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A Study on Structural Relationships between Information
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Abstract

The purpose of this study is to examine the effect of information service quality on user satisfaction and
individual performance in Outbound Callcenter. A survey was conducted and data were collected from 330
respondents of 1 company which adopted CMS. Validity and reliability of the research instrument were
tested and research hypotheses were examined using PLS Graph 3.0. As a result of data analysis, 6 out of
8 hypotheses were supported. User satisfaction is significantly influenced by information quality factors such
as accuracy, currency, and relevancy. 2) Also, User satisfaction is significantly affected by internal service
quality factors such as training support and reward system. 3) Individual performance is significantly

influenced by user satisfaction. Implications of these findings are discussed for researchers and practitioners.

» Keyword : OQuubound Callcenter, Campaign Management System, Information Service
Quality, User Satisfaction, Individual Performance

LT L FYEE T
« Hag 1 2008. 8. 6, AlAKY 1 2008. 9. 22, AAtEY 2008, 11. 26
CAdR g AN - BRATE AAQTY T SHBgw ALEPAY 0t

% 2 9TE 20089E AdSE AARE - BRETR Ao +YIAITE



302 EJ';E 74 E:E1 ]:Eéﬁ‘!—‘El uI'HI)LwL (2008 11)
A B4& 7Pgetar ek S HApdE o R =9E FEA|~
= dlof T3l =0 AulHoz AZIH(PEA S 2007)
.M E £ Qo] HE OMS E6 DA A8Ae) A 2
S 98 BAkel sl =UE AAE AR S-S A 7]
LELIIAEE AR AL, QA B o) e, gaz w8 slae 4nE 2990 A9
2 FoR ZEY 9k AAAIge AWata gloH, 71dF A7RE ol Ago] Basith
o] A e e Al Blelaha 2Tk 3 o o) sigaa) nale] giek A RAjE) e elgte] 74
MgAlozel Mgl Atz 7|95 1] thek g3 AH| 27} A &R0 AA99)e) APl 73] 2 olalH
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g AR 28 AFol| i3 £ZF o)1 Tl el RES A
el

19923 o]Fg, ®e AFEC] Delone and

McLean(1992)°] AlRke HHAI~H HF S4XE5 19
A A WAE AFH 02 AR AlAETE. A9AE
A28l (Raghunathan and Raghunathan, 1994), 5<%
HA] A8l (Rainer and Watson, 1995), XE7[AxH
(Yoon et al., 1995) & 53¢ Al=gle] A% A=
DeLone and McLean 239 B1A4< St L3t
22 AFEL DeLone and McLean 2380l gk £A41S
A7 A vHEta, g8t Seddon and  Kiew,
1994; Goodhue and Thompson, 1995; Etezadi-Amoli
and Farhoomand, 1996: Torkzadeh and Doll, 1999).

A 109 B FHAIZE Y] Hgto] Wiglsla s
A, TEo] FRA2E 3 SHo ek 3HEA nAE 2
713F Bt Sl DeLone and McLean(2003)-2 #}
AEo] AARE Bya) FAE EAE B H8te], 1993
d o] =99 A5 A3t 718 REE £ v

o (ad D3 2L 49 43RS At

S

>
=
iz

AHIA 22 ‘

(32! 1) DeLone and McLean(2003)2| +X=!
HEAARMEDY
Fig. 1 DelLone and McLean(2003)’s 10 Year Update
Model

2=
T

3}

©

o,

fru
ox, i

HHA|2E 2 RYo| M= AMHAL AFE Y 3
BHA| 2 22)o] P Ho} MUl AE FAl AlFehe
fetalo] | Pitt et al.(1995)0] A|eter AnjA~ 2

bol Egeka, Ao gatst 24530 B4

tlo
N

ol
g

oflt

P

>

3

tlo ox rE

-

oliFE aE3t SRl

22 MEMH|A~ £

T AuAH| = Fhd| Bt AT e FE A F4o|
e Ao} A F- B3 AFE o] B 2o 3}
o] 3= 3Ith(Negash et al., 2003; Yang et al.,
2005: Zhu et al., 2002). FH FHL& JEA|xHo] A|F
st FHO Y& 3 EAo] ke 7IXE njgitt. xA o
M2 FEA 28 EYste o fr 7hedl shte AR
Y g JEE rhesta Agjstet B2 771 HsiAol
o} ARE 7Yool AATHE IS H3 Tast 2o
2 ARG ¥ B JRE Wistn, 1 B Fgsta,
AAA I 7Ax|7F lefok gt AW FAL AlAEE AR
b uiF AREAR] v #5543 (Joshi and Rai,
2000), B4 2% E4(Raghunathan, 1999),
229 AFA A= AHA IS = 5 ] dad 2
Z9230] A4 gri=laL Yokl and Lin, 2006: Xu and
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3.2.2 U MelA 3 K20 AFRR} Bk

Aplze) 712 BH91 TR, HlReld, oAy Tz
Qo) MHlzs FAL ZAae) Be of2lgo] glont, 244
o] FeEAAERA Al FA) Fado] FAuIT

U]~ EAHL- Parasuraman et al.(1988)¢] 1742 Au]~
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29l = E2 5 | HIE%)
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A EL 102 30.91%
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1941 olst 1 0.30%
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50 ot 5 1.52%
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i 40| =AM Ho| U ZHA|7 #HAT
H3=ls M5} Qa=H SHig
e O CMS7} Migshs 124X EE Hefsic) - Bailey and Pearson(1983)
@ CMS7} Mi&Fsks AE8EE deteict. - DeL.one and McLean(1992)
® CMS7} MFsks MEe gikeol et - Doll and Torkzadeh(1988)
HE7} 2Ae| X2 WAEE M - Nelson et al., (2005)
AN O CMS7} Aigshs MEE zlhlel MEolch - Wang and Strong(1996)
= @ CMSoME ZlAle] HEE g = olch - 8 - Zo|(2002)
® CMSE & [Hoz HEE Ho|E sich
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