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ABSTRACT

AN ASSESSMENT MODEL
FOR
WEB-BASED INFORMATION SYSTEM EFFECTIVENESS

Tokdemir, Gl
Ph.D., Department of Information Systems
Supervisor: Prof. Dr. Semih Bilgen

January 2009, 130 pages

Information System (IS) effectiveness assessmerdnismportant issue for the
organizations as IS have become critical for thamvival. With the incorporation of
Internet technologies into the business environminis now more difficult to

measure IS effectiveness, because Internet proadesderless, non-stop, flexible
communication medium. Assessing the effectivenelssveb-based information

systems (WIS) is vital for survival and competitadvantage which is a complicated



subject since there are several interacting fadtorsonsider. In the literature there
are several methods proposed for IS assessmentevgowhose studies have been
far from providing a broad, comprehensive evaluati@amework for any type of
web-based IS independent of its domain. In thigsta generic WIS effectiveness
assessment framework is proposed. The frameworkp@ied in case studies

consisting of four organizations in e-commerce e+hnking domains.

Keywords: Web-based IS, IS effectiveness assessment
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WEB-TABANLI BILGI SISTEMLERI ICIN
ETKILILIK DEGERLENDIRME MODELI

Tokdemir, Gl
Doktora, Bilisim Sistemleri
Tez Yoneticisi: Prof. Dr. Semih Bilgen

Ocak 2009, 130 sayfa

Bilgi sistemlerinin (BS) etkililginin degerlendirilmesi, organizasyonlarin ggam
dongustnde kritik 6nem arzetmektedir. Clnkil glnigeiinternet teknolojilerinin
is ortamlarina gigiyle birlikte, bilgi sistemlerinin etkilginin 6lcilmesi daha da zor
hale gelmgtir, ciinkl Internet sinirlari olmayan, surekli gabilen, esnek bir ilegim
ortami sglamaktadir. Web Tabanl Bilgi Sistemlerinin (WBSklgi ginin 6lgtilmesi
organizasyonlarin devamfini sa&lamalari ve rekabetci ortamda varolabilmeleri
olabilmeleri icin gerekli olan, ancak birbiriyle kilesimde olan faktorleri icermesi
dolayisiylada karmak bir konudur. Literatlrde bilgi sistemlerinin gexlendiriimesi

konusunda ¢gtli calismalar mevcuttur. Ancak bu cginalar, genel, kapsamli ve etki

Vi



alanindan bamsiz bir WBS etkililik dgerlendirmesinden c¢ok uzaktir. Bu
calismada, genel bir WBS etkililik gerlendirme modeli sunulmaktadir. Bu model
ornek olay incelemesi olarak e-ticaret ve e-bankanlarindaki dort sirkete

uygulanmgtir.

Anahtar Kelimeler: Web-tabanli bilgi sistemleri, I@i sistemleri etkililik

degerlendirmesi
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CHAPTER 1

INTRODUCTION

Information Systems (IS) have become crucial fgaoizations to survive in today’s
technology-focused environment. Increasing amoahtesources are invested in IS
infrastructures in organizations to give betteive®s and to produce better value
products. This boost brings the question of how mhose systems add value to the
business or to the organization compared to therestment. A recent survey
(McKinsey, 2008) has reported that the huge sumsested in information
technologies (IT) have not really served organiredi business strategies as
effectively as expected. Therefore, there is a nequstify IS expenditure by

examining its contribution to achieving organizaibgoals.

Because of the advances in Internet and IT, margy$&ems turned into web-based
information systems (WIS), enabling access thromgiftiple channels in a dynamic
and competitive environment. Considering this newirenment together with the
increased need for system assessment, this study tai create a framework to
assess effectiveness of WISs of organizations,iwivil also enable them to create

a baseline for future investment decisions. Thedahbjes of this study were:

» To explore the previous studies in IS effectivenessessment area and to

identify their inadequacies in the context of WIS;



» To present a novel framework for WIS effectivenassessment;
» To enhance the proposed framework and to apprassevalidity via

multiple case studies.

In the literature, effectiveness is concerned i influence or results caused by a
system on the environment, thus has an externaisf¢blyers , Kappelman and
Prybutok, 1997). Similarly, success is consideredha achievement of an intended
or expected effect. The IS literature has manyistudn IS effectiveness assessment
concept. These studies can be grouped into two pwegories: studies performed
for traditional I1Ss, and those that focus spedifyfcan WISs. In the former category,
IS researchers have considered different aspectseoinformation systems being
assessed like product, process, service, stakebolaled user satisfaction, as

examined thoroughly in this study.

Traditional ISs were closed systems, having a siagtess channel, where only staff
running the IS had access to the system (Taniar Radghyu, 2004). With the

emergence of Internet and information technologmany IS systems turned into
WISs, enabling everyone to access it through maltghannels which transferred
them into open systems. Naturally, this new dynaemigironment has generated the

necessity to look into the IS assessment topiatira new understanding.

For WIS assessment, initially, the former tradiibdS conceptual models were
applied to the web-based domain by adopting thes#eta specifically to e-business
and e-government environments (DeLone and McLe@f42Hu, Xiao, Pang and
Xie, 2005; Peters, Janssen and Engers, 2004). Hwoyweévis observed by many
researchers that Internet generates a wide comationicmedium with many users
from different cultures, with diverse expectatiavtsich makes business environment
more complex (Bremser and Chung, 2005; Jarvenpaha Taler, 1999; Jones,
Wilikens, Morris and Masera, 2000; Pires and Aisl#203). Hence, parallel to that,
the assessment of WISs should account this contplednsidering the system and
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its interactions with its environment as a wholeotlygh a new perspective. Other
studies on WIS evaluation focus on domain spetifl§ assessment like assessment
of e-government or e-business WISs, to consideetfeet of Internet. These studies
mainly concentrate on one of the following dimensioconsumer satisfaction,
organizational strategy, risk, service quality ameb-site assessment. In general,
these studies, which are discussed broadly inrdssarch, are far from providing a
broad, comprehensive framework for the evaluatibnMiSs independent of the
application domain. Besides, they ignore the ozmtional targets and WIS's effect
on those targets. Thus, a specific insight is n@dde effectiveness assessment in
web-based domain.

The studies in IS area are generally conceptualiesy providing a research
infrastructure and discussing which measures aree nmportant than the others.
However, these measures are usually not appliedgess WISs and to decide which
system is more preferable in comparison to thersthea quantitative fashion. The
proposed framework aims to fill this gap by devalgpa WIS effectiveness

assessment framework which allows comparisons legtwdéferent WISs.

WISs have several interactions with different shkaitders having different
expectations from those systems. Through Inteusst;s can access a broad range of
information quickly, compare product prices, shopfast transactions, exchange
views about products and services easily, whichteeea complex environment with
security being an important issue. In such a coitipetand complex environment,
WIS’s success becomes vital for organization’s isaly and thus a WIS should
contribute to the realization of the organizatioterigets. Therefore, WIS success
assessment should take into account its contributo the achievement of

organizational goals.

As a result, there is a need for a novel approackvialuate WISs, considering
Internet as a system characteristic rather thaanaadd-on property, regardless of

3



which domain they run in like e-commerce or e-gawaent or e-health.

This study proposes a comprehensive WIS effectseressessment framework
based on both WIS-related and organization-relagge:cts, since WIS effectiveness
or success is considered as “the level of achiemenfesystem’s interactions with its
environment as expected from it”. In this regard,ISWrelationships and
organizational strategy will be included as framgwdimensions. A WIS interacts
with users, with other IS’s (web-based or non wabdal) in the domain and with the
entities constituting the organization. These ext@ons, namely WIS Relationships,
form one of the proposed framework dimensions. B dther hand, investment
requirements for IT are shaped by business goalssanthe evaluation process
should measure accomplishment of reaching theds (fdarafeimidis and Smithson,
2003). A WIS strong in its relationships with theve#onment cannot be assessed as
successful if it does not serve the strategieshef drganization. Consequently,
organizational strategy has been included as tbenskedimension of the proposed
framework, which is specified in critical succeastbrs (CSF). Achievements of the
objectives of WIS relationships will be exploredahhgh GQM method, then they
will be filtered through the CSFs, which in turnliwjiield a SEWISS success value
for the WIS under assessment. This way the op@aigation of the organizational

strategy in assessment will be addressed.

The proposed SEWISS framework has been enhancedtsanalidity has been

appraised through multiple case studies. Interviewigh IS Specialist and

organizational management and web-based questresniaave been performed to
gather necessary data for the assessment. Inifliminary case studies have been
performed in different WISs in diverse domains beak and refine the framework
dimensions and the assessment process. Then tlamoexchframework has been
applied in different organizations from e-commesrel e-banking domains. The
WIS effectiveness results obtained through the éwork have been analyzed

through some organizational or domain specificdiecto demonstrate concurrent

4



validity of the outcomes.

The SEWISS framework is proposed as a generic freoriefor any type of WIS,
for any organizational domain, whether it is e-hess, e-government, etc.
Nevertheless, it also allows organization spe@fisessment based on organizational

CSFs and WIS relationship measures for differemalas.

This dissertation is organized as follows: in ClkapR, related IS assessment
literature is reviewed and evaluated from the viewwp of today’s information

systems in general and WIS, in particular. Thimi®wed by the presentation of the
proposed model and WIS success calculation framewoiChapter 3. Chapter 4
discusses the case study methodology implementefirdg enhancing the model,

and then assessing its validity. The performed cstseies are presented and
discussed in Chapter 5 and finally Chapter 6 cateduthe work by presenting an

overall evaluation of the outcomes of the study sumgesting future work.



CHAPTER 2

LITERATURE SURVEY

This chapter summarizes the current approachespeaudices on IS effectiveness
assessment. The subject is explored by considetieg studies with various

viewpoints like different stakeholders' views, comer satisfaction, and processes.
Additionally, the assessment studies for current-based information systems like

e-business, and e-government are investigated.

Researchers have considered different aspectseofnflormation systems being
assessed as product, process, service dimensaiehstders, and user satisfaction.
The most comprehensive study on IS success assassTi2eLone and McLean’s
IS success model (DeLone and McLean, 1992), whleksifies the IS success

measures under six dimensions building a conceptodkl.

With the emergence of Internet technologies, rebess tried to modify DeLone and
McLean model to include the effect of Internet lpplging the same model to e-
business and e-government environments with soméificetions. Other studies
proposed different measures specific to e-busiaess e-government applications
each of which mainly focuses on web-site evaluatmnsumer satisfaction, firm

strategy, and risk or service quality dimensions.the following sections, the



concept of effectiveness, success and efficieney dascussed followed by the

literature on these concepts.
2.1. IS Effectiveness

Total worldwide information technology investmenteeded one trillion US dollars
per year in 2001, which grows 10% each year (Sed@easer and Willcocks,
2002). This huge amount of expenditure brings tneston if those systems provide
enough advantage for firms’ competitiveness. Tadrapetitive in today’s shrinking
markets, managements try to lower down the costsramease the value for money
(Kanungo, Duda and Srinivas, 1999). In this regd®&l,expenditure should be
justified by examining its benefits to the orgati@a. Therefore, evaluation of the
information system (IS) has been a popular reseaneh over the past years in terms
of effectiveness, efficiency and success.

2.1.1. Effectiveness, Efficiency and Success

Several measures have been proposed to assesgei&iiure. In this regard, many
studies focused on concepts of efficiency, effestess or success as a measure.
These measures are used interchangeably creatingmdomguity in the field.
Efficiency is considered as the ratio of the outfmuthe input of any system. It is
concerned with getting maximum benefit with lesstcgo it focuses on doing the
thing with minimum cost. On the other hand, effestiess is considered as the
power to be effective; or the quality of being abdebring about an effect. It is
concerned with the influence on the environmergulte caused by a system, thus
has an external focus (Myers et al.,, 1997). Hamiland Chervany used
effectiveness as the accomplishment of organizatiogoals (Hamilton and
Chervany, 1981). They claimed that effectivenesddcbe measured in two different
ways; goal-centered view and system-resource Vidve. goal-centered view was
concerned by assessing the organization with réspets task objectives by finding
the difference between performance and objectivas.system-resource view,
effectiveness was concerned with resource viabiktyr the assessment of system
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effectiveness, these considerations should convefpey also stated that, IS
provided information to improve organization in ¢king to its goals, which could
be evaluated from two perspectives; efficiency 8f resources utilization, and
effectiveness of the IS to users in achieving ogional objectives. They claimed
that to assess the IS goals, performance measwesloged for both of the

perspectives could be used.

Fitzgerald discusses completing some tasks effigiewith minimum possible cost,
does not guarantee that those tasks satisfy th&nding objectives. Thus, using
efficiency as an assessment measure may not grvectaoesults since systems that
may not provide cost savings can provide significgpportunities to organizations
in the future (Fitzgerald, 1998).

IS can be called effective if it supports orgari@atto reach to its objectives as a
whole (Malik, 2001). Early studies used efficienay an IS evaluation measure,
however it is replaced by effectiveness since ISesys are goal-oriented systems,
thus need to measure its influence on the envirohnde effective measure should

be relevant to organizational performance with & dimension and should

provide internal and external comparisons and conaiity between companies

(Smith and McKeen, 1996).

Success is considered as an incident that accdmpliss intended objective, and it
is related with the achievement of an intendedxpeeted effect. It has an external
focus like effectiveness. IS success measure svelio researchers, and it is one of
the controversial issues (Molla, 2001). In the eaghbf information systems, success
has been defined by DeLone and McLean and studiednbany researchers.

Measurement of IS success or effectiveness usedch@ngeably in these studies,
which is mentioned as not an easy task, since thesems are not isolated from the
environment and have several interactions with edsffit stakeholders having

different expectations from those systems. Sinesdhwo terms have a very close
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meaning, in this study, success and effectivenesased interchangeably.

IS effectiveness assessment studies found in tv@tlire can be grouped into two
categories; studies performed for traditional 18s¢d studies carried out for WIS

assessment. The following sections elaborate thtoskes.
2.2 Traditional IS Effectiveness Studies

For the traditional IS studies, IS researchers ltavsidered different aspects of the
information systems being assessed as product,egspcservice dimension,
stakeholders, and user satisfaction. The follovaacgtions will explore those studies

in detail.

DelLone and McLean’s IS Effectiveness Model

A major contribution to this area was by DelLone didLean’s study which

proposed a comprehensive framework for IS succesasamement (DelLone and
McLean, 1992). DelLone and McLean specified six edéht dimensions of IS
success; System Quality, Information Quality, User Satisfaction, Individual
Impact and Organizational Impact (D&M model). Treesamined studies performed
on measurement, and concluded that those studlesitfe one of the dimensions

they proposed.

Many studies used and supported the validity of D&f@imework. Myers et al.
added service quality and workgroup effect to D&kMniework (Myers et al.,
1997). Jennex, Olfman, Panthawani and Park appl&d model to Organizational
Memory Information systems by proposing some modifons specific to the
context (Jennex, Olfman, Panthawi and Park, 1998lik proposed that IS
effectiveness should be performed in an integrajgoroach considering product,
process and environment views (Malik, 2001). Ritatson and Kavan argued that IS
effectiveness measures focus on product, and seniiwension is ignored (Pitt,
Watson and Kavan, 1995). They suggested modifyi&lyiDnodel by adding a new
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dimension, service quality. They proposed to useStrvqual instrument, which has
originally been used in the marketing area to meage service quality. Seddon,
Staples, Patnayakuni and Bowtell argued that D&Bis success dimensions lack
individual stakeholders’ interpretations of succesiich is the dependent variable
(Seddon, Staples, Patnayakuni and Bowtell, 199%eyTalso argue that since
different systems may require different measuremént effectiveness, the system
being evaluated must be considered. DeLone and dglLia their 10-year update
study (DeLone and McLean, 2003) evaluated the aegisn against their six
dimensions of IS success, and added a new itenceajuality to their framework.
livari tested D&M model empirically, proposed usipgrceived system quality and
perceived information quality instead of system iesmeasure user satisfaction with
the system (livari, 2005). Chang and King suggek$efdinctional success evaluation
in three dimensions; namely system performancegramdtion effectiveness and
service performance (Chang and King, 2005). Thepgsed functional score card
composed of 18 factors in three dimensions, evatuhy IS managers and validated
their results statistically. Similarly, Gable, Daasa and Chan reviewed D&M
dimensions and modified it for Enterprise Systemstiing use construct, keeping
its causal/process model of success, they addede snew measures like
customization, increased capacity, e-government karginess process change and
considered satisfaction as an overall measureaness (Gable, Darshana and Chan,
2003). They applied factor analysis to reduce nreasaumber and validated it with
a survey. Considering D&M model, Sabherwal, Jeyaraj Chowa provided an IS
theoretical model based on three constructs; conédated, user-related and IS
success related (Sabherwal, Jeyaraj and Chowa,).2006y applied meta-analysis
and statistical analysis to find the correlatioe$neen the constructs by analyzing
various studies in this area. Peter, DeLone andédnlreviewed the literature and
performed meta-analysis of the studies that partlplly applied or discussed D&M
model and elaborated which causal interactions &W#Dmodel were supported by

these studies (Peter, DeLone and McLean, 2008)y @halyzed 90 studies citing
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D&M model, which is an evidence that D&M model Hasen a benchmark in IS

success domain in understanding IS success aocdnitglexity with a generic view.

Ozkan'’s IS Effectiveness Model

In her PhD thesis (Ozkan, 2006) and her researgerpéOzkan, Hackney and

Bilgen, 2007), Ozkan proposed a conceptual modékanassessment framework for
IS effectiveness. In the studies, IS is concepgualbdeled as being composed of
three interacting constructs: people, resourcessandces & benefits. Requirements
for each construct and processes related to eanktroot were defined using

Cobit/ITIL/ICMM frameworks. These processes werel@ated according to maturity

level, processes and three components of the mdtiel.process-based objectives
were evaluated in three case studies and interwthisstakeholders. In this model,

processes were treated as equally important; riegaraf the context of the system
they were applied. Even though, IS was considerechra open system having
interaction with its environment, the effect ofdntet was not considered explicitly
in the assessment. Additionally, although someuatain metrics were proposed,

only qualitative methods were applied to asseseftieetiveness.

