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A Study on the Effect of Project Process Quality on Project
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B Abstract &

These days, many companies use information systems as a basis for organizational management activities and
as an important component of sustainable management. Thus, securing and operating a high-quality information
system that can improve the efficiency of business processes is a large part of corporate competitiveness. In order
to get such a critical information system, it is only possible to successfully carry out the project. Various attempts
and studies have been undertaken to increase the success rate of the project. However, the reality is that the success
rate is still not getting much better. In this study, the concept of quality of service, which has long been actively
studied in marketing area, was applied as a new factor to enhance the project’s success. In this study, project
performance activities were defined as the act of providing services. A survey of 164 valid collection data was analyzed.
The analysis used SPSS 23. Four process quality factors (customer participation, customer response, knowledge and
skills, reliability) and 21 metrics were derived. Through this research, | hope to be the starting point of applying process
quality concept as a new breakthrough to increase success rate of project.
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(Table 1) Difference between IT Project

and Non-IT Project

Component

Non IT Project

IT Project

Project

Not Integrated with most business function

Typically associated with business processes
and organizational systems

Project Structure

Often an independent structural form

Consists of several interdependent projects

Scope

Well defined

Less defined and tended to change

Scope Control

Well defined

Although change control procedures can be
defined, it is difficult to follow the procedure

Stakeholder

Low, easy to define

Plenty, not easy to define

Human Resource

Often engaged in full time (depending on
organizational structure)

Usually part time; Participate only as much as
necessary to progress

Staff Placement

Consists of the best people with important
skills

Made up of the best people available(Expert)

Separated into organizations or established by

Estimates

Large Project a stand-alone organization Assigned according to area of expertise
Easier identification; Although not properly Not readily identifiable; Not managed properly
Risk managed, there are generally fewer negative |due to high impact on projects or organizations/
impacts organizations
Measuremept Difficult to document with fair measurements | Documentable but difficult to apply
Documentation
Lessons Difficulty in fairness difficulty
Budget and Schedule case difficulty
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SPICE(Software Process Improvement and
Capability dEtermination, ISO/IEC 15504), 1=

tional

27t Asd Ave] F2E weh,
7]_ o1L: %a
AEA L3 Gronroos’t T

bt 7]
(Technical Quality)2 ZdE < 9t}

(Interactive Quality)S 23t} gk G EA S

=
Gronroos7}F AlQtet Ax} o] 7154 E4(Func-

Quality) |21 %

v

# A (Physical Quality)<

2] F91 CMMI(Capability Maturity Model
Integrated) =23} =uUjol A 7iE¥l SP(Software
Process) Edo] QItH(Kim et al., 2013).

Gronroos(1984)= AW~ 4E 7154 F A (func-
tional quality)®} 7]% %34 (technical quality)Z
TE3) <Figure 1>olA &73F vfel Zo), 3}
BAEAS Mul27E AleHe FAAM Y F4E

date, Auls Al gatet FHARt daAgA 2

Process Quality

Outcome Quality

How is offered
Process

What is offered
Product

interactive quality

H  physical quality

functional quality

L{  technical quality

{Figure 1) Process Quality Glossary
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(Table 2» Process Quality Candidate Variable List

