Lecture 4: IT Service Quality 
Learning Objectives:
1. Discuss the differences between the concept of quality as it applies to a software product and as it applies to an IT service.

2. Describe the five dimensions of a service and explain how they can be measured.

3. Describe the gaps model of IT service quality and explain how it can be applied to IT services.

4. Discuss how the gaps model may be measured.

5. Critically appraise the gaps model, identify its limitations and suggest alternative approaches to measuring IT service quality.
Introduction
Quality needs to be built in to the service.

Quality is difficult to measure - there is no simple product.

Q. Meaning what ?

A. Degree of hit between the expectations and perceptions of the customer.

Not only - technical quality but functional quality as well

Measuring service quality through users views of five service dimensions.

Measuring the performance of the IT department.

Measuring IT performance is of key importance bearing in mind the amount of investment required.

Performance measures (mostly financial) such as:


Heavier systems usage,


Improved decision making;


Increased revenue,


Greater user proficiency;

Do not justify IT expenditure. 

We must look at service quality.

Key Principles

Good service quality is obtained by meeting or exceeding what the customer wants from the IT service.

Judgments of high and low service quality depend on how the customers perceive the actual service performance in the context of what they expected.

Service quality is determined by the extent of the discrepancy between customer's expectations or desires and their perceptions. 

 

Five Dimensions of Service Quality

· Tangibles 

· Reliability 

· Responsiveness 

· Assurance 

· Empathy 
 

 

An expanded list for IT Services

	Accuracy 

 
	Degree to which data provides a true picture of business.

	Business Alignment 
 
	Degree to which information systems meet business
objectives.

	Competence 

 
	Degree to which information services staff possess the required skills and knowledge.

	Simplicity 


	Degree to which systems and procedures are clear and straightforward..

	Control (1) 


	Degree to which information systems provide checks and constraints on data and the procedures surrounding the data.

	Control (2) 


	Degree to which good project management techniques are applied to keep projects on schedule and control resources efficiently.

	Direction 


	Degree to which standards and policies are correctly established enforced and maintained.

	Documentation 

	Degree to which systems procedures and training are supported by good clear documentation which reflects the users needs and starts at their point of understanding.

	Effectiveness


	Degree to which resources are used in a way that is productive and useful in providing benefits to the organisation.

	Friendliness 


	Degree to which systems are easy to use and the entire information services function is user friendly both technically and socially.

	Front Office 


	Degree to which contact with internal customers is well-managed and provides for quality interaction.

	Integration 


	Degree to which the services fit together: systems link and there are no blocks in the information flow. Different aspects, (for example, networking, end-user computing and outsourcing) are intergrated and complement each other.

	Marketing 


	Degree to which the services are adequately package, promoted and communicated to users.

	Necessity


	Degree to which systems and services are core to the organisation are supporting core competencies and are not trivial, non essential support activities.

	Reliability


	Degree to which systems and personnel have the ability to perform the promised service dependably and accurately.

	Reporting 


	Degree to which communication channels with users and senior executive are well maintained including regular reporting of activities, progress, success and problems.

	Responsiveness 

	Degree to which information services staff are willing to help users and provide a prompt service.

	Specification 


	The degree to which services and systems are well-designed and accurate.

	Training. 


	Degree to which training is timely accurate and meets user educational needs.

	Understanding 

	Degree to which information services staff understand the business its goals, culture and politics and make an effort to know the users.

	Upkeep. 


	Degree to which systems, services and technologies are maintained enhanced and generally kept up to date.

	User Involvement 

	Degree to which users participate in all aspects of the service including strategy formulation design and delivery. 


 
 

IT Service Quality

Service quality as perceived by a user depends on the size and direction of the gap between the expected service and the perceived service, which, in turn, depends on the nature of the gaps on the service provider’s size, associated with the design, marketing and delivery of the services

 

 

IT Service Gaps Model
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The Management Gaps

 

Gap 1

Not understanding what users expect or what contributes to the value of the service


Lack of market research orientation – we don’t understand users’ needs.


Inadequate management communication


Too many levels of management. Too much bureaucracy.

 

Gap 2

Setting the wrong service standards


Lack of commitment to IS service quality by senior executives


Perception of infeasibility


Inadequate task standardisation


Absence of goal setting - or wrong goals

 

First line IS customer contact personnel

 

Gap 3

Under-performance of service against planned process and performance level


Role ambiguity


Role conflict


Poor employee-technology-job fit


Lack of perceived control


Lack of teamwork

 

Gap 4

Poor communication of what the service is and what can be expected to be delivered


Inadequate horizontal communication 

A propensity to over-promise

Lack of visibility of the service

Gap 5

The expectation versus perception gap


We don’t understand what the customer wants.

The customer doesn’t understand the service process or what it is practical and cost effective to deliver.

Measuring the IT Services Gap

For each gap:

Survey the perceptions of each party using, for example, the SERVQUAL Questionnaire.

Calculate the difference between the parties for each question.

Average the gaps for each dimension.

Average the overall gap score.

Note: IT teams tend to overestimate the quality of their service. This difference needs to be overcome by both altering IT service performance and altering internal customers' perceptions of IT.

This can be done by:

· Creating objective measures, of which SERVQUAL is an example; 

· Evaluating team performance against objective measures; 

· Identifying area where the overestimation is most prevalent; 

· Assigning IT teams to departments. 
Examples of IT Service Questions

Receiving requested services within a reasonable time.

Receiving requested services right the first time.

Being informed about exactly when the request can be completed.

Being informed regularly about the status of your requests.

 

Other Approaches to Service Quality

It should be noted that SERVQUAL is not the only way of measuring service quality and has its critics.

For example, another approach by may be to look at hard - soft, subjective - objective and process - outcome dimensions for service quality measurements.

Concepts
Service quality
perception and expectation

Service quality gaps
SERVQUAL
Questions
For an IT service known to you, give examples of each of the service gaps.
Service gaps arise from a lack of communication and information. How could supporting computer-based systems be used to bridge the gaps?

Why is service quality so difficult to measure?

Explain the difference between measuring service quality and incorporating service quality into the service.
Activities
For an approach to service quality which considers hard-soft, subjective-objective and process-outcome dimensions, identify IT service characteristics you would measure.

Using SERVQUAL as an example, design a short questionnaire which you could use to measure IT service quality in a ICT department.

How could an even briefer questionnaire be made part of the incident management process?
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