Stakeholders' Viewpoints in Effectiveness Assessmen t

There are several studies in the literature thasider different stakeholders’ views
in assessing IS success. Among them, managemesiiita®s an important group
since management has point of views related tonbasigoals and strategies for a
company. Ifinedo and Nahar examined top and milddiel managers and compared
their perceptions of IS success applying stakemotldeory (Ifinedo and Nahar,
2006). Critical success factors (CSFs) are consttlas success criteria needed to be
satisfied for system success (Poon and Wagner,)2@0t they have not been
determined to be general in different organizatidnsiness environment or culture.
However, CSF’'s are considered to be the key fadtwra business to reach its goals
(Lu, Huang and Heng, 2005).
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Opponents of D&M model argue that it is not possitol have single measure for IS
effectiveness, a huge range of measures incorpgraigews of different stakeholders
and the systems characteristics are needed (Sedtaples, Patnayakuni and
Bowtell, 1998). In 2002 study, Seddon et al. intamed 80 senior IT managers to
find out how they evaluated their IT investmentd #rey suggested two dimensional
IS effectiveness matrix to include different staiielers views and nature of the
system (Seddon et al., 2002). This matrix provi@egw insight into the IS success
measurement, considering IT application and stdklehdype, which is questionable
since for a given stakeholder and IT applicatigretythe proposed measurement may
not be applicable to the organizational contexer€fore, the organizational domain

where the assessment is applied to should alsorizdered.

Other Effectiveness Assessment Models

Kanungo et al. considered six major planning objestfor an organization claiming
effective planning results for IS (Kanungo et dl999). These objectives are:
predicting future trends, improving decision makingvoiding problem areas,
increasing user satisfaction, improving systemgrdtion, improving resource
allocation. They also interviewed managers andegathmore factors like improving
speed of operations and control over system aneéraystandardization, facilitating
information retrieval, minimizing errors in functial areas. They used interpretive
structural modeling (ISM) to gain insight into tbausal relationships between these
factors. Applying MICMAC analysis they concluded that improving systems
integration turns out to be the most importantdador effectiveness. Facilitating
information retrieval, increased user satisfactiormproving quality of
product/service and minimizing mistakes in funcéibareas are the other significant
effectiveness factors. This model considers differstakeholder’s views like IS
manager, CEO and users, thus incorporating botlnagtional goals and user

satisfaction factors, therefore it can be consilesais a comprehensive approach.

1 MicmAC: cross-impact matrix, used for analysis betindirect and hidden relationships among

elements of the structure obtained using intenpeettructural modeling.
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However, it seems that it is more concerned witk thternal stakeholders’
perceptions. The views of the related and suppprparties like suppliers and
customers are not included in the model. This regléhe effect of the interaction

between firm’s IS and other parties IS systemsSauccess.

Performance is considered as any recognized achaweor the act of doing
something successfully. Applying to IS area, penfance is defined as “how well a
system interacts with its environment to gain vadunel avoid loss”, (Whitworth,
Cheikna and Whitworth, 2006). According to Whitworét al., in nature every
system has a boundary, internal structure, effedtranges the environment), and a
receptor (senses the environment) so as IS; eatttesé aspects has some functions
referring to system dimensions, which can be exmesn different contexts with
different terms meaning the same things (Whitwaethal., 2006). For example,
considering IS boundary aspect, extendibility, segican be goals; for IS internal
structure aspect, flexibility and reliability cae lbonsidered; for IS effectors aspect,
functionality and usability are the factors; and 8 receptor aspect, connectivity
and privacy can be the factors. Performance ofsyisyem can be considered to be
based on these functions and their interactionseréfbre, by improving one
dimension will not improve the overall system peniance. They consider four
levels for IS, mechanical, information, cognitivedasocial. The model provides a
conceptual view for system performance without tingaa framework that proposes
measurement approach. In this perspective it is clear whether proposed

dimensions can be measured by qualitative or giading techniques.

Cronholm and Goldkuhl discuss different stratefpedS evaluation (Cronholm and
Goldkuhl, 2003). They identify three evaluation doats; namely goal-based, goal-
free and criteria- based evaluation according ® dhves of the evaluation. They
combine those strategies with the system type amploge six different ways for the

evaluation.
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2.3 Web-based IS Assessment Studies

With the emergence of Internet and information tetbgies, many IS systems
turned into WISs, enabling everyone to accessrduijh multiple channels which
transferred them into open systems. Naturally, tt@&/ dynamic environment has
generated the necessity to look into the IS assam#sitopic through a new
understanding. For the web-based IS assessmentnitted trend was to apply
traditional 1S conceptual models like D&M model WISs. In that respect,
researchers tried to modify D&M model to include #ffect of Internet by adopting
the same model specifically to e-business and ergovent environments. The other
studies proposed models for specific “e-* domaifise following sections discuss

WIS evaluation studies in detail.

E-Business Success Assessment

With the advances of information technologies, wWas of conducting business has
also changed. Effective use of Internet technokbgoan provide competitive

advantage, market penetration, innovation, teclgylaransfer and even

management competency (Torkzadeh and Dhillon, 200@rnet has a broad aspect
which can be used to reach large populations vasjlye It basically changes the
way the business is done. It can provide new basirgectors; make firms to

advertise their products and services fast, offéexable business environment and

presents customization for end-users.

These unique characteristics of WISs may requing metrics or at least careful
evaluation of the existing ones (Straub, Hoffmarebét and Steinfield, 2002a). In
this regard, there are several studies that aievétuate e-commerce system success
and effectiveness. To be successful, organizatshreaild have customer oriented
businesses, and therefore success assessment stobude the customer dimension.
Keeney proposed focusing on the customers’ netevafuthe benefits and cost of
both a product and the processes of finding, onderand receiving it (Keeney,
1999). Interviewing almost one hundred customeasa ds collected about all the
14



pros and cons of using Internet commerce that éx@grienced or envisioned. Using
this data Keeney identifies two sets of objectivemnely means objectives, which
helps businesses to provide what is important tetotmers and fundamental

objectives that provide ends that a decision-makay value in a given context. He

argues that these objectives can be used designihgernet commerce system for a
business, creating and redesigning products, amdasing value to customers which
may create the question: but to achieve thesettargbould or could a company
conduct this research for all of its products amdvises? Keeney enables the
customization of objectives in terms of the typetloé products or the services
offered for Internet commerce (Keeney, 1999). Haveeonsidering the variety of

products a company has, it would be inefficienhon-practical to run a research on
customer values for each product/service a compafig. So, before conducting

such a comprehensive research it may be necessalgrtify the most value adding

products for the company and optimize the numbdrtha type of the products that
will be considered. Torkzadeh and Dhillon used Ksg&napproach and proposed a
model to measure means objectives and fundamebjattives to evaluate factors

for Internet commerce (Torkzadeh and Dhillon, 2002)en they re-examined and
validated these two instruments empirically usingren samples statistically

(Torkzadeh, Chang and Dhillon, 2003).

In the late 90’s, Internet allowed many quick stgstcompanies to be established
and introduced to the market. They did not havendefe business models, and they
focused on future earnings potential with methakis Wweb site traffic, and earnings

before interests (Carr, 2001). However these compamere attractive since Internet
provided easy access to consumers and low batoienstry to the market as stated in
the interview with a business-strategies experHatvard Business School, Peter
Coughlan in the article of Kharif (Kharif, 2000)hdse companies attracted many
investors causing their stock values to climb uphwhigh demand and limited

sources (Carr, 2001). Unfortunately, this rise md last long, and many of start-up
companies started to close down their businesséile\Wot-com companies were
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failing, some traditional companies who had braacognition, purchasing power,
cash flow, customer bases, and intimate knowletiytes to market their products
on the Internet (Kharif, 2000). According to thdeinview of Stone (Stone, 2000)
with web strategy consultant P. Cohan, pure dot-companies would be removed
from the market and traditional companies wouldtgianefiting from Internet. The

dot-com bust shows that, using Internet as a macketrena for businesses and
reaching to customers easily is not enough to lmeessful, companies still need
business strategies, well-established business Imédenaintain customer loyalty

and to survive in the fast changing business enwient.

Lai and Wong surveyed e-commerce and non-e-comnoero@anies and compared
their strategies for survival after 2001 dot-constb(Lai and Wong, 2005). They
considered four groups of strategies by interviewth executives; savings-related,
structure-related, policy-related and marketingiied strategies and analyzed each
companies focus on those strategies to survivey Tentioned that savings-related
strategies were the most important for B2B and B2@panies whereas marketing
related strategies were effective for non-e-comme@ampanies only. Generally, a
company decides on its strategies by identifyind fotusing on its critical success
factors (CSF). However, in determining companytsgees, relying only on past
data may not create successful and healthy rebaitsuse the environment in which
the company runs its business changes continuo&sily.example, a successful
strategy that worked well before the "2001 dot-cbowost” may not work well in
today’s environment, so should not be considered dgenchmark for currently
operating companies. In addition to this, strategieust be driven by analyzing
different factors which should include past perfances in the industry as well as
views of the company’s stakeholders.

Reviewing the IS success literature, Pather, Eramidl Remenyi proposed the
concept of e-customer who interacts with the buissingebsite for some transaction,
and created a model to evaluate e-commerce eféaess based on combination of
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user satisfaction and service quality theoriesn@&atErwin and Remenyi, 2003). It is
observed that this model does not include the ratem of internal organizational
factors such as production processes, stakehokmisalso does not take into

account the CSF's.

The fundamental D&M IS success model has also leennspiration for e-

commerce studies. Molla re-specified D&M model micommerce systems, by
considering customer e-commerce satisfaction apardient variable (Molla, 2001).
After their famous success model, DeLone and MclLeéigoussed to adopt their
model to e-commerce systems using their six dino@ssiproposing new measures
for each dimension (DeLone and McLean, 2004). Theyued that e-commerce
measures should include net benefits measuresdbigunrogate measures like web
site hits, which could be measured in individuabup, organizational and industry

levels.

As web technology is used extensively for e-commeresearch on success factors
for the web sites get a lot of attention too. Acassful web site should provide
trustworthy, dependable and reliable transactiamsl should attract customers by
advertising, new product and services, and progat®l after sales services (Liu and
Arnett, 2000). Schonberg, Cofino, Hoch, Podlasewtt Spraragen discuss the best
metrics to evaluate effectiveness of websites; twetrics are addressed: click-
through and look-to-buy metrics (Schonberg, Cofingpch, Podlaseck and
Spraragen, 2000). D’ambra and Rice study some riadimr web performance
measurement (D'ambra and Rice, 2001). These meammes on the web sites, the
front office, ignoring the organizational work doimaThis approach assesses the IS
as isolated from the systems running in the orgdina. Back of the web site, the
organizational elements that provide the businaesing like users, processes and
their interactions cannot be ignored. These intemas can affect the success of the
web site or the front office, for example low usatisfaction in the organization may
result in ineffective processes and therefore ffailaf the business. Focusing only on
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the front office and disregarding the organizatlommain may result in

misevaluation of the system as a whole.

Consumer satisfaction is an important dimensioe-obmmerce; consumers must be
satisfied with e-commerce systems to get more gaodsservices on-line. It is an
essential measure to determine success and faflleecommerce (Schaupp, 2005).
E-satisfaction has three dimensions; technologypgimg and product. The
relationship between what the customer does& pegseand why the customer does
it should be explored (Minocha et al., 2006). Ngitjcustomer interaction with the
website and usability of the user interface deskgn, the overall experience (CX)
and satisfaction a customer has when buying amdyuke product/service should be
considered. According to Minocha et al. CX inclugegr experiences, personal
values, attitudes to technology and e-commerce, @eterences that shape the
customer’s expectations (Minocha et al., 2006)t dossidering usability and user
interface design is limiting, excluding social, anjgational, and individual factors
effecting CX. Cheung and Leproposed a theoretical research framework for
customer satisfaction with Internet shopping (Clgeand Lee, 2005). They consider
key dimensions of information quality, system qiyaland service quality. Customer
satisfaction is analyzed in two frameworks; endrusemputing and Servqual. Lai
proposed a framework for service quality and usaisfaction with e-business
considering employee’s perceived service qualitysieg Servqual instrument for e-
business context (Lai 2006).

In order to have competitive advantage over Intelbased businesses, the company
strategies should be aligned with e-commerce sgfiegeInternet based e-commerce
strategy should be considered as the integralgbarte firm strategy (Auger, 2003).
Auger searches for the relationship between Intdbased e-commerce strategies;
transaction and support strategy and firm’s diffiéiegion strategies; price, image,
support, design and quality. By employing questares to several firms, Auger
found that strong relation exists between thesseggres, and using firm’'s Internet
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based e-commerce strategy to create businessgstnai@y establish a competitive
advantage. He also notes that Internet-based e-eorentransaction strategy is
utilized more by smaller firms to survive in the nket. It can be concluded that, the
level of integration between business processes camdpany’s IS which also

includes e-commerce infrastructure, will affect #ligning of business strategy and

e-commerce strategy.

Considering the assessment studies above, it caomduded that, none of them
provides a comprehensive approach to measure edsgssuccess. Each proposed
method focuses on specific success factors likategly, customer satisfaction,
service quality, leaving out the other factors whimay be unique for the
organization. A comprehensive framework should take account the different

stakeholders’ views, company strategy, and relatigos of WIS with other systems.

E-Government Success Assessment

Internet has been used by governmental organizatleside private companies, to
provide services to citizens. Internet providegeased operational efficiency and
better service quality to citizens (Gil-Garcia dMardo, 2005), however governments
have been unable to get the benefits of Interneause of lack of focus on
organization but in technology, lack of competitimnce and doing the things from
scratch (The Economist 2008). In order to have @mpns between different
applications and benchmarking, to identify goodcpcas and bad examples, e-
government effectiveness should be measured. Sinogolves collaboration and
communication between different stakeholders anggnation of cross-agency
business processes, a well-based theory is neBe¢er¢ et al., 2004). However, it is
a complex process since it also involves the lagal political context. Peters et al.
examines available instruments to measure e-gowarhneffectiveness and
concludes that they are not adequate to measutesanlice organizations, ignoring
different stakeholder views, focusing only on fratgsk, based on a short-term
approach (Peters et al., 2004). Similarly, Hu etampare measurement frameworks
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and conclude that these are one-sided, not obgctooncerned only with
quantifiable results (Hu et al., 2005). Therefdreyt suggest using D&M model for
e-government success. However, this study doesproptide success factors for

D&M dimensions.

Government administrations focus on informationligguaand do not consider the
reorganization potential of communication and teamtisn processes (Becker,
Niehaves, Algermissen, Delfman and Falk, 2004).r&loee, external perspective
that deals with citizen’s business perception gogernment activities, evaluating
web-portals; and internal perspectives that comdide internal self-assessment of
local public administrations using questionnairegstrbe examined. Becker et al.
suggests several success factors like organizatiesponsibility for e-government,
e-government awareness, budgetary funding, anchizag#gonal change (Becker et
al., 2004). They mention that to get significanhéi@s, public services should be
offered as e-services and instead of providingiticagal public services, it is better
to reorganize the underlying processes and org@onzh structure in the back
office. However, such reorganization may not bespme because of country’s
political regime. Therefore, the e-government sasdactors should also include the
country-based context. Siegfried, Grabow and Dyirkgpose that long term success
is determined by many factors like organizationaasures, strategic procedures,
gualifications, communication, and partnershipgaoiing resources and provide 10
factors for successful e-government like guidingin@ples and strategy,
organization, project and change management, apiolits, benefits and costs,
legality, competence, motivation and qualificati®iegfried, Grabow and Driike,
2003).

In their 2006 study, Elpez and Fink claim that suecess of an IS project depends
on the stakeholders perceptions (Elpez and FinKl6R0Supporting Seddon’s

stakeholders view, they interviewed end-users,egtonanagers, project sponsors,
IT managers and CIO’s to find the most importansuScess factors. They compared
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the differences between private and public sectat Bnked the public sector
characteristics to IS success by providing a mdeided on meeting of user
requirements, system usability and performancegrindtion quality, use, user
acceptance and IS ownership, interaction with Ffastructure, expenditure control,
accountability, long term perspective. Differerdrfr D&M model, this model takes

into account the organizational characteristics.

It may also be possible to identify the failureseas of e-government systems and
provide success measures accordingly (Evangehdismode, Bendiab and Taylor,
2002). Evangelidis et al. identify risk categorigs e-government into classes:
technological and implementation risk factors, abcnd human risk factors,
financial risk factors, legal risk factors. Usingese risk factors they provide a
checklist for success factors. Likewise, Gil-Gararal Pardo consider e-government
challenges and define success strategies for ehallermge and examine four
practitioner tools used for e-government guidanoeoaling to the strategies (Gil-
Garcia and Pardo, 2005). They identify risks fayoseernment success which could
change according to the environmental dynamics gk@ernment change with
elections or change in regulations (Gil-Garcia dpardo, 2005). Managing a
government is like managing lots of companies allihg different characteristics.
Unlike private organizations, in government, intggrg different institutions’ 1S
system is much more difficult because of differeimaracteristics of those institutions
such as legislation, culture, nature of transastiareach institution, variation in civil
servants profiles etc. and so, success of a spaaifit is impossible without the

success of all other units.

Website Assessment

The interface quality of WIS interacting with uséis also become a popular subject
studied by many researchers. Schonberg et al. peopto use click-through and
look-to-buy metrics to evaluate website effectivenéSchonberg et al., 2000). Park
and Baek modified Servqual instrument for websasted applied Exploratory Factor
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analysis to find out the most important factors i@b-site quality evaluation (Park
and Baek, 2007). Aladwani and Palvia proposed @&ezb-instrument to measure
website quality and performed the empirical evatuabf a website (Aladwani and
Palvia, 2002). Seethamraju validated this instrumesth structural equation
modeling and concluded that it was not comprehensind did not reflect the
website quality fully (Seethamraju, 2004). He coxeld that website quality was a
multi-dimensional subject and using a single insieat was difficult and in addition
depending on the website objective, factors coutirg to the quality and user
satisfaction were different. Additionally, Loiacan@&/atson and Goodhue created a
tool WebQual with 12 dimensions and 36 factors teasure website quality by
applying Technology Acceptance Model (Loiacono, ¥dat and Goodhue, 2007)
which was applied by D’ambra to assess if a welssitesfies the information needs
(D'ambra, 2001). Liu and Arnett performed factoralgmis to identify which
measures were more important to measure succesglufites (Liu and Arnett,
2000).

These studies are valuable in their own ways, hewcusing mostly on the static,
front-office properties of web-based systems arglaoting the organizational back-

office issues.
2.4 Goal Question Metric —-GQM

Goal Question Metric technique is used for softwaeasures. It was introduced to

identify problems in a software process or proguat define improvement goals for

them for software process improvement. It buildsoanection between software

goals; questions to be answered for each goal atdasas answers to the questions
(Mendoncga and Basili, 2000) as illustrated in Fegir
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Figure 1.GQM Technique (Dumke, 2007)

Basili, Kan and Shapiro state thabQM represents a systematic approach for
tailoring and integrating goals to models of thafteare processes, products and
quality perspectives of interest based on the §ipedeeds of the project, the

customer and the organization('Basili, Kan and Shapiro, 1994).

Since the aim is to improve particular processegproduct, measurement goals
related to those are defined, which are convertaquestions and to metrics which
will be used to answer those questions. GQM methmyides a framework to

improve particular part of the project, by gathgrotata related to project problems

based on the satisfaction of its goals.