No Item Reference
1 The performing organization maintained the business records (system development Park(2003)
data, etc.) well.
2 | The performing organization strived to provide timely service. Seo(1999)
3 The performing organization took appropriate actions according to the situation Mohd(2011)
of each member.
4 | The performing organization provided consistent services to its Customers. Park(2003)
5 | The members of the performing organization were kind to the Customers. Yun(2014), Subhas et al.(2009)
6 | Performing organization members were interested in Customers. Kang(1998), Seo(1999)
7 | Performing organization members acted flexibly. Seo(1999)
8 | Performing organization members were always ready to help their Customers. Kang(1998), Seo(1999)
9 | Performing organization members were responsible for their work. Seo(1999)
10 Rerfomng organization members strived to respond appropriately to un expected Seo(1999)
situations.
11 | Performing organization members quickly took action in the event of an error.| Kang(1998), Park(2014), Seo(1999), Yun(2014)
12 | Performing organization members took immediate measures in the event of a problem. Park(2003)
13 I erfomnng organization members identified changes in their work and responded Seo(1999)
accordingly.
14 The same failure did not occur after the failure of the performing organization Kyeong(2007), Kim(2007), Seo(1999),
members. Yang(2014), Ji(2012), Mohd(2011)
5 The (?Elstgmer was qble to‘comnun}cate with the person in charge of the performing Jang(2000), Jang(2004)
organization when it was convenient.
16 | The performing organization provided the service promptly. Seo(1999)
17 The_ performing organization responded to the inquiry within a reasonable period Lee(2015)
of time.
The performing organization was prepared to have a staff member who would N
18 have an individual interest in the Customer. Kang(1598), Seo(1599)
. » . Adel(2002), Bloch(2012), Goparaju(2012),
19 | Customer management actively supported the project. Jurison(1996), Mohd(2011), Bae(2008), Jang(2000)
20 | Customer participates in testing of systems or services (Seo,1999)
3§ L - . . Bloch(2012), Mohd(2011), Tsun(2008),
21 | Customers actively participated in product review. Kyeong(2007), Seo(2003), Lee(2015), Hong(2005)
22 | The Customer actively participated in education/training. Kang(2012), Seo(2003), Lee(2015)
23 | The Customer actively participated in solving project problems. Jurison(1996), Hong(2005)
% The pelfonnmg organization had the knowledge and skills to answer Customer Seo(1999)
questions.
% The perf_ormmg organization reviewed the problems of the project from various Seo(1999)
perspectives.
26 | The performing organization had practical application skills. Seo(1999)
Kuruppuarachchi(2002), Wallace(2004),
27 | The performing organization had experience in applying technology. Kyeong(2007), Kim(2006), Yang(2014),
Lee(2015), Lee(2007), Lee(2012)
Kuruppuarachchi(2002), Wallace(2004),
28 | Performing organization members tried to introduce new information technology. Kyeong(2007), Kim(2006), Yang(2014),
Lee(2015), Lee(2007)
. . . Kim(2015), Kim(2006), Kim(2008), Park(2014),
29 | Performing organization members were able to understand and analyze their work. Seo(2008), Yang(2014), Lee(2015)
. . . Kim(2015), Kim(2006), Kim(2008), Park(2014)
5 / , ; , ,
30 | Performing organization members were knowledgeable about their customer’s work. Seo(2003), Yang(2014), Lee(2015)
31 Performing organization members had a good understanding of the customer’s Seo(1999)

requirements.




A Study on the Effect of Project Process Quality on Project Success 81

Parasuraman et al.(1985)& A& djst £
S dAdst=d oA Au|xe] 371#] EAe] o]
7t Fasthe A4S Axsta ok A, -
o A FEFolojx] dzd FAS A9

=
A2 1 QAL vhE27] e At o gk
ARAE e FA el AujaE ¥
ek 4 glok AlA, i

2HE 2T glek S5 AHs A
o AkAp Afole] JFz ARGl A
2 AH|zEe] e A~ 423
2247} @) Parasuraman et al.(1988)
Mu|~Ede] 24298 10702 Aoskich
md T gl Mulart Al
FAYL 7ekshd Parasuramano] 23|
dod 10 AALRJNES HHFFA 8o

=4
Fuse £t FdETh Parasuramans H3

ol
ofv I

=2,

ox
(2= I U A T )

2
RO o [CR: )

DA
=
r]o I
o,

2

[e]
ATk ol 57HA Aol 22709 EAHYgEo g ¢
AE o giE AXgEe TRAES] RAgE
A 847 Fud vk (20092 HAFE
Aol oS Az, HFFEL] o] 4%
AMu 2o FeS Fa1 ES nANHGT A FA 1)

E dge ,
BEA) TA2E B2 29 (Ra, 2007)
& HPFER AREQL] nAREe| WA e
ol i3 A7 Bo) BRELY ANELo] 1
AR AYAoR JFE Fu = AL Fel
d9lon, 94 gHew Auav) AgEE Hof
of e AulAEAT nARETe] vy

