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ABSTRACT

Those studies in the field of Management Information Systems and the Success Model
of the DeLone and McLean’s Information Systems suggest that some factors related to
information systems should be developed and operated to affect the performance of the
user’s personal and companies through the introduction and use of corporate information
systems. The purpose of this study is put on searching for some factors which impact
on user satisfaction about the customer information management systems of call center.

We did conduct on a survey of 539 people who are working as a call center counseling
employees as setting up a structural equation model which reflects previous research on
working environment and job satisfaction, and modified DeLone and McLean’s information
system success model. The results of this study are as follows. First, seven of the eleven
hypotheses that three quality of the information systems might be affecting working
environment, job satisfaction, user satisfaction were adopted Second, we confirmed that

2 = 20129 St wuld gy XhoeR AFH 1S (HY-2012-G).
* Graduate School of Management Consulting, Hanyang University/KTIS Corp. Management Consultant
=% Corresponding Author, Professor, Department of Management Consulting, Graduate School, Hanyang
University (E-mail : oobepark@hanyang.ac.kr)
20134 04€¢ 279 A, 20134 05€ 18Y AHAkgkE = 20134 05€¢€ 219 AlAEH4.



A4 AR, AT AR, F
BlAke] A = A

2 A% 2 Ay

87 189 A2%
A

=H

3}
Information System Quality, Call Center, Working Environment, Job Satisfaction

22473

}

o
pal

as a fully mediation between system/information quality and users’ satisfaction. The
mmplications of this study are that it is necessary not only to make a good working environment

the working environment works as a the partial mediation and the quality of services works
systems in the future.

but also to keep improving it in order to boost the operational performance of information
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(Table 1) Factors in Articles using IS Success Model

Studies Variables
1992 System Quality, Information Quality, Info Use, User Satisfaction, Individual Impact,
IS SM[10] Organizational Impact
2003 System Quality, Information Quality, Service Quality, Intention to Use, Use, User
IS SMI[11] Satisfaction, Net Benefits
1997 Seddon System Quality, Information Quality, Perceived Usefulness, User Satisfaction,
Model[42] Benefits of Individual/Organization/Society
Agricultural System Quality, Information Quality, Service Quality, Perceived Usefulness, Perceived
1S[24] ease, User Satisfaction, Performance
Campaign Mng. System Quality, Information Quality, Inner Service Quality, Task-Technology Fit,
Sys[27] Perceived Usefulness, User Satisfaction, Individual/Organizationc Performance
Logistics System Quality, Information Quality, Service Quality, Perceived Usefulness, Perceived
IS[37] Usefulness, User Satisfaction, Performance

Electronic Docu- | System Quality, Information Quality, Service Quality, Intention to Use, Use, User
ment Mng. Sys[25] | Satisfaction, Net Benefits

Online Perceived Usefulness, Perceived ease, Perceived Enjoyment, Online Banking Information,
Banking Sys[49] Security and Privacy, Internet Connection Quality

This Stud System Quality, Information Quality, Service Quality, Work Environment, Job
Y Satisfaction, User Satisfaction

2.4 254 3 FF0R0 st A7 = A Y] FEA2FY] o] g4 U
o] &2} WEEe] JFE WA e JFS A

2.4.1 2537 (Working Environment) staral slo] <Table 3>9 B ATEo]A
HER 25 331 25%, 9,

Aol gk W Sl Qlo] 1997d
|y A B} A EA](MSQ Minnesota Satisfac—
tion Questionnaire)= A%-%H2] A4 291
o AA alow ERstalon, A4 adl

Fol|= 2587 (Working Conditions) <

I 2.4.2 A E-v+=(Job Satisfaction)
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(Table 2) Job Satisfaction Factors in Articles

Advance Research Job Satisfaction Factors

Albanese and van Fleet[1] | 1. Job self 2. Salary 3. Promotion opportunities 4. Supervisor 5. Colleague

. Individual Characteristics: Age, Education, Intelligence, Job Level
. Job Characteristics: Organization Mangement, Social Environment,
Communication, Stability, Salary, Boss

DN —

Fournet et al.[13]

