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Abstract The importance of systematically managing the Korean Aviation MRO industry's safety increases
with this growing industry. In addition, several industries use software for their effective management,
reflecting IT advancement and the fourth industrial revolution. However, improving the software's
applicability and completeness is critical to actively incorporating the industry characteristics and
customer requirements into the concerned industry's management. Hence, this study analyzes the
Korean Aviation MRO industry's system requirements in two steps to develop its customer-oriented AMO
support system. So, we first select the above system requirements based on expert focus group interviews
to design the said AMO support system. Then, we prioritize these selected system requirements through
a Kano model-based survey of 101 related workers. Consequently, this survey selects the Korean Aviation
MRO industry's 26 system requirements which workers perceive mostly as one-dimensional attributes.
Furthermore, a subsequent analysis using satisfaction and dissatisfaction indices shows that the Korean
Aviation MRO industry's AMO submission-related requirements, which are deemed attractive attributes
in the earlier analysis, also have indifferences. In essence, this study provides the basis for strategically
developing the Korean Aviation MRO industry's AMO support system under limited time and resources.
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Table 1. Kano Model

Attribute Description
Attributes that customers take for granted.
Must-be T -
alit Customers are indifferent when the attributes
4 Y are met, but are dissatisfied when the
() )
attributes are not met.
Attractive | Attributes that are not required in the
quality service but provides unexpected surprise and

A

happiness to customers when met.

Attributes that are linearly connected to
customer satisfaction. Customers are satisfied
when the attributes are met; but customers

One-dimensi
onal quality

0) are not dissatisfied when the attributes are
not met.
Indifferent . .
. Attributes that do not influence customer
quality . .
satisfaction.
o)
Attributes that customers do not want.
Reverse . o
. Customers are dissatisfied when the
quality

attributes are met, but are satisfied when the
attributes are not met.
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Table 2. AMO Support System Development Requirements Summary

Requirements Indicators
Application . , . . .
1 . Register submitted documents, request supplements after review, and assign an inspector 1.1
Submission
2 | Document Review | Register document evaluation, write a review and revise, and request supplements 2.1 2.2
3 On-site Register on-site evaluation results, write a review and revise, and request supplements or 313233
Evaluation move to certificate issuance T
4 Certificate Decide on certificate issuance, draw up reasons for non issuance, manage issuance status, 414243
Issuance make certificate issuance electronic(issuance and receipt, operating standards submission) T
5 Certificate Assign an inspector, temporarily renew certificate, register and manage renewal documents 515253
Renewal and on-site evaluation results, and manage a copy of operating standards o
6 Certificate Receive a request form and write a review, input modification check lists and manage 6.1 6.2
Modification complementary measures, manage modified certificate and reasons for rejection 6.3 6.4
Submit a request for training program and assign an inspector, register the training program
7 Manual Revision evaluation results and notify approval, receive a copy of modified capability lists and assign | 7.1 7.2 7.3
an inspector
Certificate Instruct a correction/recommend an improvement after an assigned inspector check, and
8 | Management and | certificate holder submit a measure result, review on a measure, manage record regarding | 8.1 8.2 8.3
Oversight oversight activities
Respond to civil complaints regarding AMO certification, manage certificate status and 9.1 92
9 Others statistics, manage form/management standards, provide environment for various O/S, web 9'3 9'4
browser and devices, and support English o
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Table 3. Demographics of Survey Respondents

Categories Observations %

Gender male 85 84.2
female 16 15.8

Under 29 19 18.8

30-39 40 39.6

Age 40-49 18 17.8
50-59 11 10.9

Over 60 13 12.9

Office Worker 17 16.8

Researcher 17 16.8

Occupation Technician (I/T) 6 5.9
Technician (MRO) 59 58.4

Others 2 2.0

Public Company 23 22.8

Work Place Private Company 75 74.3
Others 3 3.0

Less than 3 yrs 19 18.8

Work 3-5 yrs 13 12.9
Experience 5-7 yrs 13 12.9
More than 7 yrs 56 55.4

Total 101 100
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Appendix 1. Detailed AMO Support System Development Requirements

