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The Measurement of Service Quality for Information Systems in

Telecommunication Industry
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Abstract
Business has been enhancing customer satisfaction and creating customer value through the
improvement of service quality. Past literature review indicated that the majority of liteyature
e

focused on exploring the relationship among the criteria of service quality. However, l&

studied regarding the internal service quality of information system for telecommunication Thdustry.

sub-criteria of service quality.

The results of the study show that the service quality of
major criteria and 22 sub-criteria. Among the five critgria
is taken into consideration, the most important\dmégrion is tangibility, followed by reliability,

assurance, responsiveness, and empathy. It is then suggested that the interdependence of criteria and
@
@te decision can be made.

attributes should be considered so %
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