The technique begins by identification of orgariadl or project goals based on
products, processes, or resources with respeciffieresht viewpoints. Goals are
identified in terms of object of the study, the pose, the quality focus, the point of
view and the context (Lindvall, Donzelli, AsgaricaBasili, 2005). Then, for each
goal, questions are formed on how a specific goall e assessed or achieved, with
respect to a quality issue from a particular viewpoAs a last step, objective and
subjective metrics are identified to answer eaclestjan quantitatively. These
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metrics are used to measure if the goals are amthi@r not, resulting in the

improvement of the particular process or the praduc
2.5 Summary and Discussion

Considering the studies mentioned above, it catobeluded that ISs are not easy to
assess and there are many aspects to be considaredassessment process. With
the emergence of Internet technologies, it is noarendifficult to measure IS
effectiveness. Internet provides a borderless, stop; flexible communication
medium. Companies engage in web-based businesg, cdre now reach many
people, market their products easily, reduce tm@isa costs, increase productivity,
reduce procurement costs, lower the number of eyepky and can gain competitive
advantage with respect to traditionally run bussess Similarly, with Internet, users
can access a broad range of information quicklympare product prices, shop by
fast transactions, exchange views about productsearvices. So, Internet provides a
very advantageous environment to do business thateliy appealing for many
companies. However, by reducing the barriers toyeotthe market, competition is
tougher in this new world. Therefore, assessing-hafed information systems is

more vital for organizations for survival and coriipée advantage.

The various IS success assessment proposals iditéngture usually are not
comprehensive focusing on some dimensions of ISstoact. They are mostly
theoretical studies, providing research infrastriteet for the construct, concerned on
what measures should be used for the assessmensoarfdr from providing a

success measure with which the ISs can be comparsdmmarized in Table 1.
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Table 1.

Literature Summary

Context

Study

Dimensions

Evaluation

IS success

DelLone&MclLean(1992

System quality, Information
Quality, Use, User Satisfaction,
Individual impact,
Organizational impact

Myer et al. (1997)

Added Service quality and
Workgroup Effect to D&M
model

Pitt et al.(1995)

Added Service quality to D&M
model, suggested using Servqu
tool

al -

Seddon et al. (1999)

Created a matrix based on
stakeholder’s view and system {
be evaluated

livari (2005)

Perceived system quality
&perceived information quality
instead of system Use in D&M
Model

Gable et al. (2003)

Omitted Use in D&M model,
added customization, increased
capacity, e-government, busine
process change

5S

Ozkan (2006)

People, resources, Services an
benefits

10 processes
on3
constructs are
evaluated by
stakeholders
to find
maturity level

o
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Table 1. (cont.)

Context Study Dimensions Evaluation
Functional score
card with 18
System performance, factors in 3
Chang &King. (2005) | information effectiveness, dimensions are
service performance
evaluated by IS
managers
g Interviews with
S IS manager,
A Six objectives: predicting future CEO to get
n trends, improving decision more factors.
- making, avoiding problem Applied
Kanungo et al. (1999)| areas, increasing user MICMAC
satisfaction, improving systems analysis to
integration, improving resource decide which
allocation factor is more
important for
measurement
3
S 8 Factors in 4 dimensions :
£ Whitworth et al. extendibility, security, i
L (2006) flexibility, reliability,
e functionality, usability
Revise servqual by considerin
Lai(2006) perceived service quality, user -
satisfaction
Interviewed 100
@ customers to
= Customer’s net value of the | identify means
a Keeney(1999) benefits; cost of product and | and fundamenta|
-:?J processes objectives of
ecommerce
systems
Torkzadeh et al. Means and fundamental E}ggi?gment
(2003) objectives like Keeney model

26



Table 1. (cont.)

Context Study Dimensions Evaluation
WebQual
instrument is

Loiacono et al. (2007) Website quality developed and
applied to e-
commerce sites
Applied
Park and Baek (2007) Website quality \é\ﬁi?}gual 0
bookstores
System quality, Informatior
Quality, Use, User
DelLone&McLean(2004) | Satisfaction, Individual -
impact, Organizational
impact
Liu et al. (2000) Web-site effectiveness -
[%))]
0
c VR 4.
G Schonberget al. (2000) Cllpk through, look-to-buy i
a ratio
@

Web usage, satisfaction,

, individual performance Appligd o

D’ambra and Rice (2001) . . . : guestionnaire in

impact of information

3 surveys

technology
Schaupp (2005) Consumer satisfaction -
Minocha et al. (2006) E-satisfaction. Qverall i

customer experience

Satisfaction: information | 2frameworks:
Cheung and Lee (2002) | quality, system quality, end-user,

service quality servqual
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Table 1. (cont.)

Context Study Dimensions Evaluation
25-item
. Aladwani and Palvia (2002)) Website quality instrument is
3 developed
c
é Applied 25-
o item
Seethamraju (2004) Website quality instrument to
e-commerce
site
Gil-Garcia and Pardo (2005) Examining challenges_tc‘ -
reach success strategie$
Peters et al. (2004) D&M Model -
Responsibility of e-
government, awareness, i
Becker et al. (2004) budgetary funding,
= organizational change
Q
e Organizational measures,
g strategic procedures,
3 L ualifications
S Siegfried et al. (2003) 9 ! -
& communication,

partnership, obtaining
resources

Elpez et al. (2006)

Stakeholders
perceptions: meeting of
user requirements,
system usability,
performance,
information quality, use,
user acceptance, IS
ownership, interaction
with IT infrastructure,
expenditure control,
accountability, long term
perspective
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Table 1. (cont.)

Context Study Dimensions Evaluation

Identified risk factors:

technological and
Evangelidis et al. implementation risk i
(2002) factors, social and human

risk factors, financial risk
factors, legal risk factors|
Hu et al. (2005) D&M Model

e-government

Considering the complexity of information systemseasuring their effectiveness
in one dimension and defining a single metric fesessment is not realistic.
Instead, IS effectiveness should be considerednaglidimensional entity. In this
regard, Internet should be considered as an emtibe assessed and integrated to
the system assessment. Consequently, applicatiotraditional IS assessment
methods to WIS domain is not suitable or does apture all of the details of WIS

Success.

DeLone and McLean’s comprehensive framework comsidex constructs which
provides a generic research infrastructure ford§essment (DeLone and McLean,
1992). In order to account for Internet and e-comueethey proposed (DeLone and
McLean, 2004), some new measures for each constdditional to their original
model. However, DelLone and McLean do not suggest and which measures
should be chosen according to the type of the azgdan. The model specifies
some measures from the literature which were pusWodefined by other studies
and lists them under the six generic success ca¢sgdiowever, this study do not
provide any information how these measures arectagplied to real world cases,
and how they are used to decide whether a systsoctessful or not. Furthermore,
this proposal focuses on only e-commerce applicateamong various types of web-
based applications. For a generic WIS assessmbat,context in which the
organization acts should be taken into accountetample WIS for e-commerce or
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e-government cases require different measures sirganizational goals of each
differs.

Ozkan has proposed a conceptual model for IS afeatss, and a framework for IS
assessment (Ozkan, 2006). In her study, IS is derei to be composed of three
interacting constructs: people, resources and cs\vand benefits in the conceptual
model. The effect of Internet is said to be con®dein the assessment, and it is
included only in resources dimension as a singbegss. Therefore, this study does
not explicitly and extensively account for the ésime of Internet in terms of

different organizational dimensions.

There are many other studies focusing on specifi§ Assessment, for example e-
government and e-business, which are far from giogia broad, comprehensive
generic web-based IS evaluation framework. Sometheim propose various

measures with traditional assessment approachdb. & emergence of Internet,
the way the business is operated has changed, temeéh affects all processes
performed in an organization directly or indirectljherefore, assessment of WIS
should not be considered as an add-on dimensidhetdraditional IS assessment

frameworks, but its effect should be consideredatiifig organization as a whole.

An organization is a group of people organized domparticular purpose. It is
constructed to realize its goals. Therefore, Iughsupport organization to fulfill its
goals, it should serve to organizational objectivasthis regard, assessment of IS
effectiveness should consider how well it boostgaization to reach to its goals as
a whole (Malik, 2001). The generic WIS evaluatitowd not ignore the effect of
Internet on organization and its objectives, foaraple agility of a company in this
new environment, impacts of other WIS systems, toategic competitiveness

considerations of the organization.
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As stated above, organizational objectives are rtapb constructs to consider when
evaluating a WIS. Because, what you measure for $¥t®ess should add value to
organizational goals. Existence of Internet enlartfee IS assessment context and
content. WIS changes the organization’s internair®ss processes, provides more
time savings and efficiency. With Internet, useas switch between different web
sites easily; can use some sites more, if it ig-fre@ndlier or more entertaining.
Therefore, users constitute an important dimengioavaluating whether a WIS is
successful or not. Customers can compare productgaces; can influence each
other with comments. Therefore, differences betw@dB8s can, in turn, influence
each other and so, the environmental effect onsassent of WIS should also be
considered. Based on these effects, in the follgvahapter, a novel model and a

framework for WIS effectiveness assessment wikkxglored.
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CHAPTER 3

SEWISS: WIS SUCCESS ASSESSMENT FRAMEWORK

In this chapter, a generalized framework that atldlae evaluation of WIS success is
proposed. The framework called SEWISS, is basetivondimensions specific to

organization and to WIS.

IS success is a multi-dimensional construct (DeLane McLean, 1992), hence, to
decide whether a WIS is effective or not or to whagree, several dimensions of
WIS success should be reflected on the assessmergsg. In other words, WIS

success is a function of several variables.

Functions are rules that map different sets to edlcbr. They are used frequently in
mathematics, as well as in other sciences and eagiy. They represent

dependence between different entities and theycedsoan output entity with the

input entities. For example, y=f(X»,Xs,..., X,) represents output entity y depending
on input entities xX,,..,% through function f. Put another way, y is the Hzsu

entity of entities x X, Xs,.., %, ruled by f.

Similarly, the WIS success can be represented as:

WIS syccess S(d.l.' t, ds, !d"l) Equation (1)
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where d, d,.., d, are the dimensions constituting the WIS succedsSars the rule

that associates the dimensions to WIS success.

In equation 1, dimensions d1;.d, d, are assumed to be related to WIS success
through function S. Hence, the dependent variabkhis study is the WIS success
that is being influenced by independent variablgsigl.., d.

It is obvious that numerous dimensionsd},.., d,, constituting the WIS success can
be listed (Chang and King, 2005; DeLone and McLeh992; Hamilton and
Chervany, 1981; livari, 2005; Lu et al., 2005; MaR001; Pitt et al., 1995; Poon and
Wagner, 2001; Sabherwal et al., 2006; Seddon et1889; Smith and McKeen,
1996). For example, effects like devaluation enraggn the economy or arising of a
war in the country can affect the WIS through dffegx the organization
uncontrollably. Since the goal of this study is dassess WIS success of an
organization, the framework focuses on the corgbdd dimensions that can be
improved by organizational efforts. In this regaatithe basic level, a comprehensive
assessment framework for WIS success will be thaltref the interaction of WIS

and Organization in the business environment.

In this study, organizational aspect influencingSA8uccess will be represented by
organizational strategywhile for WIS-related aspects, thadationshipsof WIS with
its environmental entities will be considered &ssirated in Figure 2. Consequently,
Succesd~unction, S,constituting the main subject of this study has shecture

given in Equation (2).

WISsuccess_- S(Organlzatloﬁrategy WISRe|at|onsh|p} Equatlon (2)
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Business Environment

WIS

(Relationships)

WIS Success

Organization
[Strategy)

Figure 2.WIS Success Aspects

3.1. Identification of Dimensions in SEWISS Framewo rk

The following sections describe the realizationSEWISS Framework aspects or

dimensions in relation to WIS Relationships andadigational Strategy.

3.1.1 WIS Relationships

Effectiveness is considered as the quality of beiblg to bring about an effect. It is
related with the system’s influence on its enviremt and the results caused by a
system, thus effectiveness has an external focyer@ et al., 1997). In the parallel
way, success is considered as the achievement ioterded or expected effect. In
this study, the terms effectiveness and successisgd interchangeably meaning
“level of achievement of system’s interactions withenvironment as expected from
it". IT is a coordination-oriented technology thatovides interactions between
different parties (Barut, Faisst and Kanet, 20&)nilarly, WIS systems usually
promotes the work being done and interact withlokga and transaction processing
ISs that are not web-based (Isakowitz, Bieber aitdliy1998). Beise proposes a

model for IS effectiveness in relation to IS andjamization interaction (Beise,
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1994). It is concluded that IS effectiveness i®easded with the relation between IS
function and organizational departments. Therefond)en considering WIS
effectiveness, its effect and relations on the remvhental entities should be taken

into account.

Extermal Internal
environment environment

arganization

—

Figure 3.WIS Relationships

A web-based IS interacts with users, with othes ISveb-based or non web-based)
in the domain and with the entities constitutin@ tbrganization, as depicted in
Figure 3. These interactions form one of the SEWAa8ework dimensionsVIS
relationships This dimension consists of three categories tdtimnships, each

possessing various characteristics that must b&idened in the assessment.

o User-WIS relationship(Rek): consists of the interaction between system

users, both internal and external, and the systeelff.ilt takes into account
the perspectives of different stakeholders using WIS system (related

characteristics: user friendliness, ease of usdgenstandability etc).
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* Other Systems-WIS relationshipReb): consists of the interaction of

organization’s WIS with other systems in the exaéenvironment. It covers
the effect of other systems in the environment saglcompatibility between
different systems (related characteristics: segudbmpatibility, timeliness,

etc).

» Organization-WIS relationshifRek): consists of the interaction of WIS with

organizational units. Culture, structure, standapiscesses, possibly other
non-web-based or web-based ISs in the organizafinancial indicators,

communication factors by which the organizationnffuenced are some of
the factors considered under this relationshipafeel characteristics: privacy,

scalability, standards, etc).

It can be concluded thatVIS relationshipsdimension takes into account the
stakeholders’ views, environmental factors and #igoorganizational characteristics
under the above-listed relationship categories. rekagionship categories may differ
in different organizational structures, howevekg three categories stated above are

proposed as a comprehensive set considering thentsystems.

3.1.2 Strategy

While WIS relationshipsdimension identifies the WIS’s interaction withs it
environment, it is vital to understand to what ext&VIS creates value to the
organization in line with its goals, in order tovkaa comprehensive WIS assessment
framework. In this regard, organizationsirategy is considered as the second
dimension of the SEWISS framework.

A strategy is a plan of actions that directs aranization in its environment, affects
its processes and characteristics, and thus iferpgnce (Hambrick, 1980). Any
change in organizational strategy means chang@&sfanmation system to provide
new products or services (Sobczak and Berry, 2006us, information system

characteristics should be the result of the orgdiumal strategy (Sobczak and Berry,

36



2006). Auger argues that using Internet based aymce strategy establishes a
competitive advantage (Auger, 2003). Similarly,dBied et al. suggest strategy as

one of the ten factors for successful e-governr(teiegfried et al., 2003).

Organizations seek to distribute better value petgland services in order not only
to gain competitive advantage in the market pladeatso to continue to stay in the
market that they operate in. The investment inul&lmentally emerges from these
impulses and like in any other investment, the @uies of it needs to be justified in
terms of its strategic, operational and tacticaitabutions (Irani and Love, 2008).
Gunasekaran, Ngai and McGaughey mention that lifit8lvement has an effect on
organizational performance, therefore, there iselation between organizational
strategy and IT/IS selections and actions (GunaaekaNgai and McGaughey,
2006). In that respect, investment requirementdTaare shaped by business goals
and so the evaluation process should measure atisbmpnt of reaching these

goals (Serafeimidis and Smithson, 2003).

Powell and Dent-Micallef have examined the literatuelated to strategy and IT
relationship and have noted that some researcheesdhown the existence of strong
two-way interaction between IT and organizationahtegy (Powell and Dent-
Micallef, 1997). Accordingly, a WIS strong in itslationships with the environment
cannot be assessed as successful, if it does meoé she strategies of the

organization.

Web-based organizations owe their existence tanmdtion systems. Even using the
same technological tools, providing same servicesmoducts, organizations could
employ them in variety of ways to reach their gosl&eb-based organizations could
have different goals, they can be classifiedhas-profit web-based organizations
and profit-oriented web-based organizations. Non-profit organizatiofe-

government, e-health and charity organizations)yide services and products in

order to enhance the transactions; on the othet, hpofit-oriented organizations (e-
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business organizations) provide services and ptedacorder to make profit, earn
market share, etc. Additionally, other than beimgfip or non-profit organization,
each organization has its own specific strategiestified by top management or
shaped by the market conditions. These strategess@ecified in organization’s
critical success factors (CSF). CSFs are the impbrareas of action that must be
accomplished effectively to achieve the missionjedives, quality and high
performance (Alazmi and Zairi, 2003; Rockart, 19805Fs are those factors that
provide a reference point to direct and measutbafcompany or business unit is
successful or not (Munro and Wheeler, 1980; Poah \Magner, 2001). They are
considered to be the key factors for a businesgdoh its goals (Lu et al., 2005).
CSF’s are one of the important factors to be cawsid for IS success (Poon and
Wagner, 2001). Through company life cycle, CSF'symaed to be changed or
modified according to the environmental dynamicst Example, in early stages,
reaching the maximum number of consumers couldhkemajor critical success
factor, while at a more mature stage; customentpygan emerge as a dominant CSF

which could affect the IS success.

IT/IS constitutes the most important investment fanrganizations in today’s
sophisticated, “e-directed” business world and ldtker investments, expected to
contribute to the organizational objectives, sgie thus CSFs. Organizations seek
to distribute better value products and servicesrder not only to gain competitive
advantage in the market place but also to conttoustay in the market that they
operate in. The investment in IS fundamentally gyagifrom these impulses and like
in any other investment, the outcomes of it need$d justified in terms of its

contribution to the organization’s goals and tasget

In this study, WIS success is perceived as “how hmilne achievement of WIS
relationship goals contribute the organizationalF€$S as illustrated in Figure 4.
Hence, WIS success is perceived as the satisfasfidvlS relationship goals as its

contribution to reach organizational CSFs.
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User-WIS (Rely)

Other Systems-WIS (Relz)

Organization-WIS (Rels)

WIS Success|

Critical Success Factors

Figure 4. WIS Success Assessment Framework Dimensions

The WIS assessment framework based on organizhti@&Fs and WIS
relationships as illustrated above will be callgtdategy-basedvaluation of WIS
SuccessSEWISS framework.

3.2 Success Assessment in SEWISS Framework

In IS evaluation studies, it is mentioned thatha system assessment, stakeholders
constitute an important aspect (Ammenwerth, Graderrmann, Burkle and Kdnig,
2003; Irani and Love, 2008; Seddon et al.,, 1999 # success depends on
stakeholders perceptions (Elpez and Fink, 2006} W& be considered as a source
providing information for users’ needs (D'ambra alidson, 2004) to support the
accomplishment of operations easily.

