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Abstract

A number of success story about various application areas including
manufacturing, accounting, finance, education, and engineering are
reported. MIS professionals predicted that expert systems would
improve the productivity enormously. However, the expert systen
revolution has not happened yet. Although not reported in the open
society widely, there are failure stories of expert systems.

Most of problems concerning expert system failure stem from the
non-technical issues such as cognitive and psychological problems
rather than the technical issues., We hypothesize that human factor
principle enables designers tc handle most of these non-technical
problems elegantly and to improve the performance and acceptance of
the expert systems.

Major reasons for expert system failure and needs of human
factors are discussed. Human factor guidelines to expert system make
the prospects of the expert systems with human factors clear and

understandable,
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1o o)y At AHE|el A kA EA A (trouble-shooting)
o] FolollA FULEA U] ddB A AHEEo] St o]y FEIMAAH
e AtgAlel oleis z]aje) "Agaraprel O “4m|zpT e} AR
Sipe) £72H £20 UGS +Us £ReE Yoz 4y
{Mandi, 1988).
FE7I 2] Ao WE FEEFY BELEE A/AE =8 7 A2AA
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Foltt

@l 2 Defense Logistics Agency Civilian Personnel Service Support Systems$]
AT 20do] dA AddieM #elAE FE2 Clay Carr (1992)2 AL
~ ol &3 DEslA T3} Yol AlMein gtk

HE BelRERT dFATel o g5 dx|gh, BEIHA
2 29z ANE ANY 4 LAE7) B SN Qe
3 gt dFAEel dRFHEME= &4 gAT, ¥ AL FadtA
otom, Url AUE ¢ Hd2 AL JEIA L] ey AHa &
€% & A7y thE digEc dohvt o 2
& U peAe QoA AEsA2Y

HEFHA 2R AUzt Bt WM NRY WEIA L] L) AYY A%
Jol 2 $aeix) EstAU, of® o] FolME st MRl AlgatEol o3
WetAL, Aol Aus DEsiEA 498 dTAY WRE WA Rete

by

AU
o o

_.98_



A7 AR ¢icl (Casey, 1989).

Artificial Intelligence Technologies?] t§HE <l Michael Stock (1989)¢ 2|3}
iy R FAZAMNAR Ay B, O 43 AtdE o 10% ol 2% A
Folet FH5t3 glem, o3t A= dFAs 2ok W #H AFAE A
olof A g RrolEodxl o= AdHolx).

ABTA 2R A AN UK, A2 BB (encoding), A2 BE,

—o’] L
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AEANAYE ATje] 8 2952 w3

71
o, 2F7H 2 Z2RES vhE Yol syt

2.1 ApER1e] oo iyt FA

HE AR Aviel AR AHs 2AS AEAES AL Hobel Al
g 47 48t st dbthe Aed fdel iy ojA¥EE AAY £ vt
Agale] MEE Asgol iy FA3 BAY ci¥Rel Ba: wWoojd Aa
(man--machine systen)?} %3 PH olafgol YyFoz 7Ustzn gom, o

o
3 ARgALES] B U2 AAl totE
ZtrlAadlo] 8ol & el 2HE wEW, HAAEE E3] WA AL9
ot oplel Abgat mbEel gAE ulAE W
1988). 1 ZAzpg Qb Ao} sigEore] A
of A¥E 7HAA doh 53l M2 =dHE
g dASAY B FM2e fufx
Zeols AL A L™ chsh WEHA AR LtebU A St (Beckman, 1991).
Be) dA DAL o]yt AlRAL WRol thYF FAlof w2 AFA
oM FFAold R AEIA L] A GFolM BEHD Rt A7 E §
¢ AT Zuiele F8 8 9 shutelrh. AHEate] Yol tiyt E¥stas i
T AETM 2T FFol iy el RFolv, wety BEAA
9] Agate AHgAYE st oiA ) eRTtA s AEIMAAG L] AU d|d
HUARES FH st AgALY 270 B3 4 9lojof AT} (Sacerdoti, 1991).
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Keyes (1989)= AT 7tA|aglol A TA JAoR 7712 & #5153 glth

© A siEes TY 4 A EAolofor gt}

@ F el EolAle UR & A £E @ Ao AuUx Zex] ot Y4e
o3& EAELS Ay v}

@ FHeRE sZAE s TAHE HYystA W)

