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A Study of the Relationship among ERP System Service

Quality, User satisfaction, and Job satisfaction

Seong—Cheol, Jeong

Major in e—business
Department of Business Administration,
Graduate School of Business Administration,

Pukyong National University

Abstract

This research project is centralized around each enterprise which are in
direct use of the ERP system. It measures the service quality of the ERP
system and analyzes the relationship between the system satisfaction and
job satisfaction in order to suggest betterment in providing a high quality
service in the ERP system.

The results of this research project, provided the following analysis: First,
the system satisfaction of the ERP appeared to be increasing gradually.
The results from the study of Jung bunggul(2005), showed an average
system satisfaction of 3.12 which was fairly lower than the total average.
However, in this study, the system satisfaction rate appeared to be 3.47
which was higher than the average. Also, the job satisfaction rate was

3.43 which was significantly higher than the study from 2005.
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Secondly, the tentative theory of the research, which stated that the use
of the KS-SQI model is appropriate when measuring the service of the
ERP system, appeared substantiate through an inspection which tested the
reliability and validity of the model. However, it appeared to be unsuitable
when put in direct application as a measure of the other service industry.
The KS-SQI was used in order to determine whether or not the positive
assistance of the supporting function correlates with the quality of the
system. Therefore, to be used as an accurate service quality of the ERP
system, further research is necessary.

Third, the results of theis research project showed that the increase in
service quality of the ERP system, also showed an increase in the system
satisfaction and job satisfaction. It is evident that job satisfaction leads to
an increased efficiency of their work, which will eventually contribute to

what the company stands for.
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PZB(1991)%= SERVQUALS Al&AH o= A3te] =74 SERVQUAL
S At on o]AL o] SERVQUALOIA ol g% F9% 5dS 943}
AA Bdslon, §4 o7 WA= 59 74
S S wEojxth. PZB(1985, 1988)7F sNEE Mu|AEH SAHE=Fel
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st 9, Eloloj7bAl, SHFH Y (Carman 1990), # & 3] AH(Babakus and
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<E 43> Aaw AusELY FAH 298 A3
7g) :
Q9 W5 Estimate | S.E. CR. P 2o HIgw
8 1.057 | 0210 | 5.023 | 0.000s%#x
mex | 9 1159 | 0212 | 5477 | 0.000s%#x
ARz 0 1.396 | 0.247 | 5.023 | 0.000%%x
11 1.000
12 1.398 | 0276 | 5.061 | 0.000s%#sx
T
A3 | 1508 | 0307 | 4907 | 0000w+
s
e |14 1.228 | 0251 | 4900 | 0.000s%x
15 1.000
16 0.939 | 0100 | 9393 | 0.000%xx
x*= 333.101
. 17 0847 | 0.087 | 9714 | 0000+ | o o
o ; 18 0962 | 0102 9400 | 0.000%%% |p=0.000
° 19 Wl RMR=0.048
GFI= 0.904
20 0.820 /| 0.102 | 8037 | 0000wk |\ - o
21 1178 | 0154 | 7.651 | 0000
qagol | 22 0.903 | 0123 | 7371 | 0000
€ 23 0.653 | 0106 6148 | 0.000%x
24 1.000
%5 0.648 | 0.087 | 7464 | 0.000%xx
% 0611 | 0.062 | 9781 | 0.000%x
B a) A
E_E:ﬁ 27 0.979 | 0.057 | 17.082 | 0.000%sx
guiie]
28 1.000
29 0580 | 0.066 | 8744 | 0.000%sx
wxx p< 001
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<E 4-4> A zEuarEe 1A

Q9] %;"L Estimate| S.E. | C.R. P 239 A3
30 | 1.000
31 | 1411 |0.223 /6338  0.000%*x
X*= 35911
Azl |32 1060 | 00736129 0.000%%% |y 14
hn d BEN
Co vrn D= 0.001
» 33 | 1221 0203 6003 | 0000k oo o0
Agabyre | 34 | 1318 0210|6286 |  0.000%xx |GFI= 0918
NFI= 0.897
35 | 1254 | 0202|6217 | 0.000%*x
36 | 0733 | 0151|4842  0.000%x
s p< 001
<E 4-5> AFNEE W] Q0 aQlEy At
53 ] ]
Q9] W5 Estimate | S.E. | C.R. P 239 H3Ie
37 | 1.000
X°= 24.014
38 | 1318 |0.144|9188| 0000+ %
A b= 0.000
g | 39 | 0841 013016498 00008 b o7
40 0.801 |0120|6663| 0000xkx |OFL- 0921
NFI= 0.891
41 | 0612 0148|4138 | 0.000%:*
s p< 001
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<FE 4-6> AMEjs FE giEk QY eE
Mean Std. Deviation
A A u] 2 3.56 .56
ol 2 2] -7k W] 2 3.66 58
A5 94 3.63 .65
HEE&o14 3.42 .66
a4 8k 3.47 .68
A A 3.55 A48
@ ol we AHzEAL Aol
ol wpE Mul2EAel ol B ATBM, <E 4-7>3 Lol WA AAF
A AN el WAL Fit 358, AR 7F Wit 3422 UEU EAHoR
& Akol7h gont el Aul2E Ao ghek 4 FEol B Lhebyt
<E 47> HEd wE MHlEFAe] Ao
A ol 4}
M SD M SD ol
A A A H] 2~ 3.60 .06 3.37 0 .065(.800)
of| 2] F-7F A v 2~ 3.68 o7 3.58 63 A88(.486)
5294 3.67 63 3.47 T2 .689(.408)
HEE&o14 3.44 .66 3.34 63 .068(.794)
a4 8k 3.50 2 3.34 52 4.971(.028)
A A 3.58 49 3.42 A3 2.465(.119)
#+ p<.01
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@ Ao e quAEDe Aol

