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Abstract

With the improvement and popularity of cloud computing technology,
many companies fancy the cost-cutting and flexible advantages of cloud
computing. They can choose the provider that they expected without
considering cost.Companies use cloud computing becoming a trend.
However, there don’t have complete research about the service quality
evaluation of cloud computing service provider. Therefore, this study
organizes the framework of important service quality factors which suit to
cloud computing provider. This study collects factors from related literature
review and case study to build a framework at first then gets information from
experts by semi-structured interview. And, this study selects factors which are
important or non-mention in the past studies for service quality of cloud
computing provider by content analysis. Because the past studies about service
quality of cloud computing service provider had onlymentioned part of factors,
so that this study buildsevaluation framework for service quality of cloud
computing service provider by literature review and practical experience.This
study interviews practical experts to extract evaluation criterions by using
content analysis.According to the result of practical literature and interview,
this study organizes the criterions to design questionnaire.And this study uses

fuzzy Delphi method to select principle, finding the causal relation between the



principles by using interpretive structural modeling. Finally, this study uses
analysis network process to build the model for service quality of cloud
computing service provider. This study selects the telecommunication as a
better cloud computing service industry, finding the relative importance
between each factor, following the result of analysis network process to suggest
cloud computing service provider which resource should invest first. Then this
studyuses the result of interpretive structural modeling to distribute resource
and order works at each section.This study’s result can provide forother cloud

computing service providers to consult.

Keywords: Cloud Computing, Provider Evaluation, Service Quality,
Content Analysis, Fuzzy Delphi Method, Interpretive Structural Modeling,
Analytic Network Process
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