Gilmer[15] 1. Safety 2. Promotion 3. Salary 4. Essential aspect of the job 5. Supervisor
6. Social aspect of the job 7. Communication 8. Job Environment 9. Welfare
1. Feature diversity 2. Task identity 3. Importance of the task 4.
Hackman and Oldham[16] | Autonomy
5. Feedback path
James and Jones[19] 1. Job challenge 2. Job autonomy 3. Importance of the task
Locke[31] 1. Job self 2. Salary 3. Promotion 4. Stability 5. Welfar
6. Working Conditions 7. Supervisor 8. Colleague 9. Management Policy
Milton[33] 1. Task 2. Salary 3. Promotion 4. Recognition 5. Welfare
6. Perform tasks 7. Supervision 8. Colleague 9. Management Policy
Steers[45] 1. Job 2. Salary 3. Promotion opportunities 4. Boss 5. Colleague
g wAtn ¥ 4 gt AZAT A2 Aol e 47a7
McCormick< 279k A F5 §35}d] o] Au] 2 Aol mX]= kol gk A
QAL B AYSE SFVEAA P oA W ATUE, 4T Foy, AF
£ ARksolet 4 oJstel 2 [32], Smith= e, Ew BASAA, SEBA, A
ARPEGE 7} felo] ARsh g} 3 9, AolV18e) &) WEE ol FOEN AT
Aohe RE E3 U 44 R T ol o AuAE AIHa STHEl
& o] 79 el A s)elEs shte 6
Tbal StH44]. Locke® 7M%le] 275 3
EAG ARE FaA A HE FPom 3. ATEE 2 HTH
8] A= GO S 44 e
WUTHLL APEo] BE Be ATE 4 3.1 ATEHO| M
=
=

il =
B Ao A= FEREE Q9lo 7 FAE 9 DeLone and McLean®] 4 ¥ A HA|2~H

Working
Environment

1 Job Satisfaction [1 134
. . 1
Service Quality i, ; Job Environment !

. .
User Satisfaction
;j

b 3

H3-c

(Figure 3) Research Model
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(Table 3) Variable Definitions and Measurement Index
Variables Definitions Researchers
Adaptability fit to use adaptably by users” requirements
Response time respond quickly and appropriately to requirements
System [ — - - - - - DeLone and McLean[10, 11],
Quality Features/Functions | holding the appropriate performance level from requirement Lee and Chung[28]
Access Convenience | easy and convenient access to the system
Reliability degree of frequent errors when using programs
Completeness provide all the information users wanted
Updated Information | whether to update the information provided frequently
igg; Er?ggr;)tfan din relevance, comprehensiveness, recentness, accuracy and DeLone and McLean(10, 11],
Quality | information g credibility of information Lee and Chung[28]
Accuracy accuracy required to use information
Detail of information | detail required to use information
Support for user system education and upgrade information for users
Resolution efforts resolving and getting complaints easily
Service | Promptness of DeLone and McLean
Quality Servige ocessin promptness to solve users” complains [10, 11], Pitt et al[41],
Y [ SCIVICE Processing _ : : Baroudi and Orlikowskil5]
Service attitude ability to handle issues sincerely
Service and Support | follow—up after the treatment of processing problems
Overall Satisfaction | overall satisfaction for information system
ggggﬁ;&lm ]f'rr(l);n degree of the decision-making support from system using
S[zjaiiesrf g:ﬁiicgzghgom expected degree of the accuracy and high-quality B%L()fﬁ %ﬁ;&?ﬁ
faction | Customer degree of customer satisfaction that is provided to from system | Lee and Chung(28]
satisfaction using
Complement and continuous complement and improvement of the system
mprovement
Temp. and humidity | the temperature and humidity of job space
Noise noise level of job space Stokols and Scharf[46]
Lighting space lighting and brightness of computer operations
e the size of a personal work space required for space efficiency Stokols and Charf[46],
Work | P all 1 Orfield Lab[39], Ban[4]
Envir- overall layout
onment degree of comfort, reliability, efficiency of office equipment that
. . is placed in the space . _
Office equipments - — Kim[26], Yu[53
eduip work environment that may affect the amount of electronic [26], Yul53]
equipment specifications
Facilities giegree of the' retention and utilization of facilities for employees | Shin[43], Koppe[29],
in work environment Becker[6]
degree of support from supervisor
Relationship feedback from supervisor about work
friendship and sociahility between colleagues
Si(t)lz ~ Per%on'al Growth, encguragement for auto'n'omous judgrnent's.about autonomy Moos{5, Cho and Parkl7]
faction Job-oriented a fair degree of recognition about the ahility to work

Work participation

degree of the suggestion and the autonomy for work

Personal Satisfaction

degree of satisfaction of the individual for the job

feel passionate about the extent to which job satisfaction
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(Table 4) Demographic Data