AGel mE AMH|AFH Y AolE dolRW, <3 4-8> 9 o] WA A
ARl 1A FFol A= 31-4041 9] AMu]A~F Ao ek QAT Hit 3630 =
LEFLE 3041 o]akel 41A10] 4, 514 o] de] dAFFERY =4 YE U3
tHp<.05)

<E 4-8> Aol wE Auj=FHE o Ao
304 o] 5} 31-40A 414 o] 514 o] Flo)
p
M SD M SD M SD M SD

LA A H] 2 343 | 49 | 363 | 61 | 356 | 22 | 350 | 141 .970(.409)
e FE I uI 2| 347 | 69 | 375 | 49 | 388 | 44 | 338 | 1.24 2.431(.069)

2 1974 349 | 60 | 3.71 68 |_3.58—=—51 3.40 | .85 1.039(.378)

H 8ol A 3.30 |/ .61%[*3 G353, 67 1-3.25 0 63 | 275 #1%1 1.915(.131)

=2 437 3.41 D8 J #3:04 /T4 3BNN SR SN0 | 1:13 J713(.546)

Z A 3.42 43| | 363 || 48 INS57" “mRaasy [ 1.06 1.922(.130)

a, b : Duncan’s Multiple Comparison(a<h, a=.05)
* p<.05 xx p<.0l

® SRAc] WE AusE Ao Aol

LA o] whE AU ~FA e ApolE AHRW, <E 4-9> 7 Zo] HAH
o] Qo= AARE-A 7} Hit 319, B F-A7F Hit 354, dukdE] A=
At 366, AAEFA = Ht 364, 7IEFFA = Het 3542 YERY AAbs
AHA ] Au|=F Ao ek QAo 7MY Edey TAA R Fog A
o) LA ot
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<E 4-9> SHFFAC wWE AquaFAe) Afol

WATA | wARA | Qwd | AARA | 8

2l

0

F(p)

L R 3.09| 48 | 355 | 61 [367| 50 | 375 | 55 | 354 | 45 | 1.856(.123)

o Ao B 7Fqu| 2~ | 338 | 57 | 370 | 60 | 374 41 |375| .71 | 351 | 71 .965(.430)

A54474 3.28 | 64 | 359 | 65 |373| 67 |380| .36 | 3.68 | .67 .934(.447)

HLgold 3.09| 52 | 346 | 72 | 346 | 62 |3.25| 63 | 3.44| .56 668(.616)

o A4 87 310| .81 | 340 | 69 | 367 | 55 | 363| .70 | 351 | 75 | 1.481(.213)

A 319 | 54 | 354 52 | 366 | .34 | 364 39 | 354 | 53 | 1.548(.193)

a, b : Duncan’s Multiple Comparison(a<hb, a=.05)
* p<.0b

@ Aol we M zEAe Aol

<3 4-10> Aol WE Au|=F A Aol

] I A% o 71 e

M| |SD| M |SD/ M |SD| M | SD| M | SD

F(p)

335| 55 | 384 | .52 | 380 50 | 335| 53 | 3567 | 57
L R Ll 3.383%(.12)

AL 380 | 65 1380 | 30 | 377 | 47 | 357 68 | 360 | 61 | 1.318(.268)
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A =4974 356 | 62 |386| 58 |382| .71 | 343 | 65 | 365 | 65 | 1.784(.137)

325| 75 1380 | 55 [359| 46 | 321 | 62 |340| .70
Aol . b b 3.128+(.018)
a a a a

R 352 90 | 378 | 65 | 382 | 63 | 325 65 | 342| 66 | 2.916%(.024)

o

350 52 | 383 41 |37 | 41 | 336| 45 | 353 | 49
Z A 4.061%x(.004)
ab b b a ab

a, b : Duncan’s Multiple Comparison(a<b, a=.05)

* p<.05 xx p<.01

©
t
=
Mg
>
[

g
rl
n
o,
L)
9,
=
it
>
=
[
i
iy
lo
_>4H
2

dold Ak Mul=Fdd gk A gEFo] zhz; ot 3759 3.74% e

<E 4-11> ERPA|ER 25 Z= o) w2 AlH| =54 o] 2} o]

