033 -0.029
Network work - 1.452 0.854
Network fault - 10.40%** 10.45%%**
Adj-R2 0.75 0.88 0.70 0.84
Included 36 36 36 36
observations
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Table 4. Table of the estimated IPTV result

Model 1 | Model 2 | Model 3 | Model 4
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