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The quality of service in ERP services is a key issue in innovating the ERP performance as an IT service for corporations.
Currently, most of the research works for this area are based on the existing quality models such as SERVQUAL, which are
said not to measure service quality properly. Also, it does not consider the factor of the system acceptance, which is thought
to be closely related to the quality of service in this type of IT services. Therefore, a research model is required, which can
address the issues related to the ERP service quality measurements. In this paper, new research models have been proposed,
and empirical data obtained from SME’s ERP users have been applied to the proposed model to analyze the causal relationship
between quality factors and to identify the most suitable quality measures. Also, the relationship between the service quality
and the system acceptance was analyzed using a combined model. The results show that factors such as productivity and convenience
affects the quality mostly and that the most appropriate measure for the service quality of ERP service is satisfaction. Also,
for the system acceptance, the ease-of-use is the main factor. And, the service quality and system acceptance shows a strong
correlation. This means that, in order to enhance the quality of ERP services, the service provider needs to provide customers
with productivity-enhanced user-friendly IT services and active product support. The work of this research can help to improve
the service quality and the user acceptance of ERP services and to lead further research works in this area.
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<Table 1> Factors and Measurement Variables(SQM)

Factor l\(l/zar.s. Description
- PRODI1 | Work efficiency
Prﬁ?c%ity PROD2 | Reduction in Processing Time
PROD3 | Increase of work performance
FULF1 | Accurate output results
Fu[lzﬁuﬁim FULF2 | Increase in the accuracy of the work instructions
FULF3 | Fast feedback of the business process results
_ CONVI | Convenient business processing program features
C[?;)’nvleortleln 40]e CONV2 | Simple input characteristics
CONV3 | Convenient user I/F and visualized information
Responsiveness| RESP1 | Appropriate measures for processing errors
[17] RESP2 | Prompt response for errors
‘ SATI1 |Intention to continue to use the service
[?gflslf Z] SATI2 | Intention to replace the service with another ERP
SATI3 |Intention to recommend to other people
Loyalty LOYAT1 | Whether this is the best ERP
[14] LOYA2 | Whether this is essential
[?ialiltg] QUAL | Level of perceived quality

Productivity

Service Quality
Measure

Quality

Dimensions

<Figure 1> Service Quality Model

3.2 A|AHI &2 B3(SAM : System Acceptance
Model)

T A £ i REE R AR gHog 54
A= @il S H A §84S At AR o
FAE] SR e A S wolaA AH| s FH B
oA F4¢ e, AR 59 A FH T dF
& Ffroto] AREtGith g Au| A By oA}
2ol gHAe A EAS AR AREstATh At
d A7 EAL <Table 2> 2 <Figure 2>9F 7t}

<Table 2> Factors and Measurement Variables(SAM)

Factor Meas.Var. Description
Perceived PUI Accurate output results.
Usefulness PU2 Increase in the accuracy of work instructions
(2. 14] PU3 Prompt feedback of the results
Perceived PEOU! | Easy and useful business processing features
Ease of Use | PEOU2 | Simple input interface
(2. 10, 14] PEOU3 | Intuitive User I/F and reporting
ATTII Reluctance to use ERP
?;tlt?g]e ATTI2 | Intention of continued use
ATTI3 | Recognition of necessity
Behavioral BEHA1 | Possibility of replacement
Intention - -
[2, 10, 18] BEHA2 | Intention of recommendation to other people

Behavioral
Intention

System Acceptance
Measure

Acceptance
Dimensions

<Figure 2> System Acceptance Model
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ERP 4840 thato] F3ie T2 et 24
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1, 22 AT 2AME B3l 9 dol"He 224 A
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Mg S AEE FEA, 1R 2 " AEyEe
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pimensions Measure g o 2 Aol Ak A myge] 29l 7k
<Figure 3> Combined Model AAFA BAE AT 2 Ao A= FAEEA
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2ot 28 @gdE] AF(Group-A) 160783} 3|7, Q1AL ddEiTl7, 12, 21, 22]. <Table 3>& ¥ Wo] gl
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@ W el 17 %%_7]?3 2 E_CQ A& 71l Model Meas. Var. | Cronbach’s a Delete a
39 viRkel 97f Ve shslom, F 1239 Al ) PROD 1,2,3 0.814 0.696~0.814
O]H% ‘%‘ﬂ'@ii ?@5‘}913}. O]Q' %O] 27'(}' A = FULL 1,2,3 0.753 0.65~0.700
AbE AAIEE o] fe A F 7R 8ok vk A Service CONV 1,2,3 0.765 0.603~0.761
A, 12 HE ZAAE dolE 719 §84S AT Quality RESP 1,2 0.867 N.A.
il UE e HAE Fao® 93 BAAZ g W Model SATI 1,2,3 0816 0.701~0821
Asaa F4 Ao 84 Ao 24 Wk Y@ LovA 1.2 0.605 o
4% 7 QY 2L FH30] A8, oA A SRR S
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o] Jhd mEe] QlupA A= o}fd A7 glo Ac;ff;i?ce ATTI 1,2,3 0.732 0.613~0.675
U, Al F43 A~" $84 7o) Jad s 24T BEHA 1,2 0.821 N.A.
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<Table 6> Matrix of Factor Loading Values (SAM)