3dulgt | 3-5d 5-10d | 1020 | 200l A

F()
M |SD| M | SD} M | SD| M SD | M SD

AU L | 346 | 47 | 342 | 69 375 59 || 343 | 44 |4.00 | .71 2.361(.058)

345 | 69 | 354 | 67385 36 |3.727| 54| 425 | .00
o o] 7714 Bl 2~ 3.198%(.016)

a a ab ab b
A=A 361 51 | 331 61 | 3838 | .77 | 344 | 54 | 390 | .14 3.033x(.020)

HL&old 332 62 | 333 ] 76 |3.64| 66 |3.30| 48 | 2.63 | .88 2.444(.051)

o A4 87 348 | 59 | 324 86 |3.63| 67 | 329 67 | 390 | .14 1.581(.184)

A 346 | 45 |337| 55 | 375 | 46 | 344 | 42 | 374 | 32 | 3.121x(.018)

a, b, ¢ : Duncan’s Multiple Comparison(a<b<c, a=.05)
* p<.05 #x pl 01 =k p<.001
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® ERPAl ¥l A&7 ¢ o] w2 Mu|xaFde] 2]

ERPA| 28] AREZ ol mhe A F4o] Apo] 5 Avuw, <E 4-12>9F
2ol MA HAH o2 ERPAIZE A&7

Ao 3t QdAFFo] Hi 37602 w9 =A YEFGTHP<.001).

Fol 109 o] gel TR A 2E

<¥ 4-12> ERPA &Y A} ol upE& Au|2~Ed o] o]

1dw gk 1-3d 3-61d 6-10d 10d o] 4+
F(p)

M | SD| M |SD| M | SD| M SD | M SD
332 | 48 | 347 | 52 | 367 60 | 379 | 57 |4.00 | .35

B9l xju] 2.669+(.036)

a ab ab ab b

3.33 | .63%[.3:56.4.61%"3.857 49| 3.85 41 412, .53

o 2 & F-7FA v 2~ 4.466%*(.002)

a ab ab ab b

A54474 350 | 55 [356 | 63 | 3.72| .74 |B8FT | 54 | 3.50 | .71 698(.595)

HL&old 325 52 | 329 | 63 | 360 | .72 [}344 | 63 | 375 | .70 1.701(.155)

o A 87 339 | 74 | 337 | 65 |355 | .74 | 365 | 46 340 | 57 .288(.609)

A 336 | 48 |345| 43 368 | 51 |3.70| .38 | 3.76 | 57 | 2.598+(.040)

a, b, ¢ : Duncan’s Multiple Comparison(a<b<c, a=.05)
#x p<.0l **x p<001

@ ERPA 2% dF#a mgo]58 o] w2 Au2ED Aol
ERPAIZE 7@l sifols 350 nhe Au2Ede 3folg Uoln

W, <HE 4-13>5h o] AAHOR Wkols 5t 3uel el ERre] A



2 ZAo Yg Qo] Fit 3730 7FF =A UEon(p<0l), ol &

A4 Aulzsh AFANY, Aol PAME wolF 5 3WelgA o

,_.
(L

giet 29 3H 4d o]} | ¥ ol

F(p)
M|SDI M |SD| M |SD/ M |SD| M |SD| M | SD

=

_lZi

AH] 2~ 1323] .36 [3.69] 54 |3.63| 53 |3.71| 66 |350| .35 |3.42| 59 | 2.726%(.023)

i

. 3.20| .55 |3.75| .66 |3.69| 60 |3.80| .44 [4.00| .41 |4.00| .38
of <l 27}’\1 H] 4.984:3(,000)

AS4474 3.37| .55 |375| 47 |342| 78 |3.86| 67 |3.35| .44 |3.83| 55 | 2.764x(.022)

3.30| .46 | 3541 .66 |3.33| 45 [3.71 |69 £3.38| 43 12.90| .34
Hgol A 3.447++(.006)
ab b ab b ab a

o A 87 3.37| .72 13.62| 75 |3.34] 64 |3.56| .76 |3.45| .50 |3.47 | 40 601(.699)

3.29| .36 |3.67| 52 |347| 50 [3.73| 53 |3.54 |21 1351| .30
Z A 2.765%(.022)
a ab ab b ab ab

a, b, ¢ : Duncan’s Multiple Comparison(a<b<c, a=.05)
* p<l.0b =k p<01



sk QA o] At 4172 71 =A LA H A THp<.001).

ol AMu|x FAe BA Aujz oide] HUF Al A5 Add, S
H 87 RE GelA /g 2RAe) ASFe wE b A ey
(p<.01,p<.001).