Serafeimidis and Smithson reviewed the literatunesobjective IS evaluation and
concluded that because of the “organizational ambjestive” character of IS
evaluation, human factor became critical and se, ittterpretive knowledge would

improve IS assessment (Serafeimidis and Smiths603)2 Nevertheless, in IS
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evaluation studies, since user perspective is dernsil valueless, user aspect is
usually neglected and interpretive IS evaluatioasisally not employed (Irani, Love,
Elliman, Jones and Themistocleous, 2005). Howewéh the web-based systems
employed by e-business, e-government, e-learniggnizations, users and their
perceptions become the major necessity for orgaaiga survival. Therefore, in
WISs, interpretive IS evaluation approach may beensnitable where the users are

the critical elements for the continuation of tligamization.

WISs are systems actualized by stakeholders, ateinak systems, so their success
largely depends on their interaction with the emwment, services and products are
presented to thousands of users, and this interai alive, as long as the user is
pleased with the interaction value. Different staMders may differentiate about
their perceptions level for a particular WIS. Anpexienced stakeholder may have
higher expectations from a WIS and may not findipallar characteristics successful
and may switch to the alternative system that feagishis/her expectations better.
Internet supports direct marketing (Jarvenpaa aifidr,11999), which has given
power to the customers: they can select varietyproflucts, move store to store
virtually with a single mouse click. They would ath to the Internet sellers who
provide the goods and services that satisfy theeds and expectations better
(Cheung and Lee, 2005) and success of electroniketne achieved by customer’s
motivation to use it (Chen, Gillenson and SherrgD08). Therefore, long-term
problem for Internet based service providers ar&etep customer trust up, which
puts the human factor as the major concern (Jaazeapd Tiller, 1999).

When above mentioned views are considered, it earobcluded that human factor
and thus the perceptions are the crucial elemengs successful WIS assessment
framework. Consequently, in SEWISS framework, dtakder perception is one of

the main sources of the assessment data.
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3.2.1 SEWISS Framework Weights and Measures

In WIS success assessment framework, the aim findoa WIS Success of an
organization based on WIS relationships and CSFgaking into account each
relationship’s importance with respect to CSFs.réfuee, the following factors are
included as the framework elements which are useddcess calculation.

3.2.1.1 CSF definition and importance rankings

CSFs are the key areas to focus on in order toeeehstrategic objectives.
Management defines the strategy and thus the G®Fsrganizational strategy, in
fact, is a subjective concept and differs fromamigation to organization Since an
organization’s strategic objectives have differpnbrities, CSFs related to these
objectives also have precedence among each otherthis framework, the

information related to CSFs and their importancekirags are gathered from the

management denoted asar each CSf-
3.2.1.2 WIS relationship weights

EachWiIS-relationshipcategory considered under three main headings padssar-
WIS; other systems-WIS; Organization-WIS (referres Rel, Reb, Rek
respectively), are not necessarily equally impdrtamce some categories may be
more significant for the organization to reacht®dgoals than others. For example,
rather than WIS-Organization Relationship, User-V\R8lationship category has
higher significance for achieving a CSF of attnagtnew customers. To state more
clearly, if a category in WIS relationships dimemsdoes not provide any value for a
specific CSF, then its contribution to the systerocess will be nullSo as to address
the discussed significance variances, each rektiprcategory will be weighted by
the management to reflect how important it is wébpect to a specific CSF based on
1 to 10 scale (10 as very important and 1 as legsbrtant) symbolized by ywas
importance of Relfor CSE. The weighting out of 10 is used to increase ttades

sensitivity. The ranking “0” means that specific SMelationship does not contribute
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to the specific CSF and the value “10” means itticbutes to achieving the CSF
fully.

3.2.1.3 Measures for WIS Relationships

Numerous measures can be listed under the WISiomsaip categories by
examining previous studies for IS effectivenessesmwent literature (Chang and
King, 2005; DeLone and McLean, 1992; Hamilton afe®@any, 1981; livari, 2005;
Lu et al., 2005; Malik, 2001; Pitt et al., 1995;dhcand Wagner, 2001; Sabherwal et
al., 2006; Seddon et al., 2002; Seddon et al., ;198%th and McKeen, 1996; Straub
et al., 2002a; Straub, Hoffman, Weber and Steihfi2002b; Torkzadeh et al., 2003).
Thus, to determine which of these measures are mwmaningful or vital for
measuring the success of WIS relationships of &icpéar organization, method
based on GQM is applied as explained in the folhgngections.

3.3 SEWISS Success Calculation Steps

SEWISS success calculation steps are presentadurefs at the top most level, and
the assessment process is explained in detail anfdliowing sections. The step

numbers used below refer to the steps in the assolciigures.

1. Measure WIS
Relationships' Success

3. Calculate overall
WIS Success

2. Obtain C3F related
Data

Figure 5.Assessment steps at the top level
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Step 1. Measure WIS Relationships’ Success

The steps of the WIS Relationships’ success meamunieis depicted in Figure 6.
The aim of this step is to measure the successaf &/IS relationship ([Rwhere
j=1,2,3), which eventually contributes to the Wigesess (S). The success of each
WIS relationship is based on how much each relalignsatisfies its intended goals.
The assumption is that, if an individual WIS redaship provides the functionalities

and tasks as expected from it; then it will conttépositively to WIS success.

measuras WIS Relationship Success

1.2 PreparedApply

1.1
-1 Apply GQM questionnaire

Figure 6.Steps of Measuring WIS relationships’ Success

There are numerous measures proposed in IS asseddgarature (Chang and King,
2005; Malik, 2001; Sabherwal et al., 2006). In ortte determine which of these
measures are more relevant for measuring the Wa8aeships success of a specific
organization, a method based on Goal-Question-Mé&tghnique (GQM) (Basili et
al., 1994) is applied.

In SEWISS, a method based on GQM is applied imvigers with IT/IS Specialists
who have the comprehensive knowledge of what tis¢éesy should provide to its
stakeholders as products and services in ordepeoify what to measure for WIS

relationship success.

Step 1.1 Apply GQM

In order to assess the level of success of eachrédl#onship, IT/IS Specialist is
asked to specify the goals of each WIS relationdhgp example, one of the goals of
User-WIS relationship may be “to provide 7/24 seei

In specifying goals in GQM method, the parametéiSQM are depicted as:

Object of the studyWIS effectiveness assessment
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Purposeto assess WIS effectiveness

Quality focus:WIS relationships

Perspectiveto examine the success of WIS relationships fthenpoint of
view of stakeholders

Context all interacting parties around WIS, including ettweb-based and

non-web-based systems, users, organizational units

After identifying the goals of each WIS relationshithe next step is to gather
questions that can be asked to check if the goalsatisfied or not (Figure 7). As an
example, for the above mentioned goal, one of thestpns would be “how many

times do the system collapse during the day?” tteoto answer each question, the

measures which should be investigated are spedifidd/IS Specialist.

1.1.2 Specify 1.1.3 |dentify
questions to questions; measures to be measures

understand if the investigated to
answer the
guestions

golas are
Figure 7.Steps of Applying GQM

1.1.1 ldentify
goals of each
WIS Relationship

v

satisfied

For measures that can be suggested to interviewkeshas difficulty specifying
measures in this step, sample measures (Eralp, d0@04and Cai, 2001; Liao and
Cheung, 2002; Straub et al., 2002a, 2002b; Torkradeal., 2003) can be used as
provided in Appendix A and D .

Step 1.2 Prepare and apply questionnaire

The resultant measures identified by IT/IS Spestiglare used to compile a web-
based questionnaire which will be answered by thstesn stakeholders. The

guestionnaire is composed of statements each afhwdorresponds to the chosen
measure. Statements in the questionnaire are @ekignsuch a way that higher

values show success/satisfaction regarding thaifgpstatement. Each statement is
rated by users to check the level of existencdh@fmeasure in the WIS based on 5-

point Likert scale (1: strongly disagree, 5: stigragree) (Figure 8).
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\

1.2.1 Prepare
Questionnaire

1.2.2 Get
responses

based on 5-
point Likert

1.2.3 Calculate
Wis
Relationship
Success (R;)

questionnaire Answers (M)

WIS Relationship Success (R))
! >

-

Figure 8.Steps of Preparing and applying the questionnaire

A WIS relationship satisfying the specific meastulty, as rated by stakeholders,
has the value 5, and value 1, if it does not cbuate to that measure at all. For the
respondents having no idea about the measure, Hotidvave an idea” option was
provided, which is valued as 0 and excluded indakeulations. These evaluation
values (Mk, where j is the WIS relationship, k is the measwenber) are used to
find a single value (fjRfor each WIS relationship success by averagiegé¢isults for
that specific relationship (over the number of nuees ). The answers to the
questions are converted to the satisfaction le¥ehe user for a specific question
through 5-point Likert scale by using the corregpog value of the Likert category.
Thus taking the average of the questionnaire arsswell result in a general
satisfaction level for WIS relationships. Thesecuakdtion details are illustrated in

Appendix C.

Step 2. Obtain CSF related data
CSF related data is composed of CSF importanceingsikand WIS relationship

weights as shown in Figure 9.

Step 2.1 Gather CSF Importance Rankings

Since each organization has different prioritiesdmms of its strategic objectives,
CSFs related to these objectives may differ inrtipeiority to the organization.
Organizational CSFs are identified and ranked bgawoization’s management
according to their importance to the organizatkeor. example, if the management of
the organization specifies four CFSs, the most mamd CSF (CSff will have an
importance ranking {rof 4 according to their ranking. The CSF impoc&amnankings
will be input to overall WIS success calculation.
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2.1 Gather CSF
importance rankings

(ri)

2.2 Create WIS
Relationship weight
matrix

Figure 9.Steps of Gathering CSF related data

Step 2.2 Create WIS Relationship Weight Matrix

Each WIS-relationship category considered undezetimain headings namely User-
WIS; other systems-WIS; Organization-WIS (referres Rel, Reb, Reb
respectively), are not necessarily equally impdrtali a category in WIS
relationships dimension does not provide any vatuachieve the CSFs, then its
contribution to the system success will be null. &to address the discussed
significance variances, each relationship categonyst be weighted by the
management to reflect how important it is with exggo a specific CSF based on a 1
to 10 scale (10 as very important and 1 as not itapt. This is accomplished by
creating the WIS relationships weight matrix, préed by w weights, in the
interviews with management. By this way, a relatldp contributing to a more
important CSF will have more effect on the WIS sssc Additionally, success of
the WIS relationship (fRcan contribute to organizational strategies byntportance
weight value (w) which will be reflected to overall success cadtian as described

in the following section.
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Step 3. Calculate Overall WIS Success

After gathering questionnaire responses, identify@SF importance rankings and
constructing the WIS relationship weight matrixe final step in the framework is to
calculate overall WIS success (Figure 5). The foihg terminology outlines the

discussion above:

n : number of CSFs
(obtained from management)

CSE : critical success factor i (i=1,...,n)
(obtained from management)

ri : importance ranking for C§f=1,...,n)
(obtained from management)

Rel : WIS relationship i (i=1,2,3)
(obtained from IT/IS Specialist)

R : success for Re(j=1,2,3)
(average of the stakeholder responses to questieina
Wij : importance weight of Rdbr CSF (i=1,..,n; j=1,2,3)

(obtained from management)

m : the number of measures for Rel
(obtained from IT/IS Specialist)

Mjc  :value of measure k for R¢k=1,..,mj ; j=1,2,3)
(stakeholder answers to each questionnaire qusjtion

S : number of stakeholders participated in thessssent

SEWISS success value will be calculated as

n 3
S= —> > Rw, Equation (3)



with
R. :Ez = M, Equation (4)
S "

As explained in step 1.2, success of each WISioelstiip category (R is the
average of the questionnaire answer values overntBasure number for that
relationship category which are based on 5-poikelti scale, calculated for each
respondent. ThejRalues obtained for all respondents are averagedtbe number
of respondents that yield to the resultafis.RAlternatively, simple summation of
answer values could have been used to reach a swlgtionship success value, but
to address the possibility of differences in thanber of measures under each
relationship category, and the diverse questioenagsponses, average function is

preferred.

There are several methods to find a result basecmkings and weights (Sobczak
and Berry, 2006). In the proposed framework, cbotion of WIS relationships to
success is calculated using weighted sum modeted in several studies (Sobczak
and Berry, 2006; Zahedi and Ashrafi, 1991), in whithe factors of the sum are
multiplied by their weights. Similarly, success @dch WIS relationship category
calculated as jRn Equation (4) above is reflected to overall VEl&cess based on its
contribution to CSFby w;. In this calculation, the influence of the diffeces in
importance values of CSFs is also reflected byFmally, the value found is
normalized by number of CSF’'s and maximum valuewe@fjhts as in Equation (3)
that yields a SEWISS success value out of 100rdieroto analyze the results, the
following categories are proposed as effectiveriegsls as the outcomes of the
SEWISS calculation:

0-20: Very poor: WIS does not satisfy its intengeaipose and needs major

improvements.

21-40: Poor: WIS is poor in satisfying its inteddeurpose and it needs

improvements.
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41-60: Satisfactory: WIS satisfies its intendedpmse on average and it can
be improved more.
61-80: Effective: WIS satisfies its intended pumpos
81-100: Very Effective: WIS satisfies its intendaarpose fully.
The resultant SEWISS values will give informatioboat the ranking of the
effectiveness of the WISs. Therefore, it will allmrdering the systems in regard

which one is more effective than the other.

The proposed WIS effectiveness assessment dimenarmhwhether the framework
results in a meaningful value for the WIS effectiges when applied to
organizations need to be verified through multigdse studies. In this regard, cases
from two different sectors namely banking sectod acommerce sector shall be
employed to verify the framework elements nametgmiework dimensions, CSF
importance rankings, and WIS relationship weightd the assessment process. In
the next chapter, the research methodology wilexglored and in Chapter 5, the

results of the case studies carried out for thrp@se will be discussed.
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CHAPTER 4

RESEARCH METHODOLOGY

With the purpose of assessing WIS effectivenessassessment framework have
been constructed as described in Chapter 3. Tdatelthe proposed framework and
its elements, the following research questioneapdored in this study:

1. Does the proposed framework reflect WIS success?
a. Do the proposed SEWISS dimensions exist in e-commener-banking
and e-learning systems?
b. Do WIS relationships exist in e-commerce, e-bankang e-learning
domains?
c. Do CSF's differ in e-commerce, e-banking and ere®y
organizational contexts?
d. Do CSF’s differ in their importance to the organiaa?
2. Does the effectiveness value found within the pseploframework measure
WIS’s success in e-commerce and e-banking organivt
3. Does the framework distinguish between fully andrtipaweb-based
organizations in success assessment?
4. Is the proposed framework applicable to the orgaimnal domains subject

to the case studies, namely e-banking and e-bissorganizations?
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Out of the scope of the present study is anothesttpn that merits future study: Is
the proposed framework applicable for a wide vgragtorganizational domains that

use WIS, such as e-government, or e-health?

Several studies in the literature strive to findwhan IS adds value to the
organization. Business value is the benefit inadslfor the organization as a whole
resulting from IT solutions, which can be achiexktbugh direct contribution for
market position or revenue; through solutions tstamer needs and challenges;
through financial benefits and through investmetds provide industry wide
improvement (Sward, 2006). In this regard, corretat between IS and
organizational performance is explored in differstitdies by considering different
measures like organizational effectiveness, efiicye profitability, productivity,
return on investment (ROI), return on assets (ROAgse studies have resulted in
some conflicting remarks, some finding strong iefet whereas others indicating no
or weak relations between IS and organizationakfisn Brynjolfsson states that
with the increase of IT usage, there is an unewgedarop in productivity
(Brynjolfsson, 1993). Dedrick, Gurbaxani and Keimnelassify the previous studies
on IT returns and conclude that nearly all the issigperformed after the mid-1990s
resulted in positive returns of IT investments (Bad Gurbaxani and Kenneth,
2003). Therefore, IT can be considered as an en#idé can result in productivity
gains. We believe that this difference could bertseilt of technological progresses
in this field and with the advancements of the tedbgy, user satisfaction and

system effectiveness has increased abruptly.

The main aim of an IS is generally accepted to bk do contribute to the
organization to perform better. Zhang in the Phést$, states that firms with better
IT capability, can have better competitive advaatagthe international markets and
hence better performance (Zhang, 2005). Firms ubingystems effectively can
differentiate themselves better with respect toirthess successful competitors
(Alexander and Randolph, 1985). It can reduce theyxction cost, can help firm to
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differentiate within the competitors, therefore yading a competitive advantage
(Gurbaxani and Whang, 1991; Ives and Learmonth4)198

Vandenbosch and Huff discuss the relationship ohagars’ use of Executive
Information Systems and organizational performaimcgerms of efficiency and
effectiveness (Vandenbosch and Huff, 1997). Sityilaa study carried out in
Chrysler Corporation (Mukhopadhyay, Kekre and Kalat 1995) revealed that
using electronic data interchange with the supplers provided financial benefits to
the company. Mata, Fuerst and Barney discuss Thadds value to a company in
wide variety of cases, but creating sustained codithge advantage requires proper
strategy (Mata, Fuerst and Barney, 1995). Consélyiahcan be said that more
successful the information system in an organipatibe more advantageous the
organization with respect to its competitors inbissiness environment. With this
token, if the organization performs better tharcampetitors, its WIS is expected to
be a successful one contributing to organizati@ompetitiveness. In searching for
the correlation between IT and firm performances theasures used for firm
performance are mostly economical measures lik@ylproductivity, labor hours, IT
capital stock, non-IT capital stock, GDP, profitéaii

In this study, to check the validity of the SEWISS&ccess results, the concurrent
validity approach has been employed. Concurrentitlsearches for correlation
between the instrument developed and other fasthish could be related to the
subject (Muijs, 2004). It allows comparisons of thetrument measurement items
and known or accepted standard measures or crf@aeson, where direct objective
measures are unavailable. In this respect, SEWIS&ess values obtained through
the proposed framework are compared by web-sitéststa from Alexa company
and some organizational factors like organizatige,aemployee number, and

revenue.

Alexa is a web information company that keeps @dadatabase of web sites
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information, their statistics and traffic data. Rleaneasures the number of users of a
specific site. It is the percentage of all Interasers to the users of a specific site.
Similarly, Page views measure the number of pagesed by site visitors (Alexa,
2008).

The SEWISS success values obtained through theogedp framework were
analyzed by checking the parallelism of it with wste statistics from Alexa
company and organizational factors like organizatme, employee number, and

revenue.