<Table 4> Commonality Analysis
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<Table 7> Causal Coefficients(SQM) 4.4 X2 A2 = ol o] HS}
Measures | Dimensions | Coefficient | Critical Ratio | p—Value
Productivity 0251 1.987 0.047" AEdE vpe} o] Muls Fd 2yy) Axe 24 2
‘ Fulfillment 0.072 0.700 0.484 goll thsto] HFE AoPALE ALgato] 2T wpE o1}
Sy onvenience 0.296 2.115 00347 | TAIY WSS gt vk A2 S Hloly
Responsiveness 0.269 3.112 0.002" o] M)A BfgAL w5 whgt o gRly Ak
Productivity 0.546 3,891 0.0007|  oF%¥ ZFE AlojHFR ALEF T2 B
Logalty Fulfillmfnt -0.079 -0.705 0.481 3 At A=S AAEgon, g A oz B o o)A
Convenience 0.179 1.208 0.227 AAs 7|23 =LY
Responsiveness 0.259 2.873 0.004™"
Productivity 0411 3.789 0.000™" <Table 9> Causal Relationship by Job Classification
| Fulfillment -0.024 -0273 0.785
Quallty I venience 0397 3260 00017 | Model Dimensions Total |Group-A|Group-B
Responsiveness 0.052 0.740 0.460 Productivity — Satisfy 02517 | o0.112 0.465™
***p < 0.1, **p < 0.05. soM Fulﬁllm.ent - Satisfy 0.072** 0.129** -0.040
Convenience — Satisfy 0.296 0.372 0.326
ZA Ayl wErol RoME 4 A4 g9l Responsiveness — Satisfy | 0.269" | 0.279"| 0.200
A, AeA, g9 A AG7E 7242 0.2512 0.296, PU — Attitude 0.104 | 0.142 | 0.060
0269 % YERGTE ZH2Ee] povalue 3k H3F 0.05 njgto g SAM |PEOU — Attitude 0.608""| 05607 | 0.714”
EAA S04 712L EZsnz oS 90lSo] 959 Attitude — BI 0696 0696 | 0699
2F5Eol A ERP Al 2] BEEe] g Frim & p < 001 7p < 005,
T Atk olPFA e JAPpAFE FANSE fFolstA &
omg uELo] x| oak o B wokat 2 g} & <Table 9>° 25 Lol uk AAAAES Aelstiich
HNE mao] olmpAo = AT goae] 24w AlLE & B A AN 2 AdAe] fojn) g
o] 498 Jas mx= EA AR golon Zzbe] of Aol EAEHA Revh 2Ry Aua FA Bl
BASRE 0546, 02595 UJERITH o2 4 A4 g0 © SAACE T AARFA Y Apol7t Az A
ol o]aly @ WMol FAT| n Je B4  Twol AW Ao FHAHSRICR depHAY A
o goatx o Hoz BAH ) oz EAw &AM, WA, 2Ea gisAe], dddY Aol = o
A A% 2913t BANAE A, Al Qb S8 Hepdnte], ava Addte] HFelA = Y
=7b 0411, 03972 UERG T, o] fA 2 tsAde) olxp  Wol ol Ao yeiwtth aelal Ao A7
D= SoakA okt &= thae] Wb Aok ey R A
<Table 8>& A|2~®l & 2o olgjuA= HEAMs Al SAFCR o] = ARE 47] S8 10074
Avtoltt, B4 A Azt F84E EAHoR fo  olde] HolHZF dgsive syt dubHolnm, 2
g WA AEEA REnz Hko] nxs s =] AoHsE L3 Ane g Fo2 71&Y
ojiLe] deto] ojgria & 4 vk 2elyt Wl B ELIF ST
Lo A O EEe} AREO RO povaluew 7IERE
S wEshal 24 29l ke AAAATE 47 06087 4.5 IY M
0.696 0.2 A EH UL Z, o]5 %15 Alold] wj- =
& AR SRl ARl= A, FzYA A AT BY} £ AT ole s}
gk 217 9] S 95t AfE HASE AAgtt
<Table 8> Causal Coefficients(SAM) uld oz o RFPe AL AZo|= A AR
Measures | Dimensions | Coefficient | Critical Ratio|p-Valug| ~ (Absolute Fit Index)#} <%/ 94| F(Incremental Fit Index)
_ PU 0.104 0.957 0339 7b At os ARGEUH19]. & AellA = A A
Attitade 1= E 00 0.608 4501 0.000™"] 421 SRMR, GFI, AGFI, RMSEA ¢} & 2]3%x]4=¢] NFI
BI Attitude 0.696 6.987 00007 9} CFIZ Aelsle] A}g3tgon, 7F A Fol ujek g

Wp < 0.01, **p < 0.05, BI : Behavioral Intention.

