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Abstract The purpose of this study to develop IT Outsourcing service quality evaluation measurement have
been frequently used to apply a model KS-SQI in the service industry. Primary needs fulfillment, unexpected
benefits, reliability, individual empathy, positive assistance, accessibility and physical environment were selected
as independent variable, they evaluate IT outsourcing service quality in order to verify their suitability as a tool
for IT outsourcing service evaluation measurement, to analyze how that affects IT outsourcing satisfaction, and
to investigate whether affecting IT outsourcing satisfaction on recontract intentions. To validate the hypothesis
by path analysis conducted between variables using LISREL, primary needs fulfillment, reliability, individual
empathy, positive assistance, accessibility and physical environment have significant effect on IT outsourcing
satisfaction, but unexpected benefits don't have effect on IT outsourcing satisfaction, and IT outsourcing
satisfaction showed significant effect on recontract intentions. Six Measurement tools has been proved to be
suitable as a IT outsourcing service quality evaluation tool. Contribution of this study to evaluate the quality of
IT outsourcing services, KS-SQI model developed by applying the measuring tool was achieved theoretical
extensions and practical aspects of a recontract with the provider of IT outsourcing and IT outsourcing services
for as a tool to assess the quality of can be used.
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[Table 3] KS-SQI factors
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PRI1 0.026 | 0.756 | 0.089 | 0.137 | 0.141 | 0.041 | 0211 | 0219 | 0.178

i?@ PRI2 0.093 | 0.856 | 0.103 | 0.036 | 0207 | 0.068 | 0.019 | 0.031 | 0.119 0.902
PRI3 0.02 | 0.845 | 0.131 | 0.159 | 0.129 | 0.089 | 0.039 | 0.127 | 0.184

IR UNE1 | 0078 | 0.142 | 0.147 | 0.091 | 0.039 | 0.047 | 0215 | 0.201 | 0.821 0,89
AB] A UNE2 | 0243 | 0.176 | 0.198 | 0.039 | 0.157 | 0.198 | 0.119 | 0.161 | 0.791
REL1 | 0867 | 0.031 | 0.131 | 0.163 | 0.081 | 0.071 | 0.042 | 0.003 | 0.124

A4 REL2 | 0.892 | 0.027 | 0.128 | 0.089 | 0.109 | 0.072 | 0.039 | 0.105 | 0.089 0.911
REL3 | 0.833 | 0062 | 0.121 | 0.123 | 0.149 | 0.025 | 0.038 | 0.135 | 0.091

— INDI | 0.082 | 0.081 | 0171 | 0.115 | 0.071 | 0.089 | 0.825 | 0.199 | 0.062 0,903
IND2 | 0.087 | 0.079 | 0079 | 0.169 | 0.031 | 0.052 | 0.836 | 0.156 | 0.074
POS1 | 0051 | 0.118 | 0.826 | 0215 | 0.189 | 0.035 | 0.125 | 0.025 | 0.099

zﬁ%ig POS2 | 0.117 | 0.121 | 0.815 | 0202 | 0.117 | 0.014 | 0.131 | 0.008 | 0.189 0.915
POS3 | 0.146 | 0.029 | 0.787 | 0218 | 0.173 | 0.192 | 0.019 | 0.139 | 0.192
ACC1 | 0017 | 0.198 | 0.224 | 0.796 | 0.193 | 0.009 | 0.112 | 0.127 | 0.178

;i]{:é ACC2 | 0.157 | 0.187 | 0.047 | 0.842 | 0.175 | 0.017 | 0.109 | 0.013 | 0.098 0.901
ACC3 | 0.133 | 0.152 | 0.199 | 0.836 | 0.106 | 0.024 | 0.103 | 0.024 | 0.021
PHY1 | 0.046 | 0.152 | 0218 | 0.045 | 0.027 | 0.827 | 0.063 | 0.137 | 0.098

%;7? PHY2 | 0.196 | 0.139 | 0.198 | 0.081 | 0.091 | 0.814 | 0.152 | 0.182 | 0.065 0.865
PHY3 | 0.043 | 0.175 | 0209 | 0.127 | 0.167 | 0.789 | 0.187 | 0.233 | 0.032
IT SAT1 | 0.145 | 0213 | 0.115 | 0.106 | 0.839 | 0.013 | 0.045 | 0.042 | 0.071

ok 44 SAT2 | 0.182 | 0214 | 0.102 | 0.121 | 0.816 | 0.005 | 0.183 | 0.158 | 0.003 0.931
Rin SAT3 | 0.079 | 0.192 | 0.097 | 0.187 | 0.801 | 0.012 | 0.196 | 0.201 | 0.016

A A ok RECI | 0078 | 0.142 | 0.047 | 0091 | 0.039 | 0.047 | 0.176 | 0.812 | 0.198 0900
Eh REC2 | 0243 | 0.176 | 0.198 | 0.039 | 0.157 | 0.198 | 0.019 | 0.784 | 0.176
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[Table 7] Confirmatory Factor Analysis

R E eI N
AT | g | nee | on | W pas
PRI | 061 | 021 | -

el

R PRI2 | 085 | 026 | 11.04 | 0878 | 0782
PRI3 | 092 | 018 | 1201

o UNEL | 094 | 014 | -

j“ ggj 089 | 0824

1H] UNE2 | 089 | 021 | 1356
RELI | 091 | 016 | -

A4 REL2 | 093 | 015 | 2143 | 0954 | 0903

REL3 089 | 024 | 1678

INDL | 091 | 019 | -
A 0887 | 0771
IND2 | 083 | 029 | 1297

POS1 092 | 0.4 -

o POS2 094 | 0.09 | 2856 | 0912 | 0.876

POS3 0.85 | 029 | 20.09
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ACCl | 086 | 024 -
iy
2014 ACC2 091 0.16 | 17.53 | 0905 | 0.789
ACC3 | 086 | 0.19 | 14.88
PHY1 | 081 | 022 -
o
=94
37 PHY2 0.79 0.17 | 1805 | 0.892 | 0.783
PHY3 | 085 | 026 | 17.12
SAT1 086 | 0.19 -
O A A]
I‘;l;i}g °| SAT2 | 088 | 0.3 |2421| 0911 |0.819
pE ]
SAT3 091 0.12 | 1945
Aok REC1 | 087 | 023 -
A1) 0.872 | 0.769
)=y
REC2 | 089 | 022 | 1502
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[Table 8] Hypothesis Testing Results
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