Requirement Categor Description
Indicators sory P
Application . . . . .
1.1 o Register submitted documents, request supplements after review, and assign an inspector
Submission
2.1 Register document evaluation, write a review and revise, and request supplements
Document
29 Review Based on the results of document evaluation (return/accept), request supplements or move to
’ on-site evaluation
3.1 Register on-site evaluation results, write a review and revise, and request supplements
3.2 On-site Based on the results of on-site evaluation (return/accept), request supplements or move to
’ Evaluation certificate issuance
3.3 Save, revise, or delete documents and/or on-site evaluation results
41 Decide on certificate issuance based on the evaluation results (approve/deny), draw up reasons
’ for non issuance, manage issuance status
42 Certificate Make certificate issuance electronic(certification issuance and receipt, signed operating standards
: Issuance submission and receipt)
43 Sync the receipt of the operating standards submission with MRO status management
5.1 Assign an inspector for renewal application and temporarily renew certificate if inspection within
’ the expiration period is not possible
Certificate . . .
5.2 Register and manage renewal documents and on-site evaluation results
Renewal
53 Renew certificate based on the evaluation results (including no approval) annd manage a copy of
’ operating standards
6.1 Receive a certificate modification request form and write a review
6.2 Input and manage review results on modification request documents by assigned inspector
Certificate
6.3 Modification | Input on-site evaluation check lists and manage complementary meaures by assigned inspector
6.4 Decide on certificate issuance based on the evaluation results (approve/deny), draw up reasons
’ for non issuance
7.1 Attach and submit relevant documents and assign an inspector
72 Manual Evaluate based on the training program check lists, register the results by an assigned inspector,
’ Revision manage the results and notify approval
7.3 Receive a copy of AMO modified capability lists and notify the results by an assigned inspector
81 Instruct a correction/recommend an improvement after an assigned inspector check, and
’ certificate holder submit a measure result
Certificate
8.2 Management Review on the certificate holder’'s measure, and close the case if completed
and Oversight
83 Manage record regarding oversight (including check lists, correction instruction, improvement
’ recommendation, measure results)
9.1 Submit a copy of official AMO cerification documents and manuals
92 Respond to civil complaints regarding AMO certification, assign an inspector, review the
’ submitted documents, and report the results
Others
93 Manage domestic and foreign certificate status and statistics, manage form/operating standards,
: and manage check lists
9.4 Provide environment for various O/S, web browser and devices, and support Korean/English

457



AN &85 =2 A A2338 A6E, 2022

(Seungju Nam) [(Hal]

=
T

+ 20184 3¢ : =g TiStL
A (FGEAD

+ 20199 8¢ : =T
AuteEhd A YR (FFSHAD

+ 20204 3¢¥ ~ d4 : FIRrAE7]
<Y FZ7IeEE 974

=
=

AFeH (FEHAD

2019¢ 6¢¥ ~ @A : FFtHY
%= ol AFAE A7
20229 3¢¥ ~ @A : =T
st AP (BG4

ol
R

E
fob

| E(Hee-Kweon Yoon) (&3]

+ 19854 24 : =&Y
FEE3H (F3HAAT

20124 8¥ : A=Aty
Yutcfsted AMGAIAH A (35t
HRAD)

198749 5¢€ ~ 20164 10€ :
PTG

- 20164 10¥ ~ @A : FILH71&Y 71EEE HES

4

(AP

12t

ool

458

& 2 ZA(Woon-Kyung Song) (M35

.

.

.

20043 29 : A2tista s
(BggAD

2007¢ 8% : ZAYAE AT
A (AFEFEHAD
201349 8¥ : ZA|QAEIstL
A9 (RFF8EAD
20149 9¥ ~ &4 : =T

st AR Ras

-