<EE 4-14> Ao e AR AFHE 9 Aol
A71d | B7IY | C71Y | D719 | E719 | 714 F(p)
4.18 341 3.40 3.63 3.48 2.94
H A A H| A~ 10.166%(.000)
c b b b b a
4.01 3.50 3.21 3.94 3.52 3.78
o’ €] F-7FA H] 2~ 6.961 5+ (.000)
c ab a c ab bc
4.29 3.26 3.28 ¥ 3.55 3.78
ESESIEP 8.544+x(.000)
c a a b ab b
4.28 333 5] 3.04 33 35
H 8ol A 12.396%(.000)
a b b b b b
) 4.11 297 3.39 o010 3.52 o}, 1131
=Y A7 7.702%#%(.000)
c a ab b b ab
417 3.29 3.38 3.58 3.50 3.37
=) 12.524#%*(.000)
b a a a a a

a, b, ¢ : Duncan’s Multiple Comparison(a<b<c, a=.05)
xx p<.0l **x p<001
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a, b : Duncan’s Multiple Comparison(a<b, a

* p<.0b
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192}
192}
o
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Goodness of Fit Index), +74 7125 A +(AGFI : Adjusted
Fit Index), 947+ H 2ol (RMR : Root Mean Square), ¥ % %] 4=(NFI
: Normed Fot Index)E A}&3F3 T,

Bao gigh FAYA 2= AMOSe 7|8 F4WHA Ho $-2v]

==
=
W (Maximum  Likelihood Estimator)2 A ®3G T 289 Hw= 49

T Agelth.  ohee] EelA B E HEel o] fiAMoz B AT
o] myge] AP TLI=823, CFI=840, RMSER=.0522 v} Hge A%
A Aoz veEkth webs] ERPAIAE Al A S KS-SQI 2.3 ] A
&o] ggstth= Zlo] s H A

<E 4-25> H3FP AHI
X2 df D RMR GFI AGFI
854.725 506 .000 052 990 908

_69_



<]

A FA o2 ERP A28 AH|

ERP Al 2§ My Al

fol W e

S

=]
24

=K

AT,

Y 1 BAol

s

WS AA

Gl

7N

To!
oF
el

iy
alg

—
fite)

oF

—_
fite)

0
v
el
&

Hr

B

<]

S

o

gkal 7€ AT E FARSE] ERPAIESE A& 3

AR

KeX
=

17] 9l 3ol

A 3]

=
==

&l k.

-
X

.HH

3

<]

ATZ23} ERPAHEA|2E AH]

el

=

3.55%2 YEY AH] = F

=z
==

=]
&

41t 3.66,

D

TEAE 2=

H
o

7+ 3.56, o 72

|

g

] 1]

jrase)

B
ol

\.—_mﬂo

ol

el
;OO

jgasel

o

to

s

g

ERPA

%

O
< Wk

=

H o
=

Aog Vel ogn ooz ERPAIZAHE sjdk Ao o] K

A=

A, ERPA] 6] A ]

g 29w

pyl

X

X
2

o)
Gl

H

H
e

=K

o
el

X
_ZTI

ol
ol
<]

_70_



(1999) ¢}

A

!

A

w

)

R

AL
;OO

jgasel

o

1)

AN

(2005)

=4, ERPA 2" 55

_ZTI

|

S

=

Hohs
34782 HZoldow Ueuo

35t

SR

vt 3122

e

b

gl o] AL A

-
1

R b

ol
E
)
)
il
oy

s
ﬁo

AL

2)
™

il

7 -5 A R BREA A

o F7hz A

AR, B ATl 714l ERPAIZAE Ml ZAe] KS-SQI 2& 9 Algo]

1

A

ks

]

o

ol

o A =ek g4 dAhlA fes oy 71E

IH,NO
_Z_ r
o)
oy
~X

<

HA o] A

==
]

uhs} o] ERPAIZRIE Alsgl 7

»{51_

v

e

A

A ool omm NARAe] 45

A webs J&3 ERPAIAE AMHl2s 4 S =

S

b

oy

o

o

o] a3}

2)
=i

E

t} wEkA ERPA| 2=

ki3

o

-71 -



Yotk @ Aol

<]

A, ERPA| 28] A 1]

A& Aeolzt

ﬁo
B

SH AT ol At FH g

Mol A, 25, ERPaL
toink weby Al

)

Apado] 4

-
1

of =LA

toz el #A= A

of

of g
719

RS

Hg-o

A7)+

7t 8= At

ERPA] =] o]

-
1

94 o7

2 3= 4
ojm oW A7} ®Wrh

Fo.

ERPA

o
o

w
il

K
ol

A 7t

s

A

=13
=
El

}oll A

vAO
B

ERPA

[e] KR
i

2

=
Rl

?;51_

AES WoR

&

o wepd AA ol

=z
LN

€l
=

<

hSS

el

- 72 -



s

.]

g
Gl

1

i
=

)

3

A7

2.

o) 4ol

3101

ol
M

Fal KS-SQI7F = Muj =

NEE

24 S

e

3 ERPA ¥l AfH]

=
o

Eol7l= sk KS-SQl

-
1

0]
s

o~
T

o

fvze)

_ZTI

&
o

~

el
NF
4

i
2l

<]

}o] ERPA] 2~8] AfH]

o]-&3

= 5 O
EHLEI— o=

bl ot

°

Z] :L}\é o]

