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4 >z & (Efficiency)
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@ %~ % 3% (Customer Support)
® Bkt PR e3 72xie (Help Desk calls density )

® Pk ¥ PRFxen3 szt (success of the Help Desk
services )

® Bt ERira4 2 4 (Help Desk productivity )
® B RFrameE (Help Desk effectiveness)
® 4 &2 4 (Corrective Maintenance Productivity )
® 3£ »c% (Corrective Maintenance Effectiveness )
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ISO/IEC 9126 (1/2)
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ISO/IEC 9126 (2/2)

WISO/IEC 9126%# = 5 = B H ~ !

®9126-1 & ¥ #ic:* (Quality Model) :
TEGHA ST 2 B s 3 Fjco

®9126-2 *F % & & 45 ¥ (External Metrics) :
LaF B+ et tR £ 495

®9126-3 * ¥% & & 45 t (Internal Metrics) :
LaF B+ Fpnp TR 244

®9126-4 & * & ¥ & £ 4p 1% (Quality In Use
Metrics) : £ & * & F R 41k

_.-" [
25/ 65







x4

ol AR TR R
WE RS A

ST A RV

/NL%L}E ’E_

27165




FF A7 £9 LEEL«‘E] T

% 2 fe.m p HF (Milestone Dates)
I:}F] XEFP O ML RBR S NF ED
‘ﬁr"ff’ é\ pHP o
%o L AR P Ep L G
2T 2R P Hp b
L RpEfRRd ¥
€1 e B (Work Unit Progress)
-g%;aga , 2 1 (FRR A BN (ELH
T RN ‘@{%ﬁ%;ﬁ:o

G'Jd\

N




@ 4 # 4 (Productivity)
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(Output)
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= & (Delivery Rate )
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Rz % i & (Development Time-to-delivery Rate)
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B = A gk

¥ = A (Cost)

- = 0 L 2, A » 2 y 59
O FRNTES 0 & 5RO hA ko RS A

A 1 = & (Labor Cost)

% % = A (Project Cost)

& 3% = & (Conversion Cost)
% % = A (Installation Cost)
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® i 11 iTfeR > Jf]:jl TR RN ZH g E o
® <+ * (Personnel Month)z 4 -] p=(Man Hours)
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7 /R (Staff Resource )
ARG P EE S A

A B st 4 (Ability of Employee )

L B % »z (Achievement of Employee )

AR ﬁ ¥ (Application Maintenance Load per
person )

“r% ~ * (Need of Employee )
A 4 2 ﬁﬁ'ﬁ &+ (Training Ratio )
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Wl 45 %27 32 2« (Error and Defect)
® Z2 52 % (anomaly) » &2 v 5 Iﬁﬁi iR A
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= IR B ATR 2 Rl B ik (T4 S (faults)
@ ERH G HE AL R RS At Y & s E(fault)
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ISO/IEC 14598 (1/2)

¥ ISO/IEC 14598 Software Product Evaluation®_—- =
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ISO/IEC 14598 (2/2)
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@ [SO/IEC 145984% 7 = f6 & 4 e infe
(14598-3 + 14508-4 - 14508-5) » o] 7 » ik
= BIER AR FET14598-2% 14598-6.% £ b

* o
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Evaluatlon Plan)
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