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An Information Technology Usage Level Assessment Model for
Service Industry®

Hyunsoo Kim**

B Abstract &

The purpose of this research is to develop an information technology (IT) usage level assessment model for service
industry. It is necessary to develop an assessment model for service industry’s IT usage to improve service productivity.
However, it is not easy to develop assessment models due to service industry’s diversity. In this paper a generic IT
usage assessment model for service industry has been developed and validated through a descriptive approach. Key
factors affecting service productivity have been identified and analysed. A pilot test on IT usage level has been
performed to investigate the relevance and importance of IT usage indicators (factors). As a result, a set of effective
IT usage indicators for service industry have been found. A short-cut model and a full scale model have been proposed
for efficient and effective usage. The results of this study can be used for enhancement of service industry productivity
through the increase of IT usage level.

Keyword : Service Industry, Service Productivity, IT Usage Level
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