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Abstract

This study addresses the development of a quality measurement of information
systems integration(SI) service. Several dimensions which affect on quality of
systems integration service have been identified and tested. Also, a measurement
tool(questionnaire) of the factors has been developed.

To achieve above purpose, extensive literature review and in-depth interview
with several SI managers and customers were used. We suggested the analysis
framework including performance variables such as quality, customer satisfaction,
intention of renewal contract, and contribution to better customer’'s information
system and the quality factors as well. To verify the research framework,
collected data from the survey was analyzed statistically. The data from 73
respondents was used for analysis.

Consequently, we identified eight factors and developed a 4l-item instrument
with Likert 5 points to measure the quality of SI service. It was proved that the
41-item instrument suggested in this study was very useful to measure the
performance of SI service such as quality and customer satisfaction. Also it was
shown that the instrument measured intention of renewal contract and contribution
of customer’s information system well.
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