Y
>
ol
&
2
o
H
ot
i3
o
2
o
it
1Y
ox
o)
>,
o,

S 9% SERVQUALS] 57) 44, 1470
29 A8} Johnston(1995)8 &%
S olgate]l A, 7HEA, 71BAH 5
A7 BEsian, wy, B2aE A4
W EAE EFE §, Ay aE

=1
8 (hygiene qualifier), FAEFH-L 48 A(van-

o
R\
Ho ot my N oo N oft Mz o

to 2 R oo ox o

ox

Of

tage delighter)o]2taL #|<ta}
o]9} o] HAEZL nH
|

&

N2AEES T2 AE Rops AU AZEdd] o

A A57h gol FEei, dE AR ATE

2 54 dige] ZRAE $3 dgo] ohd 53

A3E I geR sk rk 2

Ag zZeAsg Sy w3 4385t
z

T HER ALEEG Z2AE 3 A

A FAH 54 B8 ek Aol & 4
T Btk 54 = e el ¢4l A
ATES 7INtew ZeAES] Y3E P4 A2
7o & ZRAE AF adlod RuE: o
258 74 R Ecke] 59 2ad FEE
Alelstil <Table 2>} 22 54 Ly 74 22
FH WesR goreigith <Table 2> 355
ofF AR A W] ARl meh SA =TI
Ho] A5 AT AT 2ol &8

Nidumolu(1995)= AHA|2~gle] a5 Z2 4
E Aol dist e} abEEel dig A2 7R
a4 gelstelth. Baccarini(1999)E ZZ A EQ]
2 XRAE ol @A T}
&t A o% Aol Ak

levin(1988)& dwrd o2 AdA o4t <
TE Gt sk Aue 22 A ER}
. Karlsen®} Gottschalk(2002)+= A
9] X EE ZRAE A3} =
, A"l 78 AREARRRA 9] 0]
AAALe] o] o 3Tt
(2012) SI Z2AE st UF-
5, WAL A A D50 drh
& FI AT
Lo} el of
Z3) ITHA 9

>

7.0
AE2

=
=
o

oo 12

AlZF H

oy

Pinto

fo
I C
)
i)
tlo
ol

ol
rir
i

Ry
oL
= B —11‘&
(Kt
oo

>
2

LY

E
J

i
2
e
e

[e}

g}

M

[y S (L
o =
I

)

ulis
4

ol

-
1;121_" oXx
2 e
of
Qo
rlr
N
)

Qo N oo W
BN
a2y

lo o

(EomdonR PN
2
noAN R

N
)
>
[
o
off
)
dro (M =
fetl
)

of
oot
o
=
rir
X
1%
ol
2 |m
Bu)

il

o]

i



82 a9 -

Bol = % AYRAL) Fol it wF TRAE BE

h Y
=l vhS folsbl FHAA G e Aow
e om, HEEE AsY 43tsh AEE ol
S fod S GRe Fe AL B,

o4 714

A7k 5(2015)8 =2 A 34
o Z2AE fYsEe p
!

o o1
AES 9

¥
—
N
o,
4,
=
3o,
o
=
v
T

-
xS
i
2
2
&

ICT ZRAEoAE
H4g Yae A%A Faha 9
ICT Z2AEe] 438 %ol

of F499) Aol M F e

fo o rr

N
o
ko
o
ko
[
fu
4r
N
1
g
>
o,
=2 !
o o 18 e >
ot
e
Mo

ol
BN
Q‘L
32
T
kn}
s
a
-
l -

o oo

f
o,

3
m
=
2
9
o
tlo
_u l
oX,
rio,
o,
=
ot
A=)
=l
fru

19l o
3

)
(RN

b

—d

[kl
o
R
> Im
S
“:1 o4 19‘
)
|
e
o oo 9
)
J
icAe=)

OlN e
M
1%
o
Ir offt
ol
ed
juh)
of\
ol
8
ui

o,
f
>,
[>

>

e
ro,
<

> ) —‘:‘—l‘

BN

SN o
= ol
o2 o
.-
£ Ll
o
o

S

=]
()

