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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 CMVS. Validity and reliahility of the research instrument were
tested and research hypotheses were examined using PLS Graph 30. 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 intemal service
quality factors such as training support and reward system 3) Individual performance is  significantly
mfluenced by user satisfaction. Inplications of these findings are discussed for researchers and practitioners.

» Keyword : Outbound Calloenter, Campaign Management System, Information Senvice
Quality, User Satisfaction, Individual Performance
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