H T

<]

ERRA= " %]

o] &

of MElx F

€l o
“

-SQI 23] ERPA

K E

5
-4

ew

ojgk g gol

[e)
IT

7178

87b5 Bhehis Al

3}
=

Fo 2 KS-SQI =def o

o}
2L

sl 125 KS-SQI =3 ¢

o

il

Mo

jze)
o

iy

[l

ol

A F7+A] ERPA] 2~

!

el

9]

=

A 71aL ofell ¢

No
o

Njo

o
B
o)

TH

il

<]
]
=
e
o
e
el
i
Mo

2]

=24

o

L

)

R

o

JEAZ=H ol o

-
1

2 =938

o

A2 9l I8}

s 719

st2

3

\A
B
T

B

)
—~
fite)

eav

il

A& Ejojop & Zoln.

_73_



Y

1, No. 2,

e—Business:

ki3

b A154 Al2=,

°
of

, 1988, pp.97-99
e 73t

=
=

= AH2000)

1, SPSSol7hd ||, 2004.
o

, pp 1721, 1996.

1

ke
o

&+3] (2004), 142(1), pp 39758

2~ €l
~— L

7191¢] e-ERP Al &®1S o] &

T
)¢] ERP A
of tf

w7 E 3

==
T

pp. 91-108, 1998.

2~

%, SPSS9H AMOS

ﬂ ?_”
2001.

7374 B (

Riu

A A 1]

O
2

J

=
s
H

LG AApe] At A" Information System Review, Vol
“

1999, pp.21-39
FAD A A L8

2005.
“xk
7}
"ol
=
Ty

/q, =
R}

ks
>

F
1A}

70
e,

1739

4

)

- 74 -

P27 A= HIEAH2001), pp32735

i upAbSRS) =R, 1999, p. 16,

7



HRgE], QEETH, MRSl AW A vl g

i

x
)
r (o
-
o
of
%
2

T, A2 4%, pp 1137132, 1996.

upae, “wslge] M zEde] 24asl
st AL 83 %], A|8A A1, pp 1377149 1997.
Fa3k 23 E, 21719, “ERPA| =" Aile d3s 1)

’

ro

B} A A
=Rt e

R

-

i

[l

ol
s

APEAE TR ARAI =R AT A12¢8 A|1Z, 2003, pp. 47746.

Fad], ol A, “BRAIAE 5340 wE ERP¥E] o A dol

B3k AbEl - Information System Review, 2004.

ST, MAS “ERPAI 2~ o] Sabal A apike] dAlol d3FS vA= a2l
DeAT” AFAAAT, Al 178 A25 2004, pp.5437566.

X714, “BSCE ©]-&3 ERPAI =" 22 Aale] A3 AFAT”

], 2005, pp. 112171128.

#59, “HFEAY Aus Ehe] 247, hBushal AAESIEE, 2006,
e

£
ot
A
2,
Lk
>
=

’

3 ERP 7] # 8] = 8." 3=)7d 4 553

o
o
s
>
[>
i)
U
A
filo
2
\

N
s
%

Information System Review, 2000.
F2A, A4, “ERPA & &0 gk Aladdeztel HAHEHE 3ho
A Zbzpo] " B Al '} AT A14, A25, 2005, pp.2157236.
484, ‘M= F4e 54 1 SERVQUALI} SERVPERE”
A2

£

A A P=3, A33¢¥ pp 4387460

_75_



29, AAdTe FAATF(EEI Y 119 #HA)
A&t al§ 3 8AL pp 737105, 2001.

HA7], “T2714° ERP Al&=®l 75 FaAFa) F2ggug sty
Y AR, 1999, p. 9.

AL, TARS] ISt zAREE 2 ) A3, Bl gl &2 2005.

Ho
rO
-
lo
i)
)
[40
i)
r

Bagozzi, R and Yi, Y. "On the Evaluation of Structural Equation Model”,
Journal of the Academy of Marketing Science, Vol. 16, No. 1, 1988,
pp. 74-94.

Bailey, J. E. & Pearson, S. W., Development of a tool for measuring and
analyzing computer user satisfaction, Management Science, Vol. 28,
No. 5, 1983, pp. 530-545.

Baroudi J. J. & Orlikowski, W. J, "A short-form measure of use
information satisfaction : A psychometric evaluation of notes on use”,
Journal of Managements information Systems, Vol. 4, No. 4, 1983,
pp. 44-59.

Bearden, W., Sharma, S., and Teel, J., "Sample Size Effects on Chi-Square
and Other Statistics Used in Evaluating Causal Models”, Journal of
Marketing Research, Vol. 19, November, 1982, pp. 425-430.

Berry, L. L., Service Marketing is Different, Business Horizon,
May-June(1980), pp. 24-29

Carman, J. M., "Consumer Perceptions of Service Quality: An Assessment
of The SERVQUAL Dimentions,” Journal of Retailing, Vol. 66,
pp 33755, 1990.

