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Smart phones have brought rapid changes in this competitive world. Smart phone application developers are trying their best

to consider the customer requirements in the most efficient way while considering all its attributes. However smart phone service

quality has been given less consideration comparatively during the last few years. This paper proposes a measurement method

for improving service quality of smart phone application. This method combines the service quality performance model (SQPM)

and process capability index (PCI). The service quality performance model is used to identify service items that require improvement.

Process capability index is used as a measure for prioritization of those improvements. Case study was carried out to search

out important communication application service attributes. customer satisfaction level data was collected for users who used

the application service. A total of twenty four service attributes were found during this survey. Using the joint approach of

SQPM and PCI, five significant service attributes were prioritized for service quality improvement.

Keywords : Service Quality Performance Model, Process Capability Index, Smart Phone Application Service
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<Figure 1> Service Quality Performance Model
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<Table 2> Reliability for the Nine Dimensions of Questionnaire

Attribute | Cronbach’s of importance | Cronbach’s of satisfaction
effectiveness 0.817 0.842
practicability 0.783 0.774

security 0.832 0.782
design 0.818 0.747

pleasure 0.755 0.717

freshness 0.787 0.819

economic 0.655 0.656
interactivity 0.749 0.748

recovery 0.832 0.798
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<Table 3> Survey Results of Service Quality Performance Model

No Item r Is Py Pg A4, Zone

1 Overall structure of applications is convenient for use 4.137 3.993 0.784 0.748 0.00128 A

2 The desired information is provided quickly 4.083 3.837 0.771 0.709 0.0038 A

3 Applications are available at all times 4.250 4.077 0.813 0.769 0.00188 A

4 Login is fast 4.037 3.887 0.759 0.722 0.00141 A

5 Messages are sent quickly 4.283 3.837 0.821 0.709 0.01247 E

6 Applications work smoothly 4.160 3.493 0.790 0.623 0.02778 E

7 The user's information is protected 4.040 3.327 0.760 0.582 0.0318 E

8 The user's massages are protected 3.983 3.477 0.746 0.619 0.01604 E

9 The combination of the atmosphere and the screen is good 3.457 3.677 0.614 0.669 0.00303 A

10 The screen design is stylish and convenient to view 3.567 3.610 0.642 0.653 0.00012 A

11 Configuration in the menu bar provides a consistent 3.643 3.697 0.661 0.674 0.00018 A

12 Pictures of the screen and the font are various 3.310 3.293 0.578 0.573 0.00002 A

13 Content and features provide interesting 3413 3.307 0.603 0.577 0.00072 A

14 Display Configuration and initial screen provide interesting 2.840 2913 0.460 0.478 0.00034 A

15 Design elements are different from other applications 3.257 3.190 0.564 0.548 0.00028 A

16 Function is different from other applications 3.517 3.280 0.629 0.570 0.0035 A

17 Concept and content are fresh 3.483 3.350 0.621 0.588 0.00111 A

18 Cost of SMS is economical 4.290 4.120 0.823 0.780 0.00181 A

19 Cost of voice calls is economical 3.933 3.910 0.733 0.728 0.00003 A

20 The users can express opinions 3.643 3.630 0.661 0.658 0.00001 A

21 Information can be shared with other users 3.773 3.760 0.693 0.690 0.00001 A

22 Having a relationship with other users 3.673 3.717 0.668 0.679 0.00012 A

23 When problem occurs, the processing is immediately 3.893 3.357 0.723 0.589 0.018 E

24 The reliability of application is checked on a regular basis 3.980 3.640 0.745 0.660 0.00723 A
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<Figure 2> Result of Service Quality Performance Model
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<Table 4 > Improvement Service Items of Service Quality Performance Model
No Item A, Zone
7 The user’s information is protected 0.032 E
6 Applications work smoothly 0.028 E
23 When problem occurs, the processing is immediately 0.018 E
8 The user’s massages are protected 0.016 E
5 Messages are sent quickly 0.013 E
<Table 5> Improvement Priority of Process Capability Index (C,,;)
No Item Cu Priority
5 Messages are sent quickly 0.53988 1
23 When problem occurs, the processing is immediately 0.59198 2
6 Applications work smoothly 0.59395 3
8 The user’s massages are protected 0.60761 4
7 The user’s information is protected 0.62757 5
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