> o =

o T

o

U

(&

2, %

™y

1o ox
rE
o
2 o
o
=
i)
X

42, A 24
o, Ahutel Qshelwe
oW e g A=A
o AsIHES] v ol Fol
ATk WEHS FH015)E

BT T L)

re
-
e
o o oo 4y N =2 w2 m

o lo fu
2w e

_-
oX o 1o i U -

2
qomF
rlo
(i oM
nj
o

e

o
e
>
[>
o

FaHE A2

58] 87 /1&Ee] e, Be AgEo] 8
83 YR TRAEASE FAH T
JA2EL AQehs ZzAE e Zzads
AHgEte] mR7I A E Beleks Alo) ZrAE
HIE PP Welelhs AL AN
PAEQIDE ZzAEE AA4 At 44

)

o mzAE MxUs Add U 5 AYe
AokartaL Aekss

[l

)

(m

s

>
o
2

>
oX

=l

i)
oX.
et
2 |d
ox,
of
ot
Py
o
fetl
rO
1>
£ oy
X, ¥Q
D)

O

BN

=)

=

2

-4

il

ot |m

W of
= 2 (g
= o5 >

4

fitl
2
m
> ol
o
©
=
=
2,
=
ol
of
ofL
=
Sy
N
2

flo [N
<
[
N2
(T
»
1o
2 oX
oH
=
A
Rc)
1o
SN
jus)

=
)
R
il
[Kl
fitl
1z
[m
1o
N
ko
(&l ox
o
ko
e =

L

A

[

I}(Project Management Success)$} Z =
& A% (Product Success)Z -/
ae et al., 2008).

g A= ZRAES A5

O:
fitl
)
m
o fo o

e 1 B - TR = Lo
> 2
i oS

_O\L
32
£
=
[
fitl
)
m
ox.

=
il

[k
2
. "
n
g )
=
ofo
=
>
N
b=}
_OL
N
ey pf ox

ox ox flo
[0
ol
rir

B
ol
o
fetl
&l
fetl
2

ooy gy
U |
o

e pu

o,
i)

tH(Baccarini, 1999). $1¢} o] ZRAE
ook el Md A47E glod, B
[e)

o Q=
L i
o

2 o
(K

sl
i
F
H
!

NoHE e

o
O
-
ol
-

2AE Yok AEHe /)7, =

o] QAR WY ) Sk o F
o

2
(m

£ 2 Koo r2 oo N2 o ox 2
2
2
N
o A Ik

B ATE A2dE
o4 43 o) v
2 23 71 29le] mz
2 sopshz Hlo] B A7
B ATl AE e AT
b

3

x T
M gy

Aeg Fasrey 9

I o 8l

AN hu

2
ox
of
=,

2
oot

o
=
R
rir
2

)
_O‘ O-
aw
o

i

R
:(IDI:t

il

1o
offt N

=
o g o2 o g
N
Oy

£AES JHlo g

&
sta AW AT} BF

L
o

mz ol
A

HoE HE

W o ko
ro
o
[y [o Hu

oL rﬂ HU
R
2w
o _t;{
i
Ny
T
L oo
u K
o
o
“;; 2
o A
Lo,

b lo
oXx,
to
m
ofX
o
s
N
=
a0
5
)

V
1o
A
-



Project Process
Quality

Customer
Participation

Project Success
Completion within
Requirements
Completion within
a given period
Completion within
Budget