Delone, W. H. & McLean, E. R., Information Systems Success : The Quest

for the Dependent Variable, Information System Research, Vol. 3,

_76_



No. 1, 1990, pp. 60-95.

Feigenbaum, A. V. "Quality and Business Growth Today,” Quality

Progress, Vol, 15No.11.(1982) pp. 22725

Fitzgerald, T "Understanding the Difference Between Services and Products
to Exploit Your Competitive Advantage. journal of Services
Marketing, 2(2): pp. 25730

Gronroos, C., "A Service Quality Model and Its Marketing Implication,”
European Journal of Marketing, Vol, 18, no. 4, pp 36 44.

Hinkin, T. R. & Tracey, J. B., The service imperative: Factors driving
meeting effectiveness. Cornell Hotel & Restaurant Administration
Quarterly, 39(176), 59767, 1998.

Irani, Z. and Love, P., "Information Systems Evaluation: Past, Present, and
Future,” European Journal of Information System, vol. 10, 2001,
pp 1837188

King, W. R. and Rodriguez, J. 1., "Evaluating MIS,” MIS Quarterly, Vol. 2,
No. 3, 1978, pp 43751.

Lucas, H. C.,, "Empirical Evidence for a descriptive model of
implementation,” MIS Quarterly, Vol. 2, No. 2, 1978, pp 27741.

Gallagher, c. a., Perceptions of the value of management information
systems, Academy of Management Journal. 17, 1(1972). pp. 3-48.

Garvin, D. A. "Quality on the Line. Harvard Business Review;, 61, 5
(1983). pp 65773

Hamilton S. and Chervany N. L., Evaluating Information System
Effectiveness. MIS Quarterly, Sep (1981), pp. 55-69

Ives, B. & Olson, M. H, User Involvement and MIS Sucess : A Review of
Research, Management Science, 30, 5 (183), pp. 586-603.

- 77 -



Ives, B., Olson, M. H. & Baroudi, J., Ther measurement of user
Information satisfaction, Communications of the ACM, 26, 10 (1983),
pp. 785-793.

Jenkins. A. M. & Ricketts, J. A., Development of an MIS satisfaction
questionair An instrument for evaluation user satisfaction with
turnkey decision support systems, Unpublished working paper,

(Bloomington : Indiana University, November, 1979), pp. 342-365.

Joshi, K., An investigation of equity as a determinant of user information
satisfaction, Decision Sciences, Vol. 21, No. 4, 1990, pp. 786-807.

Kotle, P., Marketing management-Analysis, planning, implementation and
control(7th ed.), Englewood Cliffs, NJ : Prentice-Hall, 455 (1991).

King W. R. and Rodriguez J. L., Evaluationg MIS, MIS Quarterly. (1089),
pp. 43-51.

Kettinger, W. J. & Lee. C. C., Perceived Service Quality and User
Satisfaction with the Information Services Function, Decision Science,
25, 5 (1994), pp. 586-603.

Larcker, D. F. & Lessing, V. P., "Perceived usefulness of information : A
sychometric examination, Decision Sciences, Vol. 11, No. 1, 1980,
pp. 21-134.

Oberoi, U. & Hales, C., "Assessing the quality of the conference hotel
service product: Towards an empirically based model,” Service
Industries Journal. October, 7007721, 1990

Parasuraman, A., V.A Zeithaml and L. L. Berry, "A Conceptual Model of
Service Quality and Its Implications for Future Research,” Journal of
Marketing, Vol. 49, Fall pp 41750, 1985

Parasuraman, A. V.A Zeithaml and L. L. Berry, "SERVQUAL: A

_78_



Multi-Item Scale for Measuring Consumer Perceptions of Service
Quality,” Journal of Retailing, Vol. 64, Spring, pp 2740. 1986

bitt, F. L., Watson, T. R. & Kavan, C. B., op. cit.., pp. 173-187.

bitt, L. F., Wason, R. T., & Lilford, N., Service Qualit : A Measure of
Information Systems Effectiveness, Working paper, (Athens, GA :
University of Georgia, 1995), pp. 1237154.

bitt, F. L., Watson, T. R. & Kavan, C. B., Service Quality : A Measure of
Information System Effectiveness, MIS Quarterly, 19, 2 (1995),
pp.173-187.

Rathmell. op, cit. 333-364

Rathmell, J. M, What is Meant by Service, Journal of Marketing, 30, 4
(1966), pp.  333-364.

Stanton, W. J, Fundamentals of Marketing(7th ed.), (New York :
McGraw-Hill, 1984), p. 494.

Serafeimidis, V. and Smithson, S., "Information Systems Evaluation as an
organizational institution,” Information Systems Journal, Vol. 13,
pp 2517274.

Timothy, Williams "Measuring Family Planning Service Quality through
Client Satisfaction Exit Interviews. International Family Planning
Perspectives, 26(2)(2000)

Van Dyke, Thomas P. Kappelman Leon A. & Prybutok Victor R,
"Measuring Informaion Sstems Service Quality : Concerns on the Use
of the SERVQUAL Questionnaire”, MIS Quarterly, Vol. 21, No. 2,
1997, pp.195-208.