In order to answer the research questions of tiidys non-experimental research
methods were used. In that token, multiple casdietuwere performed. In the
following sections, justification of case study easch in our context, the data

collection method and case study plan are explained
4.1. Case Study Research in Information Systems Fie Id

According to Benbasat, Goldstein and Mead, the iBdfhas a shift from

technological to managerial and organizational tjoes, and consequently it
interests in how context and innovations inter&#npasat, Goldstein and Mead,
1987). They mention that case study is suitablerwdesearch and theory at their
premature stages and the players and the problenaidcare important where the
investigator needs to understand the practice basddems. Similarly, in this study,
the theory is at its early stage and the web-basgstem environment and

stakeholders are basic entities to be considered.

According to Yin, a case study isa “research strategy comprises on all-

encompassing methods with the logic of design pwating specific approaches to

data collection and to data analy$€¥in, 1993). Case studies could be designed as

single or multiple cases. If the study is comparatdl a single experiment then

single-case study is applied otherwise, multipleecstudy is employed (Yin, 1993).
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When research aim is description, theory buildimgtheory testing, multiple case
designs are desirable (Benbasat et al., 1987)ditian, multiple-case studies allow
cross check between cases and allowing the extemditheory. In this study, the
aim is to build up a framework for WIS effectiveressessment; choosing a single
case study would not be enough to reflect the cheniatics of WIS of organizations
in different environments. Therefore, the proposedhod is applied to four different
organizations to have a complete considerationwolild be better to have more case
studies in various organization types, howeverabse of time limitation, two cases
are employed in each of e-banking and e-businessainio for the case study

research.
4.2 Data Collection Method

In this study, qualitative as well as quantitatdaga collection methods are applied.
Quantitative research methods were initially useaatural sciences which include
experiments, formal and numerical methods. Qualéaesearch methods were used
in social science which include interviews, queasti@res, document analysis, texts,
observations (Myers, 1997). In computer sciencestngtudies use quantitative
methods that are based on technical, economiccted@ess and performance
measures. However, these methods ignore the effecttural environment, and the
social interactions in that environment. Consedyesbme of the studies combine
both qualitative and quantitative methods (Kaplad Buchon, 1988). In this study,
proposed framework considers the relationships @8 With other systems and
environmental entities, which includes both quéima and quantitative aspects.
Therefore, both research methods are employed i@a dallection process.
Accordingly, in order to explore if the proposedrfrework elements are valid or not,
interviews were held with IS Specialist and the agement. Then, for effectiveness
assessment, a questionnaire was applied to thehstldlers of WIS relations to rate
the effectiveness of their WISs. The interviews eveecorded and afterwards
transcribed for data analysis which were providedthe interviewees for their
approval.
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After the proposed framework elements were veritiebugh the interviews, the
results were evaluated and the missing elements adudled. In order to mature the
WIS assessment process and three cases were upeéliasnary test cases. The
preliminary cases were used as a verification amBwork elements (Figure 10).
After verifying the framework elements in the pm@lhary case studies, it was
applied to cases in the e-commerce and e-bankinaus to confirm its validity in

different domains, in which there are well knowiferences available for checking
concurrent validity. The interviews and questionesi were applied to two

organizations in e-banking and to two organizations-commerce domain.

Develop Assessment

Framework

Prehminary Case Studies

Check Framework Apply Assessment
Elements Framework

Modify Assessment
Framework

Perform Case Studies and
Gather Results

Calculate Success

Figure 10.Case Study Steps
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4.3. Case Study Plan- Assessment Framework

The case studies were chosen from two differentadiasn The e-commerce and e-
banking domains were chosen because there are sasizational performance

factors that can be used for comparing the resuils. Some reference data for
sectoral performance evaluations is available ios¢hdomains, therefore these
domains are chosen for the case studies to contipanesults with. In e-commerce
domain we have chosen similar companies for réiigbBoth of the organizations

sell the same type of goods, both have only welddsusiness. In e-banking
domain, both of the organizations rank among th& fi0 banks of Turkey. Both

develop their software in-house and both orgaronatare currently in the process of
acquiring CMMI- level 3 certification for softwaevelopment.

In the interviews, an IS/IT specialist who was @sgpble, knowledged in WIS used
in the organizations were chosen to gather the rddaited to the WIS relationships.
Similarly, management was interviewed to gather Cffated data, since
management knows and decides on the organizatgiretegies. We planned to
address a single interviewee in each case sincaitmevas to gather the necessary
data through in-depth interviews. In some casesrevhige interviewees could not
provide in-depth data, two interviewees were caetic

In order to collect the questionnaire answers, earence sampling was used to
decide on the participants. The questionnaires wested on a website and the link
was sent to the volunteers who were availablehferstudy.

In each case study, semi-structured interviews wplen-ended questions were
conducted with IT/IS Specialist and also with maragnt of the organizations (see

Appendix B for interview questions).
The case study plan is depicted in Figure 11. Tkerviews lasted approximately 2

hours in each case study. After gathering the secgsdata, questionnaires were

prepared and applied within one month time fram&ta@eholders.
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introduce the WIS assessment framework measures to the

57

An interview was performed with IT/IS Specialistgather the framework elements
considering the WIS of the organization. Then, nhdised on GQM was applied
determining goals and related measures to asseSseWiéictiveness for each WIS

relationship which were used to create questioen&iarallel to that stage, this data




management and gather CSFs rankings and weigh@lf®relations with respect to

contribution of each relationship on each CSF.

After verifying the framework elements and assesgnpeocess in the preliminary
case studies, and analyzing the results, framewasdkmodified and applied to two
banks and to two e-commerce companies and WIS teleess values were
calculated as shown in Figure 11. Next section rifess the organizations studied

for case studies.
4.4. Preliminary Cases

For the preliminary cases both profit and non-profganizations were explored to

consider domain related differences.

Organization A

The first preliminary case study was performedaiorelectronics retailer company to
test the framework elements and the assessmenégsoOrganization A has both
online and store based business and has beers isetttior for almost 10 years. It has
160 employees, 8 of which work for IT departmemd aesponsible for development

and maintenance of the e-commerce IS.

Organization B

This organization is one of the private universited Turkey with 3.000 students.
The focus of the consideration was the system dpeel as part of a project to
provide Remote Electronics Laboratory (RL) for Eteal Engineering Department

students all over the world through a WIS.

Organization C

This organization is one of the biggest universitié Turkey with 20.000 students
and almost 2000 academics. It has several web-bagsttms like student
registration WIS, course management WIS, librarynagement WIS, human
resources WIS, financial WIS, academical CV WISydmmical evaluation WIS as
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well as a distant education WIS.
4.5 Case Studies

The SEWISS framework was applied to four orgamrst in e-banking and e-

commerce sectors.

Organization D

Organization D is one of the major banks of Turkkéth 600 branches country wide,
having approximately 15.000 personnel by 2008.ak hn IT department with 600
employees, 20 of who work for Internet banking e¢tfelnOrganization D has several

awards related to its Internet Banking WIS.

Organization E

This organization is one of the biggest and oldesincial service providers in
Turkey. It has almost 900 branches country widejinga approximately 19.000
employees by 2008. As a leading bank in Internetkipg services, it has 180
employees working in IT department, 10 of who wéok the development of the

Internet channel.

Organization F

Organization F is a leading e-commerce companingelarious consumer products;
electronics, clothing, cosmetics, books, DVDs &ty have been in business for 10
years. Organization F has 156 employees, 10 of widk for IT department and

responsible for development and maintenance oB&#t system.

Organization G

Organization G is an e-commerce company whichudynstarted up, selling various
types of consumer goods. It has total of 50 emm@syé&5 of who work for the B2C
WIS.
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Table 2 below summarizes the organization propedsed for the case studies. In

the next chapter, the results of the case studeesxglained.

Table 2. Organizations Summary

Case | Organization Profit/ Business Age Number of
Type Nonprofit Domain Respondents
2 A P e-business 9 11
c
% B N Academical 12 -
o C N Academical 52 -
D P Banking 62 53
S E P Banking 84 91
< F P e-business 10 68
G P e-business 2 17
Total Respondents 240
Average Organizational Age 33
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CHAPTER 5

APPLICATION OF SEWISS FRAMEWORK TO THE
CASES

This chapter discusses the case studies perforrmedlaborate the proposed
framework elements and the assessment processcddes are chosen from e-
banking and e-commerce sectors. Section 1 discubeegreliminary case studies
and their findings; Section 2 and Section 3 exp&imanking and e-commerce case

studies respectively.
5.1 Preliminary Case Studies

This study was conducted to construct an assessimanéwork for WIS success.
Since WIS could be used in wide range of sectorgrder to develop a generic
framework, three organizations from different donsainamely e-commerce, e-
government, and e-learning were chosen as prelmnsases. These cases were used
to validate the model elements exist in differentS#/and to test the assessment
framework. The reason was to capture the differebedween different domains and
as a result modify the proposed assessment frarkeWwbe cases were chosen with
the objectives of checking framework elements dls® applicability of GQM,
domain differences, and assessment process incesas. The case study for
Organization A was also used to apply the assedsimraenework and calculate WIS

Success.
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5.1.1 Preliminary Case 1- Organization A

An interview was arranged with IS Specialist tohgatinformation about the WIS
and with a manager to gather company’s CSFs. Qrgion A has different IS’s

like accounting, personnel intranet working togetivith e-commerce WIS. The
relations of e-commerce WIS with the environmerdatities include User-WIS

relationship utilized by customers, personnel, andnagers; Organization-WIS
relationship which contains the relationship of Wil8h accounting IS and local

intranet. Other systems-WIS relationship does mugten the company since the
information gathered from suppliers is inputtedtiie system manually. However,
they were working on to enable this connection Wwhiould allow electronic data
transfer between companies. WIS for e-commerceesysprovides different

functionalities for managers, users and for sadgsasentatives. Organization A did
not use any tool to measure WIS success, but they gheck the customer

complaints and improve the system accordingly.

IS Specialist specified the goals of each WIS iateship and has chosen measures to
determine the success of each goal. The managed steat at the beginning of their

business, the price was an important reason th cetev customers and to be popular
in sector. However, as time passes, the qualityspeed of the service they gave to

the customers became more important to keep theroess.

It was observed that Organization-WIS relationshgy include both web-based and
non web-based IS’s exist in the organizational mmment, so the proposed
framework was modified accordingly. GQM method wapplied to gather
relationship measures. IS Specialist specifiedgytml each relationship, as given in
Table 3, for each of which questions to be answeeatito be provided to check if
each goal was accomplished or not. However, IS i8lscpreferred directly to
specify a goal and then related measures withooniging the questions. GQM
method requires experts who are experienced incgpioin of this method. The well-
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known organizational performance evaluation metballed Balanced Score Card
(BSC) (Kaplan and Norton, 1992), also suggestsifieg goals of the system and
then for each goal identifying the measures to $eun the assessment. Parallel to
this idea, the GQM method was modified, such fuwatls were identified for each
relationship and then related measures were spdafhich would make sure the
objectives were successfully met. Additionally, specifying the measures IS
Specialist had a difficulty, therefore a list waseated from various studies
performed in this area, and it was provided to [#csalist and asked to choose
among them as provided in Appendix A. Since thiewias too long to choose from,

for the following case studies, a shorter list wasd as given in Appendix D.

Table 3. WIS Relationship Goals for Organization A

RELATIONSHIPS GOALS

User-WIS -serving 7/24

-providing fast access

-providing correct price and product information
-maintaining customer loyalty

-enabling flexible and correct reporting

Other Systems-WIS Does not exist

Organization-WIS -providing price consistency
-enabling message transfer
-providing correct exchange rate

The interview with the manager revealed that conpdsad several CSFs as stated
according to their priority below, which have di#at importance for the company
which supports the proposed framework.

CSHh. Provide high quality and fast customer service

CSk. Supply high product variety

CSF;. Create good employee motivation
CSF,. Maintain up to date, working e-commerce system

The importance values of CSFs and also the CSHngsmkvith respect to each
relationship were gathered from the manager, wheslilted in differences among

them, which supports the proposed framework suggesitat “the success of each
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WIS relationship affects the realization of eachFCGitfferently”. The data gathered

from the manager is illustrated in Table 4.

Table 4. WIS Relationship Weights

CSF, CSF, CSkK CSF,
CSF Importance rankings (1) 4 3 2 1
Rel; (User-WIS) 5 9 7 10
Rel, (Other Systems- WIS) Does not exist
Rel; (Organization- WIS) 10 10 6 10

A questionnaire was prepared by using the measitsned in the interview with
IS Specialist, which was then sent to system ubgremail (Appendix E). By
following the calculation steps illustrated in Apkx C, WIS relationship success
values Rs were obtained. Then, these values were filténeaugh CSFs using WIS

relationship weight matrix. The SEWISS value wdswdated as shown in Table 5.

Table 5. SEWISS value calculation

CSF, | CSF, | CSK | CSK,

CSF Importance rankings(r) 4 3 2 1
i Relationships R
1 | Rel, (User-WIS) 3,8 5 9 7 10
2 Rel, (Other Systems - WIS) 0 0 0 0 0
3 Rel; (Organization- WIS) 34 10 10 6 10
Success for each CSF;(iR;) 53 68 47 72
Success for each CSF with priority(;*r;) 212 204 94 72
Total success for each CSF 583
SEWISS value (out of 100) 39
SEWISS effectiveness level Poor

In SEWISS value calculation, average of the quasagre answers were used. The

calculation was tested using both median and aeevhghe answers, which did not
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differ significantly; therefore, to include the awvexs at diverse ends average is
preferred. Additionally, since the data gatheredrfrquestionnaires were continuous

data, average function was more suitable for tladyars.

5.1.2 Preliminary Case 2- Organization B

Remote Laboratory (RL) system considered in thisecaas used as part of the
course content, RL should work with other systeike ctourse management or
content management systems, so the integrationebetwthem is important for

system to be successful. The RL system servestddests, technicians, educators
and engineers from all over Europe. The requiremehiall these stakeholders are

different from each other which makes the systemensomplicated.

An interview was conducted with project technicamager to identify remote lab
(RL) system relationships and their goals. Durimg interviews, the existence of RL
relationships was validated. Three relationshi@snely User-RL, Other systems-
RL and Organization-RL were identified as propobgdthe framework. For each

relationship category, relationship goals were gt as shown in Table 6.

Table 6. WIS Relationship Goals for Organization B

RELATIONSHIPS GOALS

User-WIS -find?ng th'e required information ea§ily
-having different types of information onja
subject
-no problems in performing experiments

Other systems-WIS -good integration

Organization-WIS -supporting teaching activities

The CSFs for this organization are collected andirthink with each WIS
relationship has explored as given in Table 7.

CSHh. Have all the graduates being employed
CSF,. Increase in publications

CSFk. Increase in student number
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CSFA4. Low level of instructor leave

In organization B, CSF importance values collecterte lower than the previous
cases as shown in Table 7, which brought the cerstidn that the WIS, namely
remote lab system does not affect this organizateomuch as the WISs explored in
previous cases. Since the RL project affects spwatiion of the organization as a
whole, the rankings are small out of 10. Therefdie, organizational environment
that WIS works in was considered in the successesas®ent through WIS

relationship weight matrix.

Table 7. WIS Relationship Weights

CSF, | CSk, | CSF; | CSK
CSF Importance rankings (1) 4 3 2 1
Rel; (User-WIS) 3 3 3 1
Rel, (Other Systems- WIS) 1 1 1 1
Rel; (Organization - WIS) 1 3 1 1

The WIS success in this case was not measuredéain was to use it to verify the

assessment framework elements in a different damain

5.1.3 Preliminary Case 3- Organization C

In Organization C, the focus of the case study thasstudent registration WIS. The
relations of WIS with the environmental entitiexlude User-WIS utilized by

students, academics, departmental secretariestadens affairs office employees;
Other systems-WIS relationship including the comitation of the student

registration system with banks, hostel office, OY&nd Organization-WIS

relationship containing the relationship of WIS itniversity rules and regulations,

human resources department, health center, libaag/traffic management office.

An interview was performed with software developimeranager to validate the
proposed framework elements. The goals gatheredigpiyed in Table 8.
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Table 8. WIS Relationship Goals for Organization C

RELATIONSHIPS |GOALS

User-WIS -providing fast transactions
-enabling access from anywhere
Other systems-WIS -synchronization

-data consistency
-non-repetitive data

-correct data

-fast access

Organization-WIS -providing answers to requests

The CSFs for this organization are collected andirthink with each WIS
relationship has explored as depicted in Table 9.

CSHh: Being a leader in community improvement
CSF,: Educating future leaders

CSH;: Being innovator, creative

CSF;: Having an international reputation

CSFks: Having successful organizational management
CSFks: Having rich resources

CSF: Having strong research orientation

CSH: Creating synergy between disciplines

Table 9. WIS Relationship Weights

CSF, | CSF, | CSK; | CSF, | CSFs | CSFs | CSK, | CSFs

CSF Importance 8 7 6 5 4 3 > 1

rankings (r;)

Rel, (User-WIS) 10 9 7 10 10 5 7 9
Rel,(OtherSystems- 10 9 7 10 10 5 7 9
WIS)

Rel(Organization-wis) | 10 9 7 10 | 10 5 7 9

This case was used to check the existence of framkesiements.
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5.1.4 Discussions of Preliminary Case Studies

Three cases revealed some points that were notdeoed at the initial framework
development phase. Choosing WISs from profit and-profit domains allowed

exploring the domain differences and their effecttbe proposed framework. The

following points were identified in the preliminacpase studies.

* Organization-WIS relationship was modified to ird#guboth web-based and
non web-based systems that may exist in the orgtniz

* Other systems-WIS relationship was modified toudel both web-based and
non web-based systems that may exist in the exdtenvironment.

* Interviewees had difficulty in specifying first thgpals, then the questions
and finally the measures as in the GQM method. Tgrejerred to skip the
middle step of questions since they were not skillh GQM method.
Therefore, the step of asking questions was elitathand the method was
modified as reaching measures directly from gogl&lbninating step 1.1.2
in Figure 7.

* In GQM application, a list of suggestions for measuwas provided to the

interviewees in case they have difficulty specifythe measures.
5.2 Cases from E-banking sector

5.2.1 Organization D

The interview was conducted with Assistant Vice sktent of Internet banking

channel and a senior IT specialist. Their main easibility was to develop and

manage Internet banking channel. Organization D itoi@d Internet banking

success based on some key performance indicakesiricrease in customers,
transaction amount, products sold through web,scoafated to Internet banking,
security and customer satisfaction which were ceadcthrough monthly reports.

These indicators, however, were not made availabkle researcher, due to bank

policy.
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The interviewees identified three WIS relationshgdsthe framework: User-WIS
relationship; Organization-WIS relationship contagn the interaction of Internet
banking WIS with the core banking system, whicla ison-web based system, and
also the interaction of Internet banking with norebaAbased Management
Information System; Other systems-WIS relationshigguding the communication
of Internet banking system with insurance compang also the interaction of

Internet Banking system with external systems IM&B, Turkcell, SSK, Telecom.

