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ABSTRACT

An Empirical Study on the User Satisfaction

of the Small-Medium Enterprise Informationization

Kwon, Jung-kil
Major in Public Polic
Department of Public Administration

Graduate School of Hansung University

The informatization of small medium enterprise (SME) is
one of the most significant areas of study to emerge in
the public policy field in the past several years. The
informatization of SME is in broad terms, an [T-based
company that allows a community of users to obtain a
coherent means of access to an organized, electronically
stored repository of information and knowledge. The
information resources and technologies embodied by the

internet are now accepted as the primary example of the
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SME informatization.

The need exists for a means to measure user success in
the SME informatization environment. Because an SME
informatization involves two broad functions information
search and retrieval and interactivity with and through the
medium~- this research posits that measures of both of
these functions will show positive correlation with user
success.

A review of the literature for measures of success in
terms of these two functions revealed two key models: 1)
System Quality Model which consists of four dimensions
for measuring user success In an SME informatization
environment 2) Information Service Quality Model, a
three—dimension instrument used to study the interaction
activity in computer mediated computing environment.

The core of this research ?7? involves the development
and testing of a Comprehensive Model for SME
Informatization Success, based on a combination of the
System Quality Model and the Information Service Quality

Models. Three basic research questions are explored: 1) Is
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interaction oriented experiential satisfaction measured by
the Information Service Quality construct in the SME
informatization environment? 2) What is the correlation
between the Information Service Quality and System
Quality? 3) Does some combination of System Quality and
Information Service Quality dimensions better predict
overall success with the SME informatization experience
than either dimension separately?

The current research utilized as its target population SME
employees who are current users of a SME informatization
in Korea. The research validated the System Quality (four
dimensions) and Information Service Quality (three
dimension) by studying the constructs within the context of
the SME informatization user population. Correlation was
founded between System Quality and Information Service
Quality, with four dimensions retained as components of a
Comprehensive Model.

The comprehensive model was validated, and it 1is
therefore suggested as a basis for further study of user

success indicators in the SME informatization environment.
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