Zmud R. W, "An Empirical Investigation of the Dimensionality of the

Concept of Information”, Decision Science, Vol. 9, 1978, pp. 187-195.

_79_



oo

—~

ERPA| &€ Xu|Xx F29 &

ToR

o

el
X7

X
2
)

il

—
fite)

8] 2~

"ERPA|] 2~ &l

<]

A 1]

s

arL
[}

ERPA] &8l o] A

1

O
RS

=

TR

o 1

she

A A

3}.9]

ERPA| &8le] ARGALZ A

ki3

=
3

)
o,

o
E

Aol

717 W glel Astel FA17] whghY

1

;00
alg

=

1

457 Hou vy

54 9=

EAAoz AgEY, AT

A =

9|

sl

0|

sl

WoE N =1

A A

i

A

W=

el
N

o

Nfo

B

2007.

A (RANG L BIGE B

A

A

)

aL
o

23

A A(FAUEE FEHEE e-HAY

;O.ﬁ

g
(&) 051-620-6543, 010-5738-6775 (e-mail) leejj@pknu.ac.kr

il

(608-737)

IR

[e]
2
R

(612-701) ¥4H44A ool FE el +oI3 o

(®) 051-749-5776, 016-866-4321 (e—mail) forltoo@dreamwiz.com

_80_



CAEGAR Auad 24

Flste] FdL?
O A @ ox__

Fske] ABL?
@ 3041 olgk__ @ 31~40H__ @ 41~50A_ @ 514 o]d__

B3] Ast7t 2Fete FA=?
O BAEA__ @ AFM_ QO dutdH (), A, A= T) FH__
@At ©7E_

@ Aske @ AFL?
D4 033 | 04 @ww L ©78

st 2FAH2?
@ 3dme__ @ 3~5dnrt @510k @ 10~20d R
© 20

[6] Aste] FRAAE ALE BHL?
DIAvY_ @ 1-3d0%_ @ 3~6dun_ @ 6~10dn__
©® 101l

Aet7t ¥3et= ERP Al&" Q79 dddte] 1§ ofg IJFE(HZ 3doW)?
Ot @1 @28 @39 ©4_ ®5LH o



OI. vl EAd #F FA

ERP A 2® AH A& 22 37|,
® ® ® @ ®

| |
| |
A8 284 g a29A Foh HEolt g W 2ET

9 ERP A 29 MH 28 o] §Fo2X 45t 24¢ 24HAt
o 9 ® ® ®

| |
| |
A8 284 g 24 ot HEolth 15 L A

ERP A 29& &R 7o) 328 Au2E A7 @k
D ) ) ® ®

| | |
| | |
A8 284 g a2%A B HEolt e o3 2ET

ERP A29< & %9 A8 2854 7152 Agdg
® 2 ® ® ®
| | | | |
A% 284 9 a4 9t REeld a3 o 22



ERP Al 2®d g FA/BFe wd o]FAA 1 Yot
@ ) © @ ®
| | | | |
A8 284 g 294 Frh HEolt g e 2ET

ERP A|2% g dste] @AY A3 BA] A

o ® 3 ® 5
| | | | |
49 29 gd 294 gY wEld agd a3 23

ERP Al 2®lo] AFse AHl2e AFT & o)
.y @ ® @ ®

|
\
A% 234 g 294 gt BEoln %

ot <L
47
o
[
off
iy

ERP A|2¥2 A% F5 AAHE AH|E o] §o] 753ttt

@ %) © @ ®
| | | | |
A8 284 g 294 T -~ [ g W 2ET

ERP A2d %4 A(ERP A424)L A8 £oo A2aA &
yeh
® 2 3 ® ®

|
|
A8 284 gk 294 Frh BEolt 1%

ot -
o
T
[
gt |
o



1 ERP Al2¥ Fx A A(ERP Ad8¢)S Idst1 3FsA gt
) ) © @ ®
| | | | |
A8 284 g 294 Frh HEolt g e 2ET

ERP A2 24 A94(X429)e FA7 248 4% 444898 o
sho] A et

D ?) ® @ ®
| | | | |
48 284 gn 234 99 BEy 23 o4 29

ERP A2¥ #4 AA(A924)e Adgoz AgAE 1A st
94X g B
© @ ® @ 5

| |
| |
A8 284 gk 2%A Frh HEolth A L A

ERP A|&% B A HA(XL29)2 ALEAY £ A&3 &3
@ %) © @ ®
| | | | |
A8 284 g 294 Frh HEolt g W 2ET



ERP Al2¥l2 i &AXFHE o] &3t7]o] HE T 7Tl F7HH Ao
@ @ ® @ ®

| | |
| | |
A8 284 g 294 Frh HEolt g e 2ET

ERP A 2" 33 5 AHSA TAHLE Hol glo o] &S

W$-7] At
© 2 ® @ ®
| | | | |
A% 284 9n a4 9t REeld a3 o 22

ERP A 2=¥9 RgAZHE 2&st1 A e] Sl
@ © © @ ®

| |
| |
A8 284 g %A Frh 2Eoit 18 b A

ERP A|&®2 AHE27E A3t FRE 44 22 5 Ao
@ %) © @ ®
| | | | |
A8 284 g 29A Frh HEolt g W 2ET



