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Exploratory Analysis to Investigate the Process Effectiveness of
IT Convergence based Service Industry Model

Hyun-Soo Han* - Tae-Eun Moon**

Abstract

It is a daunting task to theorize the process effectiveness of IT convergence based service model.
Despite the criticalness of investigating process enhancement impact of IT-convergence based service
model, the theoretical research in this field is relatively scarce, possibly due to the too wide and
comprehensiveness of research scope. In this vein, we conducted exploratory study to understand the
contributional impact of IT convergence based service model on resolving service process limitations.
We first identified five IT convergence based service models in the area of typical service industry,
which include entertainment, learning, location based services, tourism, and healthcare. Our research
model classified value creation factors of the IT convergence model in twofold. The one is defined as
basic value creation factor of the IT convergence, which is treated as the second-order factor that
consists of two first-order factors of mobile functionality and Internet with digital contents merging
functionality. The other is defined as service process limitations resolving factor which are comprised
with the two first-order factors of simultaneousity and perishability. Both the second-order factors are
modeled, each respectively, with the two first-order factors in formative manner. Using PLS, empirical
validation is executed to analyze each value creating factor's contribution impact on the relative
advantage, as well as the mediating effect of basic value creation factor on resolving service process
limitations. On the basis of the insights revealed from this paper, further theory building research
could be elaborated in the area of IT convergence applications for service industry.

Keywords : T Convergence, Service Industry, 2nd Order Factor Formative Model, Service Process, PLS
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