For each relationship, the goals expected from #pcific relationship were
specified by the interviewees and presented inleTad. For each goal specified in
Table 10, IS Specialist was asked to choose meagAmpendix D) to meet each

goal.

Table 10. WIS Relationship Goals for Organization D

RELATIONSHIPS GOALS

User WIS -successful transactions

-easy search

-high number of successful transactions
-minimum error

-increase in product sales

-easy data update

-ability to replace physical banking branckh
-fast transactions

-correct payments&timely payments
-continuity

-increase customer number

-creating convenience

-increase product sales

-consistency in data exchange
-real-time and fast connection

-low error rate

-correct reports

-flexible report creation

Other systems-WIS

Organization-WIS

The next step was to identify the company CSFsafiirgtion D had several critical

success factors as listed below according to thearities. CSFs had different
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importance levels for the company, which supposiagi CSF importance levels as
input in the SEWISS calculation. They were ideatifias changeable periodically

according to the economical dynamics.

CSHh. Gain/increase customer number

CSF. Increase profit based on products and distrilnutivannels

CSFk. Increase revenue

CSF,. Decrease operational costs

CSks. Increase creativity in services and being thegéo in new services
CSFks. Possession of retention in the sector

The importance of CSF's and also the CSF rankings @0, with respect to each
relationship were gathered which is illustratedTiable 11. The values below should
be read as: in achieving CSFOrganization-WIS relationship has contribution of
9/10.

Table 11. WIS Relationship Weights

CSF, | CSE, | CSK; | CSK, | CSK | CSKs

CSF Importance rankings (1) 6 5 4 3 > 1
Rel; (User-WIS) 8 8 7 10 10 9
Rel, (Other Systems- WIS) 8 8,5 85 9 75 8
Rel; (Organization - WIS) 9 85 9 9 7 9.5

Calculation of SEWISS success value

A web-based questionnaire was prepared by usingrtbasures obtained in the
interview with IS Specialist, which was then sent gystem users by email
(Appendix E). 67% of the respondents were olden B@ years. All of them were at
least university graduates. 81% of the respondesgsinternet continuously during
the day, 86% of which use Internet banking moren teaveral times a week, 95%

performing active transactions with Organizatiors B-banking system.
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By following the calculation steps illustrated inppendix C, WIS relationship
success valuesjR were obtained. Then, these values were filtehedugh CSFs

using WIS relationship weight matrix. Calculatiogtails are shown in Table 12.

Table 12. SEWISS value calculation

CSF, | CSF, | CSF; | CSK, | CSKs | CSKe

CSF Importance rankings(r;) 6 5 4 3 2 1
] | Relationships R
1 | Rel; (User-WIS) 4.4 8 8 7 10 10 9
2 | Rel, (Other Systems- WIS) | 4,5 8 8,5 8,5 9 7.5 8
3 | Rel; (Organization-WIS) 4,4 9 8,5 9 9 7 9,5
Success for each CSF;(iR;) 110 | 110| 108 | 124/ 104 11}
Success for eachCSF with priorityR;*r) | 62 | 552 433 371l 214 117
Total success for each CSF 2352
SEWISS value (out of 100) 75
SEWISS effectiveness level Effective

Considering different respondent profiles, SEWIS8ugs were calculated as in

Table 13 for Organization D.

Table 13. SEWISS values for Organization D

Respondent Profile SEWISS
All respondents 75
Using Internet banking continuously 77
Using Internet continuously 75
Using Organization D WIS several times a week 74
Using Organization D WIS continuously 78
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5.2.2 Organization E

An interview was conducted with Assistant Manadethe Internet banking channel
who was responsible from analysis, design, impldatem, testing and maintenance
of the system development. There were several hiS®mganization E, namely

Bankamatic IS, IVR-phone banking IS, mobile bankiBg main banking IS, and

credits management IS. Being a leader in Interhabeel, Organization E provided
almost all the banking transactions through Interbanking. There were 140

banking operations offered through Internet banking

Organization E’s WIS success definition was “to &eailable 7/24 with high
performance”. Internet banking success was exammnedneasuring transaction
durations, system-off durations, extensively ugaddactions and through feedback
from advisory agencies which were not made avalablthe researcher because of
security reasons. Three WIS relationships weretifiesh considering Organization
E’s Internet banking IS with their priority. Orgaation-WIS relationship contained
the connection with the main banking system andeO#ystems-WIS relationship
included the communication of Internet banking WiA&h insurance company,
retirement insurance, SSK, THY, Turkcell, Avea dtor each relationship, goals

were specified as shown in Table 14.

Table 14. WIS Relationship Goals for Organization E

RELATIONSHIPS | GOALS

-7/24 service
User-WiS -enabling all the transactions
-easy and fast transactions
-security
-secure operation
-electronic data stability
-consistent, flexible data structure
-7/24 operation
- available access
-operational system

Other Systems-WIS

Organization- WIS
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In the next step, for each goal specified in Tdllerelated measures (Appendix D)
were chosen. Organization E had several criticacess factors as listed below
according to their priorities, which had differenmtportance for the company which

supports the proposed framework.

CSH. Increase in profit

CSk. Increase in customer number

CSFs. Offer fast, effective, quality solutions
CSF,. Being reliable

CSK. Being pioneer in services and products

CSK. Increase personnel motivation

The importance of CSF’s and also the CSF rankings @0, with respect to each
relationship were gathered. The data gatherederntierview are illustrated in Table
15.

Table 15. WIS Relationship Weights

CSF, | CSF, | CSF; | CSF, | CSFs | CSF;
CSF Importance rankings(r) 6 5 4 3 1
Rel, (User-WIS) 10 10 4 2 4 1
Rel, (Other systems - WIS) 6 6 1
Rel; (Organization - WIS) 8 6 10 1

Calculation of SEWISS success value

A web-based questionnaire was prepared by usingrbasures obtained in the
interview, which was then sent to system users iingile (Appendix E). Results

revealed that, 98% of the respondents were older 80 years. All of them were at
least university graduates. 69% of the respondessinternet continuously during
the day, 86% of which use Internet banking moren teaveral times a week, 93%
performing active transactions. 47% of the respategdase Organization E’s internet
banking continuously.
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By following the calculation steps illustrated inppendix C, WIS relationship
success values;R were calculated which were then filtered throu@8Fs using

WIS relationship weight matrix. Calculation detailgse shown in Table 16.
Considering different respondent profiles, SEWIS8ugs were calculated as in

Table 17 for Organization E.

Table 16. SEWISS value calculation

CSF, | CSk, | CSK; | CSF, | CSK; | CSKs
CSF Importance rankings(r;) 6 5 4 3 2 1

j | Relationships R
1 | Rel; (User-WIS) 43| 10 10 4 2 4 1
2 | Rel, (Other systems-WIS) | 4,4 2 4 6 6 9 1
3 | Rel; (Organization-WIS) 4.5 2 4 8 6 10 1
Success for each CSF;(iR;) 61 79 79 62 101 13
Success for each CSF with 364 | 302 | 317| 185 202 13
priority(w;*R;*r;)
Total success for each CSF 1467
SEWISS value (out of 100) 47
SEWISS effectiveness level Satisfactory

Table 17. SEWISS values for Organization E

Respondent Profile SEWISS
All respondents 47
Using Internet banking continuously 49
Using Internet continuously 47
Using Organization E WIS several times a week 46
Using Organization E WIS continuously 49
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5.2.3 Outcomes of the Cases in E-banking Domain

SEWISS framework has applied to Organization D @nglanization E and SEWISS
values based on measures chosen by decision makéasth organizations were
obtained. When SEWISS values for Organization D @rghnization E for different
respondent categories are compared, Organizatigothigher SEWISS values in

every category as shown Figure 12 below.
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Figure 12.SEWISS comparison of Organization D and E

The parallelism between the obtained SEWISS vadunek organizations’ websites
statistics from Alexa.com and other organizatidaators is shown in Figures 13 and
14.

When these organizations reach and pageview meaduwen Alexa.com are

examined, Organization D is seen to outperform Qirgdion E in website access.
When SEWISS outcomes are compared, it is seeiig@nization D has a level 75-
Effective, whereas, that of Organization E is 4Tis®actory. It is clear that SEWISS
results and Alexa.com statistics display an enapaggparallelism. Even though, the

latter, which indicates levels of external accessinot be taken as a direct measure
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of WIS effectiveness for obvious reasons.

Daily Reach ( percent)

0.08 T T T T T T T T T T T

Crrgamization T

A A M/“W“/W\

0.06
0.04 -

0,02+ =

ol L 1 L L 1 \ L 1 . L 1
Oct 2008 Jan Apr Ju
EROCE Aloe 2008 S=p 30

Figure 13.Comparison of Daily Reach values for Organizatio& E(Alexa, 2008)
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Figure 14.Comparison of DailyPageview values of Organizald&E (Alexa, 2008)

In Table 18, some performance ratios proposed lydiakog, for banking sector,

which are also used in other studies (Berger,k€laCull, Klapper and Udell, 2005;
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Berger, Davies and Flannery, 1998; Bonin, HasanVaatthtel, 2003; Zimmerman,
1996), are analyzed for Organizations D and E. @hedios are obtained from
BDDK yearly report (BDDK, 2008) shows that evenugh Organization D is a

younger bank, the bank performance ratios havesdhee parallelism with SEWISS

results.
Table 18. Organization D and E Properties

FACTORS ORGANIZATION D |ORGANIZATION E
Bank age 62 84
Employee number (2008) 15354 19949
ROA-Return on Assets (2007) 3.4 2.1
ROE- Return on equity (2007) 110.3 61.7
Net interest Margin (2007) 136.3 108.7
SEWISS 75-Effective 47-Poor

Additionally, Global Finance Organization awardedy&hization D as having the
best Internet banking channel in Europe in 2008ckwilalso supports the SEWISS

results.
5.3 Cases from E-Commerce sector

5.3.1 Organization F

An interview was conducted with Sales Manager whas valso one of the three
shareholders of the company. Three WIS relatiossipimposed by the SEWISS
framework existed in Organization F's e-commerce&SWiheir related objectives are
given in Table 19.

For Organization F, factors like delivery speedphbem solving speed, revenue

target, daily visitors to new customer ratio, caso satisfaction, and product return

rate were constantly monitored to check the problefrihe WIS system.
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Table 19. WIS Relationship Goals for Organization F

RELATIONSHIPS GOALS

User- WIS -easy use

-fast operations
-understandable

Other Systems-WIS fast

-secure data exchange

Organization-WIS

-easy reporting
-correct financial reporting

The company had five critical success factors siedi below according to their

priority, which had different importance values the company, which supports the

proposed framework.

CSR. Correct Delivery

CSFE. Increased Customer Satisfaction

CSk. Increased Revenue

CSE. Increased number of sold products

CSK. Have high revenue per bill ratio

The importance of CSFs and the CSF rankings wipeet to each relationship were
gathered, which resulted in differences among thé&he data gathered in the

interview are illustrated in Table 20.

Table 20. WIS Relationship Weights

Rel; (Organization- WIS)

CSF, | CSK, | CSRK | CSKR | CSK
CSF Importance rankings (1) 5 4 3 2 1
Rel; (User-WIS) 4 9 9 10 7
Rel, (Other Systems - WIS) 10 10 10 4
10 10 10 4
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Calculation of SEWISS success value

The questionnaire was prepared by using the measib&ined in the interview,
which was then rated by system users (Appendix68% of the respondents were
older than 30 years, 84% of them were at leasteunsity graduates. 73% of the
respondents used Internet continuously during e d0% of whom used Internet
shopping several times a year, 33% of them useithedshopping several times a
month. 65% of the respondents used online shoppitign 1 month. 52% used the
e-commerce system to perform active transactiods3&96 just to get information.
31% of the respondents used Organization F’s Iateshopping several times a year,
27% accessed it several times per month and 21% eeemected continuously. WIS
relationship success valuegsRare calculated as given in Table 21. These gadue

then filtered through CSFs using WIS relationshgght matrix.

Table 21. SEWISS value calculation

CSF, | CSk, | CSK; | CSF, | CSK
CSF Importance rankings(r;) 5 4 3 2 1
j | Relationships R
1 | Rel, (User-WIS) 4,1 4 9 9 10 7
2 | Rel, (Other WIS- WIS) 3.8 10 10 10 ) 4
3 | Rel; (Organization - WIS) 3.7 10 10 10 4 4
Success for each CSFfiR)) 91 112 | 112 86 58
Success for each CSF with priority{(;*r;) 455 448 | 336| 172 58

Total success for each CSF 1469
SEWISS value (out of 100) 65
SEWISS effectiveness level Effective
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Considering different respondent profiles, SEWIS8ugs were calculated as in

Table 22 for Organization F.

Table 22. SEWISS values for Organization F

Respondent Profile SEWISS
All respondents 65
Using Internet shopping several times a year 65
Using Internet shopping several times a month 66
Using Internet shopping continuously 61
Using Internet continuously 66
Using Organization F WIS several times a yea 62
Using Organization F WIS several times a morth 69

5.3.2 Organization G
An interview was conducted with Software DevelopmBtanager who was also
responsible for sales activities. Three WIS relatlops were specified and their

goals are represented in Table 23.

Table 23. WIS Relationship Goals for Organization G

RELATIONSHIP GOALS

-fast shopping

-easy to search

-no technical problems
-user-friendly

-fast data exchange

-correct operations

-easy to detect errors

-available functions

-fast promotion definition

-display correct customer information
-enabling information update
-deciding new products to be sold

User-WIS

Other systems-WIS

Organization-WIS
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For Organization G, the e-commerce system’s suceess specified as “7/24
availability with fast and easy shopping, controléa and effective with no IT
dependence”. Some factors like time spent on the sheckout duration, and
customer feedback were monitored. Organization & deveral CSFs, which were
stated as “tightly connected” to each other, describelow.

CSH. Increase sales

CSF. Increase customer quantity
CSF;. Cheap product prices
CSF,. Increase Product variety
CSFs. Increase payment options

The importance values of those CSFs to the spddifiES relationships are shown in
Table 24.

Table 24. WIS Relationship Weights

CSF, | CSF, | CSK; | CSF, | CSK
CSF Importance rankings (r) 5 4 3 2 1
Rel; (User-WIS) 6 8 4 2 8
Rel, (Other Systems- WIS) 8 6 2 8 1
Rel; (Organization - WIS) 8 6 3 9 3

Calculation of SEWISS success value

The questionnaire was prepared by using the measib&ined in the interview,
which was rated by system users (Appendix E). 56%he respondents were older
than 30 years. 87% of them were at least univergitgduates. 81% of the
respondents used Internet continuously during the 88% of whom used Internet
shopping several times a year, 31% of them useithedshopping several times a
month. 63% of the respondents used online shoppitign 1 month. 63% used the
e-commerce system to perform active transactiods3&96 just to get information.
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50% of the respondents used Organization G’s Iateshopping several times a
year, 19% accessed it several times every month7&aonnected continuously.
WIS relationship success valuegsRvere obtained which were then filtered through

CSFs using WIS relationship weight matrix as giveiable 25.

Table 25. SEWISS value calculation

CSF, | CSk, | CSK; | CSF, | CSK

CSF Importance rankings(r) 5 4 3 2 1
j | Relationships Rj
1| Rel; (User-WIS) 3,6 6 8 4 2 8
2| Rel, (Other WIS- WIS) 3,4 8 6 2 8 1
3| Rel; (Organization - WIS) 3,9 8 6 3 9 3
Success for each CSF (wij*Rj) 80 73 33 70 44
Success for each CSF with priority(Wii*Rj*ri)l 201 201 99 139 44
Total success for each CSF 974
SEWISS value (out of 100) 43
SEWISS effectiveness level Satisfactory

Considering different respondent profiles, SEWIS8ugs were calculated as in

Table 26 for Organization G.

Table 26. SEWISS values for Organization G

Respondent Profile SEWISS
All respondents 43
Using Internet shopping several times a year 44
Using Internet shopping several times a month 44
Using Internet shopping continuously 43
Using Internet continuously 44
Using Organization G WIS several times a year 46
Using Organization G WIS several times a month 47

82



5.3.3. Outcomes of the Cases in E-commerce Domain
SEWISS framework has applied to Organization F@nghnization G and SEWISS
results based on measures chosen by decision maekésth organizations were

obtained.

When SEWISS results for Organization F and OrgaiomaG for different
respondent categories are compared, Organizatioperforms better in every

category as shown in Figure 15.

The concurrent validity of the results was checkgdcomparing SEWISS results
with organizations’ websites statistics and songanizational factors as illustrated

in Figures 16 and 17.
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Figure 15.Comparison of SEWISS values for Organization F@nd
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Figure 17.Comparison of DailyPageview values of Organizatt&G (Alexa, 2008)

When these organizations reach and pageview meadom Alexa.com were
examined, parallel to SEWISS results, Organizakiatoes better than Organization

G in website access. These results supports SE\WSSpromising framework for

84



WIS success assessment. Additionally, for conctivahdity, some organizational

characteristics were compared with the SEWISS t®aslshown in Table 27 below.

Table 27. Organization F and G Properties

FACTORS ORGANIZATION F  |ORGANIZATION G
10 2

Age of the Organization

Number of employees 156 50
Revenue $150 million $10 million
SEWISS 65-Effective 43-Satisfactory

Furthermore, Organization F was placed a8 B8the first 500 IT companies in a
research conducted by Interpromedya in 2007 in @urkhey were also awarded as
the best IT Company in B2C category, in 500 IT cames in Turkey, which also

supports the SEWISS results.

5.4 Discussion on Case Study Results

The framework resulted in a WIS effectiveness |e¢kat was anticipated to order the
WISs. SEWISS allows ordering of different WISs widspect to their effectiveness

and thus makes classification possible at fiveeddiit levels.

The validation of the results is a complex subj&scause, there is no reference
measure that can be used to compare the effectisaesults to validate SEWISS
values against. Therefore, the SEWISS effectivermessilts were justified by
comparing the outcomes with some organizationdabfacand website statistics. The
SEWISS results and those factors were parallel upparting the fact that the
organization that got a higher SEWISS success yateasured through the SEWISS
framework, was the one that operated better in gevfmorganizational or domain

specific factors.
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CHAPTER 6

CONCLUSION

Internet has changed the characteristics of thernmdtion systems and their
environment by providing a multi-access, borderlessimunication medium. This
change brings the necessity of considering IS ass&® through a novel approach.
Consequently, this study aimed to create a WIS e¥eness assessment framework,
which would allow better judgments about informatisystem investments for

organizations. The objectives of this study were:

> To explore the previous studies in IS effectivenassessment area
and to identify their inadequacies in the contdXt\S;

> To present a novel framework for WIS effectivenessessment;

> To enhance the proposed framework and to appi@isalidity via

multiple case studies

In order to fulfill these objectives, the startipgint was to review the previous
studies on information system effectiveness assas#srn this regard, literature on
both traditional IS assessment and on WIS asses$smamely assessment of e-
business, e-government and website evaluation wexplored and their

insufficiencies were identified. Even though theauds¢s on IS effectiveness
assessment literature are valuable in their owrspeetives, they are far from

providing a broad, comprehensive framework for thealuation of WISs
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independent of the application domain. Hence, aehdVIS success assessment
framework, SEWISS, was developed which encompabs#is WIS related and
organization related aspects for the assessmenhidregard, theelationships of
WIS with its environment were taken into account as finst dimension. WIS
success was evaluated in terms of its relationshifis its users, other ISs and the
organization. Considering solely WIS relationshipssuccess assessment isolated
from the organization provides a limited view ofetWIS success. Therefore,
organizational CSFs were considered underStnategydimension of the proposed

framework.