(N = 539)
Index Num. %
Male 370 | 68.6%
Gender Female 169 | 31.4%
Under 20 6 1.1%
20~29 130 | 24.1%
Age 30~39 304 | 56.4%
40~49 9% | 17.8%
Over 50 3 0.6%
Married 186 | 34.5%
Marriage Not married 343 | 63.6%
etc. 10 1.9%
High school 215 | 39.9%
Education College 191 | 35.4%
BSc 133 | 24.7%
Counselors 440 | 81.6%
Status Staff 17 | 32%
Director 78 | 145%
Mng. supporter 4 0.7%
Under 6 months 41 76%
Expe- Over 6M~Under 1Y| 66 | 12.2%
Fence 1Y~2Y 90 | 16.7%
2Y ~3Y 68 | 12.6%
Over 3 years 274 | 50.8%
Wire Service Order | 100 | 18.6%
Depart- Wire After Service | 100 | 18.6%
ment Wire CRG 100 | 18.6%
Wireless 194 | 36.1%
etc. 45 8.2%
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A o] 125%, AHEAL
T%E JERgton 4717k 67149 vl
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Aol 50.8%, ok 41 SO, #+41 AS,
A CRG7F 242} 186%™ -4 36.1%, 71E}7}
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TR Ao EAS B} 248 AR
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©
o
]

sto] R(H A 3.0.0)9] sem 3717 ¢} lavaan =)
71AE &&sto] gl4 8l 415 sH3ith
AA F14 89l +4 A= <Table 5>9F
2o} 8JAA A A5 (factor loadings) <] Z7k°ﬂ
2 p-valueZ} 0.05 ©]3t2 FAIH o2 B
frolatn A A B4 A3 =<Table 6>3} 7&9.
1 Cronbach’s Alpha Al57} 08 o] o & 1o}
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374 gHo] dds Boeths AS orlgitt

(Table 6) Reliability and AVE

o1, Smohs fralel Aze] FEeA Nw . Cron- |Composite
. - . o Variables . ... | AVE
T7h ES FEYe TR 24T 4 Ak bach's |Reliability
System Quality 0.815 0.956 0.823
) Information Quality| 0.847 0.928 0.722
4.3 gy 201 Z4(CFA) Service Quality | 0.882 | 0897 | 0.633
User Satisfaction | 0.899 0.878 0.591
B oodte] 7hd AA Ao A sfdel Hg Job Satisfaction 0.886 0.879 0.579
R ZAWre] A4 W ERAS HAS ¢ Work Environment | 0.887 0.919 0.589
(Table 5) Confirmatory Factor Analysis
Variables | Items Fac.tor Z-value Variables | Items Fac.tor Z-value
loadings loadings

11 0.334 8468 31 0.589 16431

System 1.2 0.770 21576* Service 3.2 0.763 19.639::
Quality 1.3 0.874 25.829;* Quality 3.3 0.833 24.173;*#

14 0.722 19.327" 34 0.766 21616

15 0.744 15.936™" 35 0.748 20.798™

2.1 0.453 14.490™ 41 0.668 21952

Information 2.2 0.542 16.890: User 4.2 0.601 18.897ii
Quality 2.3 0.563 17.726;* Satisfaction 43 0.761 23.417;**

2.4 0.640 19.987" 44 0.746 21.964"

25 0.658 21.327" 45 0.648 19529

51 0.737 20.458"" 6.1 0.535 18580

5.2 0.665 18.828"™ 6.2 0.573 21.059™"

5.3 0.521 13991 6.3 0.539 17.844™

Work 54 0.701 19.914™ Job 6.4 0.384 9523
Environment 55 0.648 17953 | Satisfaction | 65 0.521 17682
56 0.726 19.850"" 6.6 0472 15.850™

5.7 0.669 18502 6.7 0.469 14897

58 0.765 19.393™ 6.8 0.491 17575™




Hd 21 %) = (Composite Reliahility) w3+ &
o] AR W7} 0.8 o]0 2 AF 7} v
o7 golF e}, w3k Hato] A