Customer
Response

Reliability

E Aol wA]= 43 83

M4 A2NEY ZRAE N S

Knowledge
and SKills 32 Ho| =&A FHolot MEX 74
® A7) e A Slstel A ATE
<Figure 2> Research Model .
7IWE o2 <Table 3> Zo] 24 Ao 4 =
ML A2REE SR FRM 14 4 @B Aelasn. 24 Wrse 49 &
Ue BEe T2AE 4ol e 9 com PANAL, 4 25 AYLE 57,
L v Aot} 17 el 57, AR 57, A% a9l
71 2. AN2EEE T2 AEA o] TZHE 2 6719 A M45ES x3sle] & 2109 =4
dole xeAE g3l ()9 FFE Wi L Avdld BEEUY. BE 34 38
LA = E8 YAE 73 H=E AL350
Table 3> Operational Definition of Variables
Variable | Operational Definition | No |Abbr. Measurement Item
Striving to understand the 1 | AC1 | Our management actively supported the project
Cust needs of customers in the| 2 | AC2 | I participated in the testing of the system or service.
ustomer implementation of the | 3 | AC3 |I was actively involved in reviewing the results.
Participation . . — - - - —
project and making efforts| 4 | MA1 | T participated actively in education/training.
to reflect their needs |5 [MA2|T participated actively in project problem solving.
1 lpm1 I was able to communicate with the person in charge of the organization when
Efforts to quickly and I was convenient.
proactively recover 2 | PT2 | The performing organization provided the service promptly.
Customer | suppliers and find viable 3 P13 The performing organization responded to the inquiry within a reasonable period
Response | alternatives in the event| * “ | of time.
of an erroneous or 4 | P14 Performing organization members tried to respond appropriately to unexpected
unpredictable problem situations.
5 | PT5 | Performing organization members quickly took action in the event of an error.
Customers are aware | | | AT2 The performing organization had the knowledge and skills to answer customer
that the performing questions.
Knowledge | organization have the | 2 | AT3| The performing organization had practical application skills.
and Skills | knowledge and skills | 3 | TR2 | The performing organization had experience in applying technology.
necessary to carry out| 4 | TR3 | Performing organization members were able to understand and analyze their work.
the project. 5 | TR4 | Performing organization members were knowledgeable about customer’s work.
1 T Performing organization members had a good understanding of the client’s
BelieVng that the requirements
pgrf(l)(nmng organ}zatlon 2 | TC3 | Performing organization members were interested in customers.
N will eepvthe PIOMISE Efnd 3 | TC4 | Performing organization members acted flexibly.
Reliability | they will serve their 1 TBKL | The nerform B rived © ide timel -
service with the think e pel O@Hg orga{uza} ion strived to .prov1 e; imely sgwme. -
that customers are top| 5 | BK2 The performing organization took appropriate actions according to the situation
priority of each member.
6 | BK3 | The performing organization provided consistent services to its customer.
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g} 50ul7} 781% = SHAte] URE-S AA|Eha
lon AgEEE B} 482%2 7]
o] Anke Mu 2z Holrt 14.6%, o9 A%, +%,
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(Table 4) Frequency Analysis

Category Fre- | Ratio
quency | (%)
Sex Male 141 | 86.0
Structure Female 23 14.0
20's 4 24
Ag 30's 26 159
Commgition 0’ % 049
30's 38 23.2
More than 60 6 3.7
Manufacturing 11 6.7
Service 24 146
Distribution 10 6.1
Construction/Planting | 14 85
Defense 3 18
Finance 4 24
Industries Information and
Communication 9 482
Technology
R&D 7 43
Public 7 4.3
Pharmaceutical/Bio 1 6
Etc. 4 2.4
Large 70 42.7
o Small & Medium 81 494
ClaSSI,Ii]fIi)j:t?ifon Public 7 43
R&D 1 6
Etc. 5 3.0
Staff 3 1.8
Senior Staff 9 55
Manager 20 12.2
Rank Deputy General 9 | 13
Manager
General Manager 5%} 329
Executives 39 23.8
Experience with Yes 164 100.0
Similar Projects No 0 0.0
PMO 131 | 799
System Operation 4 24
Department (- onal Department| 20 | 122
Etc. 9 55
Less than 5 years 9 55
) 5~10 years 23 14.0
“%’gils‘g 10~15 years 27 | 165
15~20 years 52 31.7
More than 20 years 53 32.3
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, & 122%, tiE] 55%, AH 1.8%
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(Table 5) Factor Analysis & Reliability Analysis