For effectiveness assessment, initial considerawas that if a WIS relationship
interacts with a CSF, it adds value to the accoshptient of the specific CSF and
therefore, it contributes to WIS success. Hendatiomships and CSF’s are essential
framework elements. Considering these elementsiradmeework resulted in a WIS
effectiveness level that was anticipated to quaititiely rank the systems. SEWISS
allows ordering of different WISs with respect heir effectiveness and thus makes

ordinal classification possible between differentSa/

After the development stage, framework was enhaacelits validity was justified
through multiple case studies. In this regard, SE8/framework was applied in a
total of four different organizations in two diféart sectors, namely in e-banking and
e-commerce domains. Before those case studiese tmreliminary cases were
investigated for WISs in business, university, aachote lab domains, to test the
framework elements. The following research questimere answered through the

analyses of the case studies:
1. Does the proposed framework reflect WIS success?

a. Do the proposed SEWISS dimensions exist in e-comenerbanking
and e-learning systems?

b. Do WIS relationships exist in e-commerce, e-bankang e-learning
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domains?
c. Do CSFs differ in e-commerce, e-banking and e-legrn
organizational contexts?
d. Do CSFs differ in their importance to the organza®
2. Does the effectiveness value found within the psepoframework measure
WIS’s success in e-commerce and e-banking organivt
3. Does the framework distinguish between fully andrtlpaweb-based
organizations in success assessment?
4. Is the proposed framework applicable to the orgemnal domains subject
to the case studies, namely e-banking and e-bissorganizations?

First of all, in WISs of all the case studies, udihg the preliminary cases, it was
observed that the framework dimensions; WIS retetigps and CSFs, existed.
Secondly, CSFs gathered from different organizatmithe same domain have some
similarities, but also some differences, which meamn in the same domain,
organizations may have different views of doingibess. In different domains,
CSFs are more diverse supporting the proposed franke The CSFs differed in
their importance levels to the organization; soneemmore important and crucial

than the others, which supports the proposed framew

The verification of the results is a convoluted jeab Because, using a reference
measure to validate SEWISS values against, meareptiiog a valid WIS success
measure already exists. In that case, there walablneed to propose a method for
success calculation; that reference measure coale Hbeen used for success
assessment instead. Nevertheless, there is notssmekasure that can be used to
compare SEWISS values against, which creates ditygliroblem. Therefore, in this
study, concurrent validity of the obtained resuwitas justified by comparing the
outcomes with some organizational factors and vielssatistics. The comparison of
SEWISS values and those factors gave promisindtsesly supporting the fact that
organization which got a higher SEWISS successeyatueasured through the
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SEWISS framework, was the one that operated bettegrms of organizational or

domain specific factors.

SEWISS framework aimed to provide an empirical folation to measure
effectiveness of WISs, which may not be unique tbe assessment. Other

formulations can be proposed by other studies.

SEWISS framework is proposed as a generic framevaor&ny type of WIS, for any
organizational domain, whether it is e-businesgoeernment, e-learning, or e-health
system. But, it also allows organization specisessment based on organizational
CSFs and WIS relationship measures for differemhalos. For a specific domain,
the WIS relationship measures may differ and canclhesen according to the
characteristics of the domain. For example, anuatin criterion like delivery time
used for the assessment of an e-commerce WIS wmddningless for the
assessment of an e-banking WIS. Therefore, flaibg provided in the assessment
process according to the domain of the organizattmen though SEWISS proposes
a structured assessment framework, it allows cugtdian of the WIS assessment
according to the characteristics of the organinatio

Evaluation of a WIS cannot be independent of itsrsisin this regard, SEWISS
framework proposes assessment based on stakepelgdeptions. This study was an
interpretive study, it took into account not onhetuser perceptions but also their
influence to achievement of organizational goalengequently, in assessment,
expert knowledge (IS Specialist), management coisc@ SF related data) and other

stakeholder perceptions (questionnaires) were dereil.

Limitations

The questionnaires were applied to the users ofVii® in the organizations in
which the case studies were conducted; however suintee stakeholder groups

could not have been reached, since the procesBirg but the questionnaires was
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based on volunteer participation. The answers celefrom stakeholders were not
equally distributed in terms of stakeholder typ&dditionally, the data collection
process through interviews were difficult to contdbecause of low motivation and
time constraints. These limitations can be mitigaiece the framework is applied by
organizational management incentives rather théereal research purposes.

In gathering the measures, GQM could not be apdidig, the middle step of
getting questions was eliminated because the iet#ees were not experienced in
GQM method and they preferred to specify goals jantp directly to the measure
specification step. A sample list of measures fmcess assessment was provided to
the interviewees to ease GQM application and tm@tributions were also gathered.
The provided list was just an example used in stigly, and its content could be

expanded in other studies.

The SEWISS framework was applied to limited numiifeorganizations because of

time constraints, which is another limitation ofstktudy.
Future Study

The proposed framework could be applied to diffedomains like e-government

and e-health. In a specific sector, the framewark lze applied to a higher number of
organizations to develop domain-specific list ofasigres. This would create fixed

sector specific questionnaires to be applied tasusehe framework can also be
applied to a specific organization at differentdsrof the organization’s life span to
monitor the improvement of their WISs in time amdtest which measures are
chosen for the different ages of the organizatmmWIS assessment. A web-based
tool based on the framework proposed in this sty been developed, it is in the
process of being applied and evaluated in diffedemains.

As a future research, the SEWISS assessment frarkevoald also be applied

together with other assessment models to providengparison between them. The
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frequency of applying the SEWISS framework is aeoimportant point to consider
in the dynamic business and Internet environmerdgcaBse, in time, as the
organization adjusts itself to reach a more sudgkssate, it may also need to
change the measures it uses for the assessmentioAdtly, the cost of performing
WIS assessments for organizations deserves sooré &ffa future study.

Since the numbers of respondents were not higlistatal reliability was not the
concern of this study. The aim was to develop nij@s/e assessment framework
and to show its applicability in different orgartioas. Hence, statistical analysis of
the results is left as a future study.

Technology Acceptance Model (TAM) searches for tmeasurement of the
determinants of computer usage (McCloskey, 20033. & future work, the
integration of TAM to SEWISS framework in specificam of the measures for

assessment can be attempted.
With web 2.0, now Internet provides two way intéi@t between users, therefore

WISs have become more interactive environments Hoamml environments. This

also deserves attention and its effect in WIS assest could be explored further.

91



REFERENCES

Aladwani, A. & Palvia, P. (2002). Developing andlidating an instrument for
measuring user perceived web qualilgformation and Managem€39),
467-476.

Alazmi, M. & Zairi, M. (2003). Knowledge Managemeatitical success factors.
Total Quality Management, {2), 199-204.

Alexa (Producer). (2008) Alexa information httpWww.alexa.com/.

Alexander, W. J. & Randolph, W. A. (1985). The B#tween Technology and
Structure as a Predictor of Performance in NurSagunits.The Academy of
Management Journal, 28), 844-859.

Ammenwerth, E., Graber, S., Herrmann, G., Burkle, & Koénig, J. (2003).
Evaluation of health information systems- Problermsd Challenges.
International Journal of Medical Informati€sl), 125-135.

Auger, P. (2003). The Relationship between Difféetion Strategies and Internet-
based Electronic Commerce Strategies. Unpublishedrky Paper.
Melburne University.

Barut, M., Faisst, W. & Kanet, J. J. (2002). MeasgirSupply chain Coupling: An
Information System Perspectivieuropean Journal of Purchasing and Supply
Managemer{8), 161-171.

92



Basili, V. R., Kan, S. H. & Shapiro, L. N. (199480oftware Quality: An overview
from the perspective of total quality managemdBM Systems Journal,
March.

BDDK (2008).Secilmy Rasyolar-2007

Becker, J., Niehaves, B., Algermissen, L., Delfm&n, & Falk, T. (2004).E-
government Success FactoPaper presented at the E-Government.

Beise, C. M. (1994). A Model of the IS/Organizatbninterface and Users’
Perceptions of IS EffectivenesSomputer Personnel, July

Benbasat, I., Goldstein, D. K. & Mead, M. (1987heTCase Research Strategy in
Studies of Information System¥glS Quarterly 369-386.

Berger, A. N., Clarke, G. R. G., Cull, R., Klappdr, & Udell, G. F. (2005).
Corporate Governance and Bank Performance : A agmatysis of the static,
selection, and dynamic effects of domestic, foreggrd state ownership.
Journal of Banking and Finance, 28179-2221.

Berger, A. N., Davies, S. M. & Flannery, M. J. (899 Comparing Market and
Supervisory Assessments of Bank Performance: Whowsnwhat When?
FEDS Paper No. 98-3Retrieved from http://ssrn.com/abstract=121651 or
DOI: 10.2139/ssrn.121651. doi:10.2139/ssrn.121651

Bonin, J. P., Hasan, I. & Watchtel, P. (2003). Btization Matters: Bank
Performance in Transition Countriekurnal of Banking and Finance, @8
9), 2155-2178.

Bremser, W. & Chung, Q. B. (2005). A framework fmrformance measurement in
the e-business environmentElectronic Commerce Research and
Applicationg4), 395-412.

Brynjolfsson, E. (1993). The Productivity Paradok loformation Technology.
Communications of the ACM, @2).

93



Carr, S. (2001). Book Review: The Internet BubBlesiness Book Review,.18

Chang, C. J. & King, R. W. (2005). Measuring thefé®ance of Information
Systems: A Functional Scorecardournal of Management Information
Systems, 42), 85-115.

Chen, L., Gillenson, M. & Sherrell, D. L. (2008)o@sumer Acceptance of Virtual
Stores: A Theoretical Consumer Acceptance andd@liuccess Factors for
Virtual Storesinternational Journal of Mobile Communications

Cheung, C. M. K. & Lee, M. K. O. (2005Consumer Satisfaction with Internet
shopping: A research framework and Propositions Future Research.
Paper presented at the Proceedings of the 7thnatienal conference on
Electronic commerce.

Cronholm, S. & Goldkuhl, G. (2003Bix generic Types of Information Systems
Evaluation Paper presented at the 10th European Conferenbdarmation
Technology Evaluation (ECITE-2003).

D'ambra, J. (2001)Measuring the effcetiveness of the www as an irdbom
source.Paper presented at the IEEE International Conferem Systems,
Man, and Cybernetics.

D'ambra, J. & Rice, R. E. (2001). Emerging FactorsUser Evaluation of the
WWW. Information and Management, 3873-384.

D'ambra, J. & Wilson, C. S. (2004). Explaining meved performance of the World
Wide Web.Internet Research, 14), 294-310.

Dedrick, J., Gurbaxani, V. & Kenneth, L. K. (2003hformation technology and
Economic Performance: A critical Review of the Erogl Evidence ACM
Computing Surveys, 8b, 1-28.

DeLone, W. H. & McLean, E. R. (1992). Informatioysgems success: The Quest for
the Dependent Variablénformation Systems Research()3 60-95.

94



DeLone, W. H. & McLean, E. R. (2003). The DelLoned avicLean Model of
Information Systems Success: A Ten-Year Updateirnal of Information
Systems, 18), 9-30.

DelLone, W. H. & McLean, E. R. (2004). Measuring er@nerce Success: Applying
the DelLone and McLean Model of Information SysteBiseccess Model.
International Journal of Electronic Commercg1® 31-47.

Dumke (2007). GQM Method, from http://ivs.cs.unigdaburg.de/sw-
eng/us/java/GQM/link1.shtml

Ekodialog. Bankacilik: Yonetim ve Performans Ret December 10, 2008, from
http://www.ekodialog.com/finansal_eko/fin_eko_kaamis.html

Elpez, I. & Fink, D. (2006). Information Systemsc8ess in the Public Sector:
Stakeholders’ Perspectives and Emerging Alignmerad@l Issues in
Informing Science and Information Technology, 3

Eralp, O. (2004)Design and Implementation of a Software DeveloprReatess
Measurement Systeiiddle East Technical University.

Evangelidis, A., Akomode, J., Bendiab, A. & Taylt, (2002).Risk Assessment&
success factors for e-government in a UK estabkstinPaper presented at
the EGOV 2002.

Fitzgerald, G. (1998). Evaluating Information SysseProjects: A Multidimensional
Approach.Journal of Information Technology, 185-27.

Gable, G. G., Darshana, S. & Chan, T. (20(Bpterprise System Success:. a
Measurement ModePaper presented at the 24th International Coméeren
Information Systems.

Garson, G. D. Statnotes: Topics in Multivariate e Retrieved December 1,
2008, from http://www2.chass.ncsu.edu/garson/patébiote.htm

95



Gil-Garcia, R. & Pardo, T. (2005). E-governmentcass factors: Mapping practical
tools to theoretical foundation&overnment Information Quarterly, 2287-
216.

Gunasekaran, A., Ngai, E. W. T. & McGaughey, R. (E006). Information
Technology and Systems Justification: A review foesearch and
Applications.European Journal of Operational Research, 1997-983.

Gurbaxani, V. & Whang, S. (1991). The Impact ofommhation Systems on
Organizations and MarketSommunications of the ACM, @34, 59-73.

Hambrick, D. C. (1980). Operationalizing the cortcepBusiness-Level Strategy in
ResearchAcademy of Management Revie)5567-575.

Hamilton, S. & Chervany, N. (1981). Evaluating Infation Systems Effectiveness-
Part 1: Comparing Evaluation ApproachigS Quarterly

Hu, Y., Xiao, J., Pang, J. & Xie, K. (200%.research on the appraisal Framework
of e-government Project Succe$¥aper presented at the 7th international
conference on Electronic commerce.

Ifinedo, P. & Nahar, N. (2006)Prioritization of Prioritization of Enterprise
Resource Planning (ERP) Systems Success Measumgpoints of Two
Stakeholder GroupsPaper presented at the ACM symposium on Applied
computing.

livari, J. (2005). An Empirical Test of the DeLoMeLean Model of Information
System SuccesstThe DATA BASE for Advances in Information Systems,

36(2).

Irani, Z. & Love, P. (2008). Information systems akation: A crisis of
understandindgevaluation of Information Systems, Public and Puvaector
(pp. ix-xxxvi): Elsevier Ltd.

96



Irani, Z., Love, P. E. D., Elliman, T., Jones, S. T&emistocleous, M. (2005).
Evaluating e-government: Learning from the expemsnof two UK local
authoritiesInformation Systems Journal, ,161-82.

Isakowitz, T., Bieber, M. & Vitali, F. (1998). Weblnformation Systems.
Communication of the ACM, @7).

Ives, B. & Learmonth, G. P. (1984). An Informati@ystem as a Competitive
Weapon Communications of ACM, 212).

Jarvenpaa, S. L. & Tiller, E. H. (1999). IntegratiMarket, Technology, and Policy
Opportunities In E-Business Strategyournal of Strategic Information
Systems, ,835-249.

Jennex, M., Olfman, L., Panthawi, P. & Park, Y.94&2 An Organizational Memory
Information Systems Success Model: An Extensi@ebbne and McLean’s
IS Success ModeRaper presented at the 31st Annual Hawaii Intennalt
Conference on System Sciences.

Jones, S., Wilikens, M., Morris, P. & Masera, MO@B). Trust Requirements in E-
business: A conceptual framework for understantiegneeds and concerns
of different stakeholder€ommunications of ACM, {B2).

Jun, M. & Cai, S. (2001). The Key Determinants afetnet Banking Service
Quality: A Content Analysidnternational Journal of Bank Marketing, 8,
276-291.

Kanungo, S., Duda, S. & Srinivas, Y. (1999). A $twed Model for Evaluating
Information Systems EffectivenessSystems Research and Behavioral
Science, 16495-518.

Kaplan, B. & Duchon, D. (1988). Combining Qualit&iand Quantitative Methods
in Information Systems Research: Case studgnagement Information
Systems Quarterly, $71-581.

97



Kaplan, R.S. & Norton, D.P. (1992). The Balancedr8card-Measures that Drive
PerformancetHarward Business Review, Jan — F&h;80.

Keeney, R. (1999). The Value of Internet Commeccéhe Customeranagement
Science, 48).

Kharif, O. (2000). Broken Mantras of the CyberwoBdisiness Week Online

Lai , J. Y. (2006).Assessment of Employees’ Perceptions of Servicdityaad
satisfaction with e-businesBaper presented at the SIGMIS-CPR’06.

Lai, V. S. & Wong, B. K. (2005). Business TypesSHategies, and Performance.
Communication of the ACM, (8.

Liao, Z. & Cheung, M. T. (2002). Internet-based Bag And Consumer Attitudes:
An Emprical Studylnformation and Management, 3883-295.

Lindvall, M., Donzelli, P., Asgari, S. & Basili, V(2005). Towards Reusable
Measurement PattersPaper presented at the 11th IEEE International
Software Metrics Symposium.

Liu, C. & Arnett, K. P. (2000). Exploring the factoassociated with Web site
success in the context of electronic commei@®rmation and Management,
38, 23-33.

Loiacono, E. T., Watson, R. T. & Goodhue, D. L.@R WebQual: An Instrument
for Consumer Evaluation of Web Sitdnaternational Journal of Electronic
Commerce, 1(B), 51-87.

Lu, X., Huang, L. & Heng, M. (2005). Critical Sugse Factors of inter-
organizational Information Systems- A case studZisto and Xiao Tong in
China.Information and Management, 4395-408.

98



Malik, K. (2001).Information Systems Effectiveness: An Integrategar@gch.Paper
presented at the Change Management and the NevstiradiuRevolution,
IEMC '01.

Mata, F. J., Fuerst, W. L. & Barney, J. B. (199B)formation Technology and
Sustained Competitive Advantage: A Resource-Basaumhlysis. MIS
Quatrterly, 194), 487-505.

McCloskey D. (2003). Evaluating Electronic CommerBeceptance with the
Technology Acceptance ModellThe Journal of Computer Information
Systems, 42), 49-57.

McKinsey (2008). IT's unmet potential Retrieved Beder 10, 2008

Mendonca, M. G. & Basili, V. R. (2000). Validatiai an Approach for Improving
Existing Measurement FrameworkdEEE Transactions on Software
Engineering, 260).