ERP A £%2 JEHWU(Web)S ©] &% AAdE=TF7F Ut
) ) © @ ®

| | |
| | |
A8 284 g 294 Frh HEolt g e 2ET

26 ERP Al2"9 H/W 9 S/We ¢4¥3tA 4 #H 3 Y.
@ %) © @ ®

| | |
| | |
A8 284 g 29A Foh BEolt g L A

ERP A =9e HA9 7l¢g wdstn Qo
o @ 3 ® ®
| | ; ; |
4% 294 g 284 g el CLE N e

ERP A|&"12 HZo ZH| 2 AJHdS 253 3+,
@ %) ) @ ®

| |
| |
A8 284 g 294 Foh HEolt gt e 2ET

ERP A &"<& AHE3H7] 919 A3 dAA7 2 ntdso] U+,
@ %) © @ ®

|
|
A8 284 gk 294 Frh HEolt 2 e 2ET




M A2d BEE 2 g3t #3 24

@A A85n 9 ERP A29e AHgstrlel He s,
o 2 3 ® ®
| | | | |
A% 194 9n a8 9 REn 23 A% 2
ERP A29¢ g0z Q5 Fo| E3ch
o 2 3 ® ®
| | | ; |
A% 194 9n a8 9 REoln SR L] T
ERP A2¥& HUA o2 B35 gusdh
o 2 3 ® ®
| | | | |
A% 194 9n a8 9 REln =Lk A% 2
ERP A29€ AH8Fo2H 24 A8PLE /A%
o 2 3 ® ®
| | | | |
A% 194 9n a8 9 REln 23 A% 2



ERP A2"E& Ao 24 3ALY v §o] A HUH.
@ ) © @ ®

| | |
| | |
A8 284 g 294 Frh HEolt g e 2ET

ERP A 28& A SF 2R JFF8 Azto] &5 FHIUH.
@ %) © @ ®

|
|
A8 284 g 29A Frh HEolt g W 2ET

ERP A &2"& AMSFOEN IACHE/F)NA o 42 AR2E A
T T AA HAH.
@ © © @ ®

| |
| |
A8 284 g %A Frh 2Eoit 18 b A




=
N
—d
rtl
I
H
-3
r

ok
N
>,

g @A Ut 23 e GRelA REe m7: Helnh
D

® 3 @ 5
| | | | |
A8 284 A 294 9 ugeld agn W asgn
s W FRsE AFel dstel FUE 23 Atk
a ® 3 ® 5
| | | | |
A8 384 S 294 B ngely a9 W agn
A e 4T AR E Avx Hek
a 2 3 ® 9
| | | | |
A8 384 g 294 9 ugely agn W agn

@A Wk 23 gl dF7F A7) EAC Efo] dva A4
@ %) © @ ®

‘ ‘
\ \
A8 1%A 9u a%x 9g BEoly e

_10_



@ ERP A=d 477 93 =AM Fascn 443

L —
) ) © @ ®
| | | | |
A8 284 g 294 Frh HEolt g e 2ET
3% of nfmAlH Aol Hall FAA thEks] FHALS Y
2 QA0 SR YR ==

qF
=552 A5 E ERP A
=9

AL

-11 -



	Ⅰ. 서론
	1. 연구목적 및 필요성
	2. 연구의 범위 및 방법

	Ⅱ. 이론적 배경
	1. 전사적 자원 관리(ERP) 시스템
	가. 시스템의 정의
	나. ERP시스템 등장배경 및 발전과정
	다. ERP시스템이 특성
	라. ERP시스템 성공요인

	2. 서비스 품질에 관한 기존 연구 검토
	가. 서비스와 품질의 개념
	나. 서비스 품질의 측정방법
	다. 서비스 품질 측정 모형


	Ⅲ. 연구조사 방법
	1. 연구모형과 가설설정
	가. 연구모형
	나. 가설설정

	2. 변수의 조작적 정의
	가. 시스템 서비스 품질
	나. 시스템 만족도
	다. 직무 만족도

	3. 연구의 설계
	가. 자료수집
	나. 설문지 구성


	Ⅳ. 실증분석 결과
	1. 기초 자료 분석
	가. 연구대상

	2. 신뢰도 및 타당성 분석결과
	가. 신뢰도 분석
	나. 확인적 요인분석

	3. 자료처리
	4. ERP시스템 서비스품질, 시스템만족도, 직무만족도 실태분석
	가. 서비스의 품질에 대한 인식수준
	나. 시스템만족도와 직무만족도

	5. 가설 검증 결과

	Ⅴ. 결론
	1. 연구의 요약 및 시사점
	2. 연구의 한계 및 발전방향

	참고문헌
	부록