I Hit B4 & #h(Average

Variance Extracted : AVE) ¢A] 05 o4 =3
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ol
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rlr

g Ahga BEEYRS Fus] gaA

o] JFetdA o] &R ATt <Table 7> = AVEZ}F &% 853 $59 Ao
2ol F4 aqwAel WF AF AFE  AF) gurh Ackhe & A ®
(goodness—of-fit) A2 Fto] 518 7|&S wF E AW AVE Algde 2% 3= F
Zal7] wite] 914 20 BAL o] §F & %o AaFurt 7 BEHGAe 2 A
UG 779 SH4o] H-3] o] FofH5S & o2 Vet Ee fSE ko] Azt
Q3. <Table 9>k o] felste] T2
ok 2 AFA RS SR A FHste] EAskE Alo] BEE Aow gl
$8 455 2o BEEPe AFAgE Hn
(Table 7) Goodness-of-Fit Index of CFA
X2 df X2/df o) GFI CFI NFI IFI RMR | RMSEA
Estimate 12248 | 579 212 | 0000 | 0970 | 0925 | 0.868 | 0917 | 0.042 0.046
Threshold - - <30 - >08| >08 | >08|>08]| <000 <01
(Table 8) Discriminant Validity
Variables SQ 1Q SeQ US JS WE
System Quality 907
Information Quality 599 850
Service Quality 564 681 7199
User Satisfaction 629 666 599 169
Job Satisfaction 230 326 261 307 67
Work Environment 428 396 421 H07 401 692
(Table 9) Matrix of Correlation Coefficients
Variables SQ 1Q SeQ US JS WE
System Quality 1
Information Quality a4 1
Service Quality 7B 825 1
User Satisfaction 793 816™ iz 1
Job Satisfaction 4807 511 511 554 1
Work Environment 6547 629 649 72 633 1
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7hd Al A Aol whEW GRA~
glo] Al 7}A] FA BEI} 2587 9 o
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(Table 11) Path Coefficients

};ﬁ’s‘i’s Adp/Dis |  Path Coeli?fail(t:ints Z-Value
Hl-a |Supported| SQ — WE | 0.448 | 3697
Hl-b| rejected | SQ — ]S 0.105 1.036
Hl-c |Supported| SQ — US | 0584 | 3.061"
H2-a | Supported| I1Q — WE | 0.279 1.991°
H2-b |Supported| 1Q — JS 0543 | 3642™
H2-c |Supported| 1Q — US 0.733 3.059™
H3-a |Supported |SeQ — WE| 0356 | 2.993™
H3-b| rejected | SeQ — ]S 0.120 0.908
H3-c | rejected | SeQ — US| 0272 1.628
H4-a |Supported| WE — US | 0.292 2.190°
H4-b| rejected | JS — US 0.038 0.424

T p<05 7 p<.0L, " p<.00L.

2 o] &4 W= o3 FFS A= A
o2 et Asta gl7] wEo R wuE

g} FrAAE A A EE A 3L S Aol Af e} o] HrAI2EL) A
B FZ o] AnkEel] Ao {05 4 26 B AR SEE o] 8k vkl A4
o mxE Ao UEhtEY|, ol ZAIE Ql FEE vAE WFR fFofatn, & A7
74 AT Acte] PQ sk AT AR Ae Has 299 A4St e 2584
B, AAAE T AR FH49 Fods ¢ o] o] &2} HFE o3 My Uit

(Table 10> Goodness-of-Fit Index of SEM
X2 df X2/df p GFI CFI NFI IFI RMR | RMSEA

Estimate | 12747 | 580 2.20 0000 | 0969 | 0920 | 0865 | 0911 | 0.049 0.047
Threshold - - < 3.0 - >08 ] >08 | >08 | >08 | <005 < 0.1

User Satisfaction

(Figure 4) Structural Equation Model Results
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Partial
Partial
Fully

Mediation
2] o o

-

Z-value
4262

2.448"

3577

Total Effect

Estimate
0.715
0.815
0.377

At

5]

3}

2.199°

1.573

1.864"
o

Z-value

AT

Indirect Effect

0.131
0.081
0.104

=R

F ool 7))

1.628

3.059™
9

3.061"

Direct Effect
Estimate | Z-value |Estimate

0.584
0.733
0.272

mA gl o

(Table 12) Mediation Effect Analysis of Working Environment
W} EAM AT <Table 12>9} Zo] Au|~ F4

Variables
System Quality
Service Quality

Information Quality
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(Table 13) Survey Results

Average | Wire |Wireless| GAP

Total 3.28 3.32 324 0.08

System Quality 2.76 2.76 275 | -001

Information Quality| 3.34 3.49 319 | -0.30

Service Quality 3.12 3.31 292 | -0.39

User Satisfaction | 3.16 3.31 301 | -0.30

Job Satisfaction 3.70 371 369 | -0.02

Work Environment| 3.33 3.19 348 0.29
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