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The effects of Technological and Business Expertise of IT Service

Provider on Relationship Quality: The case of EMR system
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This study provides empirical evidence for the role of IT professional’ s expertise in hospital IT service encounters. It
is posited here that [T professional’ s technological expertise and business expertise are associated with relationship
quality(trust, satisfaction, commitment). Partial least square analyses are conducted, using data collected from 216
hospital workers. The results confirm that technological expertise strongly impacts on commitment and business
expertise maintain a strong impact on satisfaction and trust. This study uses a cross—sectional survey as a research
method. Longitudinal study seems necessary to further explore how expertise perception is actually formed between [T
professionals and users in hospital service environments. The analysis also reveals that it takes time to grow relationship

quality. Implications are discussed, and further studies are suggested.
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=2 0.809 0.344 0.401 0.478 0.899
e 0.857 0.385 0.262 0.658 0.417 0.926
AH|A Xo|= 0.853 0.338 0.231 0.624 0.467 0.833 0.924

BEX: Busienss EXpertise, TEX: Technological EXpertise, TRS: TRuSt, CMM:CoMMitemnt, SAT: SATisfaction,

CAl: ContinuAnce Intentions
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