T 3A 71FE <Table 10>3 2t}
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<Table 10> Model Fitness Indices and Criteria

<Table 12> Coefficients of Correlation

Model Fit Index Evaluation Criteria Ref. Satisfaction Loyalty Quality
SRMR SRMR < 0.05 [21] Attitude 0.625 0.402 0516
Absolute Fit GFI GFI > 0.9 8, 19] BI 0.720 0.205 0.569
Index AGFI AGFI > 0.9 [8, 19]
RMSEA RMSEA < 0.08 (8] <Table 13> Result of Reliability Analysis
Incremental Fit NFI NFI > 0.9 [8, 19]
Index CFI CFI > 0.9 [8, 21] Factor Meas. Var. Cronbach’s « Delete a
PU PU 1,2,3 0.764 0.655~0.710
<Table 11> Results of Model Fitness Test PEOU PEOU 1,2,3 0800 0.663~0.806
Attitde | R-ATTI 1,2,3 0.703 0.542~0.672
Model | Service Quality Model | System Acceptance Model BI R-BEHA 1,2 0.591 NA.
ngen. | Satisty | Lovalty | Quaity Behav?cgtrgtljciﬁt_ention Satisfy | SATI 1,2,3 0.769 0.648~0.736
SRMR | 0.045 | 0.040 | 0.028 0.065 o . . o e
GFI | 0927 | 0.949 | 0967 0934 B> 0.644~0.8424 ool 23kl glo} TEA4e desitt
AGFI | 0.886 | 0915 | 0.943 0.891 w2 3] S o] 83 AR A H ] HAFS <Table 14>
RMSEA | 0.064 | 0.048 | 0.021 0.074 oF 2t} dAA R JFErdAd Y AR S Rt
NFI | 0921 | 0.940 | 0.964 0.908 I Qo Bl AMEOE g1 AFEtdAd Y A
CFI 0959 | 0977 | 0.996 0.945 FAo] Ui H|Eey a2 Alge T T WA B=
WHEE At 150 = FHozl ajle] ARzt o] sl
B ooAoa] BAe o] A3w B4 Ants <Table  2HT9 &9 At W] FEHL doH, 4 OF
11>3 2o Mua Z4 wE=r wdo] AGFIY 7% 22 73 899 AAgte] =4 vehta glern= A%
48 2¥ SRMRI AGFI7} 71EA 5 tha A7) 239 #4& Fd fovd 288 EEdhe dd= 2
2 Baha QA w71 9o AL A4 7k A E o A EAUE Y fFEolga & 5 Atk LRI FHRA
A g 7)ES wEsE froR AxHor guer  HES LAY A, 789 &9 T T i a]lnte]
23 A=E el dvta & 4 ok IFEE 1.0 oS WS A A Bl Eo] 74.8% &
AAEER] 80%0l tha WA A Frgteh ey dAH 0w
4.6 AFEH EA = o5 gl i A 3 B2 2 AT 4
AR F4 Aret 84 HAE o] AHABAAE s
= e & A7 slvta 8 5 o

ofol] F7}4] =
A" 78 By We A 2y A E &+
SFATh <Table 13> RIEEE A 2H 8 o
7het A 2ol gt
o] 7)ol thar W Fgk 0.5918 HER AL Q)
© 2 Cronbach’s a #©°] 0.6 o] o2 -3}
Ao, deleted a HA] D& FF = H
wo] Qlo] A gk Al WA
oF A B, W 3 s o] &gt
waEe] 89 ARG el 1w A
X |
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<Table 14> Matrix of Factor Loading(Combined Model)

Meas. Var. 1 2 3 4 5
PU 1 020 203 064 855 081
PU 2 202 071 .062 801 .029
PU 3 171 363 273 .618 182

PEOU 1 495 671 222 289 - 115
PEOU 2 .348 750 136 200 .059
PEOU 3 -.062 822 .073 175 273
R-ATTI1 .095 -.069 783 173 -.060

R-ATTI 2 413 348 629 188 .290

R-ATTI 3 -.005 .249 1585 -.025 264

R-BEHAI 215 126 136 .053 832

R-BEHA2 127 .164 .079 .098 269
SATI 1 481 322 537 156 339
SATI 2 429 .100 .160 167 721
SATI 3 812 .090 114 155 241
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