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A Study on the evaluation system of IT service
from the viewpoint of Customer Satisfaction
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Abstract

As the use of Information TeEhnoIogy is increasing, various kinds of IT service vendor proliferate. And
most executives are trying to expand their field to online world. As the emphasis on Information
Technology is inevitable, executives want to evaluate the service level they receive from 1T service
vendor.

But, there’s not yet the proper evaluation system for IT service. The evaluation systems like CMM,
SPICE are process-focused. They don't give a look on the final product delivered to customer. On the
other hand, the one that evaluate the customer satisfaction like ACSI, NCSI are (00 over-focused that they
can't express the specific characteristics on the subjects that are deemed to evaluate. The focus is blurred.

To overcome these limitations of existing framework, and (o increase the value of evaluation, this study
presents the evaluation system of IT service (afterwards, named as ‘The new evaluation system’) that
derives process factors from IT service CMM, and evaluate customer satisfaction of IT service.

Finally, the model was applied to the actual case 10 examine the practicahity of the framework.
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