@ A MAYEE HEY 5 ol BEII AAH EAste BEAojor o)

® EH 2 FHErh glolst $o] Hojol gt

© " Eofrt =B AR Hof oM, UAPEI} ALK ST vy
¢doto g

@ Aot 97t B ALY AXE HolE 5 gl Hofr}
Hystel

2.3 AA ¥E52 oy

AEMMN2R &9 oigas AL vz x4 Y53 AN ExEo|r}

(Raumussen, 1983). |4 YEo| (AL AFZA|%5 Lolo 9lo

ST of3 dolglth, 5 @ AE 72 AZ AR Jogyu

F717F EA HI, ulE oY olfUl HENA AL Harg wtug)

ol El7]1% %t} (Sacerdoti, 1991). 1@oE EZsl3, xAlg

U AFolm, Boomfield (1989)= x4l TEZ 23} ojaly

2leml, Berry (1986)8] ZEAjol 2|3l A" Eo] of M3

= @Fel7le stAut, we 2o videst HREH 5L LT A Ast 9t =
|

Yo g FelE Tesia pEY AAg o|F2 glch

0

AE7MA A Aol 718 & o1f $9 shube FE/IA A0 Algate] d7A
87 AUWE £Y5A] Rt A2y R5EZ MY 4 or} (Lehner, 1987).
HAEM 28 FUE AEShs 2 A EolA ol Hole Aajs) AW BEAHAEC] njg
a3t WeEA He Z97t AF Urhdth & zzdEo]l 228 AU AZoM

= =
AUUE Y ARE $RAL g Roloh e A, 2As

g2 239 4
Y MU FAE wax gitvh ANFTYA} zAUe A AF NE A9
FNY FAL L

3t7] AR FEIANARE whEE, 239 A4 9 ANE FRsE
Z Zsto}, AE7MAagle] 23 NG WEE S A 2
Heo] A8 AKXstE AU 0 &2 dtl (Carr, 1992).



2.5 ¥AFEY AL

FEIA A" =He BEA 7L ollzid, FE/MALHE FEXERE wo= by
2 e|ztolr} (Lehner, 1987). H2Ate MEE 47| Hrie HASA 45
& NI T Aol glom, ML AHFE dojg Moz EFFI,

COBOLS] AM&¥+E 3= 49 "COBOL "ol dF ZZolME UEelI]= rf
o] TS THste FEALDY Ay Feole B8l dejate] Bl
AR PP o, 2AVAN 2 FI £ BREI B 4w @

" £4F% olt} (Beckman, 1991).

2.6 JlE} 84

HEE AL /A Qe ADAETY AIHQ Hois} glrid, AR

2 Assizzt fdoh. &, ARV e AEIMAAY EY EAE 7t fle Aol
ol Awele) elals ¥ A3 #EH A E B Fostn, ®HY AFEE ¢
3] xEstojo} gttt BEIIM AR oy A=yt Ziche} AN F =i} AZAE T A
ole] YYstx] B Yat4F YA ZEHES FEFUCIE vbEo] wIch YR WS
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e o, AENAAR UL & FAHC} (Lehner, 1987).

A AR FER EU HAEE A3 F Gl (Gordon, 1988), olH &
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Z 4 glon, oA ool dAo i} FAH 42 SHY AEE F¥s= A
E 4 alth. ol2d, g H¥4

e ARFEE (formal model )& o|-&sled H 717l 7Hs3tct (Chignell, 1988).
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o, ARgale AEZIAN AR BZAE HAtol citt 3¥E AHEH (mental model)
& 7R Slofof ¥t HETMAARL] NAF 2AFol iy EEY o3} w2 B
s, WAL g MM fdol Aok DHmE, AU MHEye
A2 BEIMLEE 4FHo2 AR AMRY £ UEE AHojA): u EsAT

t} (Lehner, 1987). & Al&=xje} AEIA AR 2a si3 walzlte] x|

Ao FE AAYL A A cidolHE sy ool FEAA A
ole] Iz, AFEVMAAEY ANEY WA AEZ @ AREALY 2go it Q)
E g F2| slojof gt} (Mandi, 1988).