Factors Reliability Analysis
Items |Knowledge| Customer Reliability Customer | Commo~- | Eigen |Variance v;[ﬁiha};l})]}jls i‘tzslnlllevgs Cronbach’s
& SKkills | Participation Response nality Value 2 removed Alpha
BK1 771 117 189 335 757 906
TC3 768 238 175 244 736 909
BK2 742 165 132 326 702 911
4914 | 21.367 924
TC4 721 281 274 133 700 914
BK3 713 124 271 329 705 912
TC1 704 281 256 344 759 909
PT5 058 834 194 0% 831 902
PT2 189 378 073 081 819 903
PT4 252 352 046 038 7192 4144 | 18015 909 926
PT3 208 842 086 07 765 909
PT1 065 781 209 244 77 921
AT2 167 259 754 .266 735 853
AT3 131 251 705 329 636 867
TR3 551 074 657 174 770 3226 | 14025 835 876
TR4 553 053 633 176 740 844
TR2 515 098 611 134 666 351
AC1 278 209 054 830 818 879
AC3 361 121 361 690 745 867
MAI1 328 037 .366 635 646 4298 | 18687 831 896
AC2 390 160 A79 634 809 88
MA2 444 099 284 602 650 878
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A7) & 044894 ARRAE Holm glom,

=24 WFE 284 AEL 98 AEnE AL AA A7) %3} 07342 o] EF Thh =
5}HA=(Cronbach’s o) #& AMgstinh 22w o ARPAE Holm 9tk EH FLWSQ =
59| 4uA5(Cronbach’s a) ko] 0.6 o]dolw RAE AP nAYS, nAFe] A 2L X
A#ade] slepal & 5 glom, <Table 5>+t A2)% WSS} BE A(H)e) JUBAE 1ol
Zo] ¥ ATe 298 FAHE FFEL vE g
08 ool =& ghg Uehln Qo) 34 WSS
o Azl olvtar & & gtk 45 chesl7 24

2AE 43 A9 FBE vE ol A
M AAS 7] Aol HA g MaE e 19 HAAI, 32 7.602(p = .000)= SA A 7]
ey Axe W stehs 98 A w4 T Bl A IS vAE Ao YER 7 12
< AABIATE <Table 6>° EOPE Hhol 7o) Hegodry = aAYLS datH TRAE 4T
BE WFE o] A= 001 ol gl o] Fopltk= Zﬂ% & ek 3RS Fgkol
A s Aoz YERyit 17%“3}1%-8— LRI p = 000014 57.790 k& Holil 9o, 3|74
g} 0.3729) AHRAAE Hola o NFHAY = & R* = 028302 1A ZRAE gy
0.730, A H71EF+= 07552 Thh = Jad i3l 28.3%9 Aes Holil 9t}
(Table 67 Correlation Analysis
Correlation Between Configuration Concepts
. - Standard
Analysis Items Customer | Customer L Knowledge Project Average deviation
Response | Participation Reliability & Skills Success
Customer Response 1 53183 92460
Customer Participation 372" 1 49537 1.27527
Reliability 730™ 404 1 5284 91987
Knowledge & Skills 755 448 734" 1 54116 94017
Project Success 513" 330 603 563 1 4.9980 1.32126
“Correlation is significant at the 0.01 level(2-tailed).
(Table 7> Linear Regression Analysis (Single)
Independent variable Stzrnrt(i)arrd B t S;rg(?éggﬁﬁée Statistic
Customer Response 0% | 733 | 7.602 000" |R = 513, R* =263, Adjusted R* = .258, F = 57.790,
Customer Participation | 077 | 342 | 4447 | 000"  |R =.330, R* = 109, Adjusted R = .103, F = 1.25117
Reliability 090 865 | 9.608 000 R = 603, R* = 363, Adjusted R* = 359, F = 92.322
Knowledge & Skills 091 7791 | 8661 000 R = 563, R* = 317, Adjusted R* = 312, F = 75021

% Dependent variable
“p < 0.01.

: Project Success.
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(Table 8) Linear Regression Analysis(Multiple)

. . Multi collinearity
Dependent | Independent | Regression | Standard ¢ Significance - -
variable variable coefficient((3) error probability Tolgrgnce Variance Inflation Factor
limit (VIF)
(Constant) -0.236
Customer 060 146 410 682 362 2.759
Response
. Customer
SPro]ect Participation 061 072 863 .39 187 1.271
HECESS T Reliability 553 143 | 381 000 334 2601
Knowledge -
& Skills 312 148 .2.109 036 343 2919

R = 631, R? = .398, Adjusted R* = 383, F = 26.268, p = .000, Durhin-Watson = 2.038.

“p < 0.0L.
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