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Abstract

IT service is becoming a critical business operation in the age of information revolution. In
providing IT services internally to other functions of the corporation and externally to other
organizations, sharing of knowledge between business people and system people is known to
become more and more critical for successful IT services. Purpose of this research is to
examine the impact of IT service quality on knowledge sharing activities between IT service
providers and users. Theoretical research model, through an extant literature review, is
proposed here, consisting of IT service quality, relationship quality(satisfaction, trust and
commitment), and the level of knowledge sharing activities. Survey results of 183 users
indicates that IT service quality significantly influences commitment through satisfaction and
trust, which in turn influences the level of knowledge sharing activities. Also, interestingly,
satisfaction and trust do not directly influences the level of knowledge sharing,but indirectly,
through commitment.
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