Raumussen (1983)e] Atgt Jxe] s =] 3712 ©A - @ 7IsTA, @ +3
A, @ Ao AR ©A - 542 HETMI L] ALgAtolAl Mt FE
2l FRE AEAL Tl sEEE 2ol L JtElvla Tk &, AP %3
= Adxet AEE Aol mel HEAEE A AR SEE WAL s,

THATA, 2o AT Al metd BERE NZ Aoly Hejdd 4%, Al 2 7
3 T o8 FAslAol ¥t} (Grag-Janardan & 4 ¢, 1987).

g47 AETMAEE AEd o, dARE AE7AN2RY cizbdu] (dialog
facility)7t #2873 AARAE rFAI= FAlol ALgALe] gAlLE 279 £
Ao}t (protocol )2t Yx|E=2|of 53| F2| sleo} it} (Berry, 1987). &, AEJ}
Al ARLE ARt QIZbe] oot AA o] ARFEE HAE ok 3ot

lo

4.2 AEMN2E2 A i8S AWdshop gt

i

AEMN LY EA3E HF

e A8 del 543 A BB WA xS
£ Wbo| mel gk, Ay} B QA
°

A2 siAwete] =eto] AREE x]Aloju}
% JlEelutt} (Gibson, 1988). ulzla, ZA 2 &
g slorat gt

Hefel 2 FAY d¥E nlAs
Hol utel tidd FEIA2E 4

AE7tel A2 A A B Axeo] o3t Fojz Eopo HEIIE ¥ 2gx
atAd el ol dAU &S AdAEAFE el 2L ohd ez vephyn Qo
(Rowe and Watkins, 1992). &, AHEINESE g} 8 2 zicio] QojA tiar
T FAIUEE AEsle Yt

AZFTHZ AN EHEY BAsto}, AJAF U, ARgxp W fFA B2 Fol A
2 e 27AEE 7HAI &S AAsta gt (Mandi, 1988). ol& W, AlA®
o] udAE 2zt folol F HAAtel whdol, AlgAtE olFTly] 2 AY &%
7t whE AAgo] Fasin, falHEAlAE A EHE £H3 {FAI R
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THHA BN SE5HY AL A "l (Berry, 1987). ©£7], Gordon (1988)
of 2]8lwH, elzte] Hgo] A|AROZ thaso] Azt 5 22 EUM 53
E ALY AW R ¥ A, Ay R ARAAAM Qv $a4E7 Bos
25y gy AelAlde 71, FEA A U AL iy ARNE 5o o7
date) Mg gt x| FHst Ao

JyEg, AHEAE dAYY SEIAY FEAA
qatAdE YV e T FEA Rk F, A
o] g & AeAtoloio} s, AlA®) Wizt

o

2l § x5 stojof gt} (Berry, 1987).
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4.5 AEFMALEY Azt 23 JFAsHAESY R Aol adch

AFY AFAES AEZMM 2R ALz B dI3As 325 HREH
AXEE AHSE vt Addel (natural language)= ANFUE AF3tA U=
AHgE AtelollM s 7HY oA A AlARe JEHoA REZR FHI QA
g, AzEFE2 dFol g3pdE Addert A3 s o] A UdEHelA REE of
W e 7 Llelstt. Shneiderman (1980)2 Ad<iol: UF PR #3n AL A
25 ¥8Y 7 QLB viRe ASES S5EHY JdEHols dojg} viastdE 23
g e 27t WS A st glct

AFIINN L] 2y (prototype) g3} F#E s X, Buchanan T (1983)0] =
o] oA 7} olBiE Y 75T wlE F o] HEIA AR BYHIES HMFEE S A
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A A AME FUY FAes JFAHY A
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(2) AAF B2} olsh: AR W4l HEES FRY HE 2B gL
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(4) A2w75e) B8 B3 @uze
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g 23" 5 d=

) &I AR ARV AEAN LAY £RE Yol HUY BAS HAY o
ajch Algate] Aladol tig AFHE AHHD, o2 st THE ojAE BAlgl BA
B oolaA EUY BoAEL IBY 4 oA o Bl FEH Apgal A& Aa
WAlgol ot WHE A2y ALAE AdaYA AVAA FARY. oD
SEATE 2 AL FARY, AlgAL AW Lge 19E ZolEA Aok,

Ramanurthy 5 (1992)& oJAl@ @A dAlaxel 2348 S8e)7 98 A
245 ALHD 2 24Fo] U ulAE A FYY A dFsiod, Ag
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