Minocha, S., Petre, M., Tzanidou, E., Dijk, G. Wijllard, N., Roberts, D. et al.
(2006). Evaluating E-Commerce Environments: Approaches tws§&
disciplinary Investigation Paper presented at the Conference on Human
Factors in Computing Systems CHI 2006.

Molla, A. (2001). E-Commerce Systems Success: Atempt to Extend and
Respecify the DeLone and McLean Model for Succésstnal of Electronic
Commerce Research(4).

Muijs, D. (2004). Doing quantitative research in education with SPS&age
Publications.

Mukhopadhyay, T., Kekre, S. & Kalathur, S. (1998)isiness Value of Information
Technology: A study of Electronic Data InterchanydS Quarterly 137-
156.

Munro, M. & Wheeler, B. (1980). Planning, Criticsbuccess Factors, and
Management’s Information RequiremeS Quarterly, 44), 27-38.

99



Myers , B. L., Kappelman, C. K. & Prybutok, V. R997). A Comprehensive Model
for Assessing the Quality and Productivity of the&formation Systems
Function: Toward a Theory for Information Systemsss@ssment.
Information Resources Management Journa(;1201-15.

Myers, M. D. (1997). Qualitative Research in Infation Systems, MIS Quarterly
21(2).

Ozkan, S. (2006)PB-ISAM: A Process-based Framework For Informat&ystems
Effectiveness Assessment in Organizational Contishtklle East Technical
University, Ankara.

Ozkan, S., Hackney, R. & Bilgen, S. (2007). Prodeased Information Systems
Evaluation: towards the attributes of “PRISEJournal of Enterprise
Information Management, 28), 700-725.

Park, H. & Baek, S. (2007Measuring Service Quality of Online Bookstore with
WebQual Paper presented at the Human-Computer Intera¢tiGi.

Pather, S., Erwin, G. & Remenyi, D. (200B)easuring E-commerce Effectiveness:
A Conceptual Model.Paper presented at the SAICSIT South African
Institute.

Peter, S., DeLone, W. H. & McLean, E. R. (2008).a¢igring Information Systems
Success: models, dimensions, measures, and iatesrships. European
Journal of Information Systems,,12736-263.

Peters, R., Janssen, M. & Engers, T. V. (2004@asuring e-government impact:
existing practices and shortcomingzaper presented at the 6th International
Conference on Electronic Commerce ICEC’04.

Pires, G. & Aisbett, J. (2003). A Relationship Beem Technology Adoption and
Strategy in Business- To- Business Markets: TheeGafs E-Commerce.
Industrial Marketing Management, 3291-300.

100



Pitt, L. F., Watson, R. T. & Kavan, C. B. (1995er@ce quality: A measure of
information systems effectivenedslS Quarterly, 192), 173-187.

Poon, P. P. & Wagner, C. (2001). Critical Succeastdts revisited: Success and
Failure Cases of Information Systems for Senioedtxives. Decision
Support Systems, 3893-418.

Powell, T. C. & Dent-Micallef, A. (1997). Informain Technology as Competitive
Advantage: The role of human, business and techggalesourcesStrategic
Management Journal, 18), 375-405.

Rockart, J. F. (1980) Tilte. In :&Vol. 1297-82 Center for Information Systems
Research, Alfred P. Sloan School of Management.

Sabherwal, R., Jeyaraj, A. & Chowa, C. (2006). imfation System Success:
Individual and Oranisational determinantdanagement Science, (32),
1849-1864.

Schaupp, C. L. (2005). A Conjoint Analysis of OmlirConsumer Satisfaction.
Journal of Electronic Commerce Researcf®)6

Schonberg, E., Cofino, T., Hoch, R., Podlaseck, 8.Spraragen, S. (2000).
Measuring succes€ommunications of ACM, 43).

Seddon, P. B., Greaser, V. & Willcocks, L. P. (200@easuring Organizational 1S
Effectiveness: An Overview and Update of Senior BMgament Perspectives.
The DATA BASE for Advances in Information Syst86{R).

Seddon, P. B., Staples, S., Patnayakuni, R. & Bowké4. (1998). The IS
Effectiveness Matrix: The Importance of Stakeholderd System in
Measuring IS Succes®aper presented at the International Conference on
Information Systems.

Seddon, P. B., Staples, S., Patnayakuni, R. & Bowie (1999). Dimensions of
Information Systems Succes€ommunications of the Association for
Information Systems(20).

101



Seethamraju, R. C. (2004Measurement of user-perceived web quali®aper
presented at the 12th European Conference on lataymSystems (ECIS).

Serafeimidis, V. & Smithson, S. (2003). Informati@ystems Evaluation as an
Organizational Institution- experience from a CaSwdy. Information
Systems Journal, 1251-274.

Siegfried, T., Grabow, B. & Druke, H. (2003)en factors for success for Local
Community E-GovermerRaper presented at the EGOV 2003.

Smith, H. A. & McKeen, J. D. (1996). Measuring KBow Does Your Organization
Rate?Database Advances, @Jj.

Sobczak, A. & Berry, D. M. (2006). Distributed phty ranking of strategic
preliminary requirements for management informatgstems in economic
organizationslnformation and Software technology,, 460-984.

Stone, A. (2000). Crawling from the Dot-com WreckaBusiness Week Online

Straub, D. W., Hoffman, D. L., Weber, B. W. & Stieéhd, C. (2002a). Measuring e-
Commerce in Net-enabled Organizations: An Introiductto the Special
Issue.Information Systems Research(2)3115-124.

Straub, D. W., Hoffman, D. L., Weber, B. W. & Stieéhd, C. (2002b). Toward Net-
Metrics for Net-Enhanced Organizationsiformation Systems Research,
13(3), 227-238.

Sward, D. (2006). Measuring the Business Valuenfdrimation Technologyintel
Press

Taniar, D. & Rahayu, J. W. (2004)eb Information Systemi§s| Publishing.

The Economist (2008). Government offline: Why best succeeds on the web and
government mostly fails. The Economist from
http://www.economist.com/opinion/displaystory.cfrtity_id=10689634

102



Torkzadeh, G., Chang, J. & Dhillon, G. (2003). Resaining the Measurement
Models of success for Internet Commedcdormation and Management, 41
577-584.

Torkzadeh, G. & Dhillon, G. (2002). Measuring Fastthat Influence the Success of
Internet Commercédnformation Systems Research(2)3187-204.

Vandenbosch, B. & Huff, S. L. (1997). Searching ABchnning: How Executives
Obtain Information From Executive Information SyateMIS Quarterly, 21
81-108.

Whitworth, B., Cheikna, S. & Whitworth, E. (200&ssessing Emergent Business IT
using the Web of System PerformanPaper presented at the The Fifth
Wuhan International Conference on E-Business.

Yin, R. K. (1993). Applications of the Case Study Resea(®tol. 34): SAGE
Publications.

Zahedi, F. & Ashrafi, N. (1991). Software Reliatyilallocation Based on Structure,
Utility, Price, and CostEEE Transactions on Software Engineering4)7

Zhang, M. (2005)Information Technology Capability, Organizationalil@ire, and
Export PerformancéWashington State University, Washington.

Zimmerman, G. C. (1996). Factors Influencing ComityuBank Performance in
Californaia.FRBS Economic Review, 1

103



APPENDICES

APPENDIX A: FULL LIST OF MEASURES

Letters in codes refer to measures referred ifidl@wving studies:

A: Kumar (1990) ; G: Palmer (2002); H: Agarwal avienkatesh measures stated in
Straub et al. (2002a) ; J: Torkzadeh and Dhilla200@); K: Kim et. al measures
stated in Straub et al. (2002b); L: Zhu and Kraemm=asures in Straub et al.
(2002b); M: McKinney et. al measures in Straub let(2002b); N: Devaraj et. al
measures in Straub et al. (2002b); O: Eralp (20P4)Joseph et al. (1999) ;Q: Liao
and Cheung (2002) ;R: Jun and Cai (2001)

Code | Measure Code | Measure
N1/J21 kolay algveris imkani N14 cssitli deme opsiyonlari
N2 anlailabilir alisveris etkilesimi N15 online algveris guveni
N3/M4 sitede dolgma kolaylgi M1 uygulanabilen bilgi
alisveriste daha fazla kontrol verilen bilginin anlamli olmasi
m imkan! - verilen bilginin yapilanglerle
N5 effektif aligveris imkani M3 ilgili olmas!
NG aligveris kararlarini kolaylgtirma| M4 verilen bilginin acik olmasi
NS yeterli fiyat, vergi bilgisi M5 verilen bilginin anlallir olmasi
NO farkl aligveris alternatifleri M6 verilen bilginin okunurlgunun
degerlendirme kolay olmasi
N10 hizl algveris M7 sitenin gavenilirlgi
N11/32 alisverisicin harcanan caba M8 sitenin dgrulugu
6deme opsiyonlari sitenin bakalari tarafindan
N12 ——— M9 benimesenmesi
N13 misteriyi hatirlama
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Code Measure _ - Code Measure
M10 )s/g?éjrﬁ ztjnq::n bilginin, servislerin L7 suiars -ta.k|b| imkani |
M11 sitede sunulan bilginin, servislerin L8 misterinin tekrar gelmesi
tam olmasi guvenlik
M12 sitede_sunulan b_ilginin, servislerin L9 on
gerekli konulari icermesi L10 gurasyon
M13 artin ve servislerin gdlili gi ™ msteri kayit
M16 bilgilendirici 12 online tavsiye
19 |t ey | 130 e
M19 verilen bilginin tatmin edici olmasi L14 gercek zamanli destek
M20 | tUm web sitesinin tatmin edic L15 | online Gran tedagi
M21 kullaniciyla etkilgim icinde olmasi/ L16 elektronik veri dgisimi
cevap vermes . tedarikci sanal toplulgu
M22 hizh yiklenebilmesi L17 _ _ _
basit plamnin olmasi L18 d_|ger tedf_;lrlkglerle entegre bilgi
M23 sistemleri
V24 | Kolay kullanilabilir olmasi L1g | loistik
M5 iyi organize edilmj olmasi L20 stok verisi paylami
M26 aclk bir tasariminin olmasi K1 her ortamda hizli yiklenebilme
M27 gorsel olarak etkileyici olmasi K2 ilk sayfanin yiklenme hizi
V28 fegllendmm olmasi K3 g:g:(ljg:u%r; yapmaya cajanlara
M2g | ll9ing olmasi ka | Sistem giveni icin kesin kurallar
v3o | Yeterlilink olmasi ksyN7| Urin ve servisler icin dou bilgi
M31 link agiklamalarinin agik olmasi <6 dgeler hakkinda bilgi
M3z | lIEri/geri gitmenin kolay olmasi 7 | teslimatsekii ve tarihiicin opsiyonlar
M3z | & sayida klik gerektirmesi <@ sipars islemi kullansli
M34 tran listesi olgturabilme <o sekil ve gorung stili
M35 arun listesi dgistirebilme <10 yerlesimin ekrana_uyguniu
v3e | Kisiye ozel Urin yaratabilme k11 | Misteriyle farkit irtibat yollari
M37 degisik Uriin 6zellikleri secebilme <12 duyurularin olmasi
M38 kolay ulgim 1 uriin secimi
Mag | Kullanilabilirlik 1o | Kaliteli Grin caitili @
MAL sitenin tatmin edici olmasi 13 aran caitlili g
Lo | @ramayapabilme yetefie 4| Urin ulailabilii g
L3 triin yorumlari 5 kolay kagllastirma
L6 hesap yonetimi 6 geni Uriin yelpazesi
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Code | Measure Code | Measure
18 izinsiz kullanim HS satsl tesfik
39 kisisel bilgilerin kéttye kullaniimasi Ho online grup

kredi karti bilgilerin kottye kisilestiriime
J10 kullanilmasi H10 rend ve bilgvi &
I11 kisisel bilginin bgkalariyla paylaimi H11 en yeni trend ve bilgiyi ggama

T = sitenin iddiali-gostesli olmasi

112 tedarikci merulugu H12 -

satici meruiugu H13 bir hikaye olgturmasi
J13 — -

tedarikei guveniling H14 glvenilir Kisileri tutabilme
J14

— - - etkilesilen bilgi ilerlemesi kontrolu
J15 e tiearet arvend i kullanilirhk
116 yanlis Grin H16 :
117 nakliyat hatalari H17 asarim
118 e-ticaret kirliligi dGnleme H18 edinilen izlenim
119 e-ticaret cevreye etki G1 kullanic: tatmini
120 e-ticaret gevreye zarar verme G2 misterinin tekrargelme olasgi
121 kolay alsveris a3 kullanim siklgi
122 alisveris cabasi G4 erisim hizi
12 sirada zaman G5 gOsterme hizi
sitenin organizssyonu

124 se¢me zamani G6

Kisilerle tartsma a7 operasyonlarin sirasi
J25 —
126 6deme zamamni G8 site dizeni
197 zaman Kisiti G9 yerlesimi
128 geri verme garantisi G10 miktar
129 geri verme kolaygi G11 cestllik

sats sonrasi hizmet G12 kisilestirme etklgimi
J30

: sik sorulan sorular

J31 | Ve G13 ——
132 arun fiyat G114 geribidirm

—— : rapor edilen problem sayisi
133 arun deeri 01 - -
H2 farkli araclarin kullanimi 02 gozulen problem sayisi

o T ortalama problem ¢ézme siresi
H3 eriin derinlie > sistem hata sayisi
Ha/La yeni bilgi 04 | o
H5 sitenin acik amaclari olmasi 05 Galisma saati miktari
6 websitesi yapisi 06 personel sayis|
47 ilerleme hakkinda geribildirim o7 tecrtibe yil
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Code | Measure Code | Measure

08 edinilen personel sayisi o1 heran egim

09 kaybedilen personel sayisi Q2 herhangi yerden aim

010 database tablo sayisi Q3 cesitli i slemlere egim

011 database record sayisi 04 zevkli

012 database kelime sayisi Q5 stressiz

013 componnet/unit sayisi Q6 kolay izlenebilir talimat

014 eklenen componnet/unit sayisi Q7 basit operasyone§lemler

015 degistirilen componnet/unit sayisi 08 basit donanim ve yazilim ihtiyaclari
016 silinen componnet/unit sayisi Q9 geni yardim mendleri

017 arayliz sayisi 010 verimli website tasarimi

018 silinen arayuz" sayisl 011 |es(ljeer8illenr1|eteylt Oncesinde kontrol
019 eklenen arayliz say!s| 012 islemleri istenen hizda yapma
020 degistirilen araytiz sayisi 013 yetkili erisim

021 | kod satir sayisi G4 | MUstert DIGIST gizlig

022 kaynak kodu dosyasi sayisi 015 yuksek meblaliglemlerde kisitlamalg
pp | islem darulugu 016 siki guvenlik taahhiid

p2 islemlerin yapiimasi garantisi Q17 geleneksel bankaciliktan fazla hiz
pg | dogruislem b"?'.s'. 018 hizli cevap verme

P4 kolay kullanabilirlik L Grin caitili g

P5 misteri geri bildirimi o Gran ozellikleri

PG 7 guin/24 saaglem yapabilme s dogru servis

p7 24 saat icindgikayet ceveplama ~d yardim

P8 beklenmeyen sorulara cevap verme RS vaadedilen servisin sunulmasi
P9 profesyonel gériinim 6 dogru kayt

P10 ZZgiﬁlgﬁturma ve §lem yapma o email ulgimi

P11 islem sirasinda bekleme RS telefon ulgimi

P12 menu yeterlilgi R9 hizli problem ¢ézme

P13 sistemin kullanmag@timi R10 acik cevaplama

P14 yeni kullanicilara yol gosterme R11 uygun servis

P15 eln.gelll.l.er |<;|r.1 Ozelglemler R12 maf;tle”rlllyneaglnemh bilgilerin

P16 Kisiye 6zel bir ortam R13 islemlerin kullanilir durumda olmasi
P17 misteriyi ismiyle kasilama R14 problem ¢cézmeye izin vermesi
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Code | Measure Code | Measure
R15 banka servislerine inang R33 ihtiyac olunan gelme caitleri
R16 iyi itibar R34 mentiler arasidna kolay deiaa
misterni servislerinde sirekli iyilgirme Al dogru bilgi
R17 ———
banka Graniennde sreki iys6 A2 zamanli ve gecerli bilgi
R18 anka Urunlerinde surekli iygérme A3 ic kontrol
online sistemde surekli iyiggirme A4 yeterli bilgi
R19 o
— <ior hakkinda bilo: A5 uygun bilgi
Roo | Urun Ve servisier hakkinda biigl A6 | sistem giivengii ve felaket onleme
Ro1 yenilenen bilgi A7 donanim performansi
misterinin ihtiyaci olan dier bilgiler A8 sistem kullamr_n_l .
R22 A9 kolay kullanabilirlik
dogru islemler A10 | sistemin kullanicilar velerine olan
Res etkisi
R24 website cekicil All operasyon masrafi
arayuzdeki hatalar Al2 | program kalitesi
R25 — : A13 | sistemin uyumlul@u ve organizasyo
R26 icerikteki hatalar tizerindeki etkisi T
R27 gizlilik
R28 islem yapma guzergi
R29 kolay kullanim
R30 kolay giris
R31 hizli cevap verme
R3p | Erisim
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APPENDIX B: INTERVIEW QUESTIONS

IS/IT specialist
Isim: Tel: e-mail:

Bu calsma web-based IS’ lerin effectivenss-etkililik-tddilk/basarilarini dlgmek
icin tasarlannytir. WIS’in ne kadar etkili oldgunu veya bgarili oldygunu aratirir.

Konu Hakkinda
1. Is taniminiz nedir?
2. Sorumluluklariniz ve bunlarin énem sirasi nedir?
Is ve Organizsayon Hakkinda
3. Sirkette kag kgi calisiyor? IS/IT bolimunde kag icaligiyor?
4. Sirketin bayuklgu? (Ciro etc..)
5. Kime rapor veriyorsunuz?
6. Kimler size rapor veriyor?
7. Kimlere servis sgiyorsunuz?

8. Ne tur isteklere cevap veriyorsunuz? (e.g. systemeldpment, maintenance

etc..)
9. Hangi farkh IS’ler varsirketinizde calgan?
10.WIS kendinizmi Urettiniz, hazir mi aldiniz?
11.Sirketinizde kullanilan farkli WIS’leri tanitir misiz?
Model D@rulama

12. WIS kullanicilari kimler?
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13.WIS hangi fonksiyonlari ghyor?

14.WIS baarisi/etkililik denince ne anliyorsunuz?

15.WIS baarisi/ etkililik nasil élgtiyorsunuz? Bir tool katiyormusunuz?
16.Modeldeki WIS ilgkileri mevcut musirkette? BAska iliskiler var mi?
17.Modeldeki WIS ilskileri ne iceriyor busirket igin?

18.Modeldeki herbir WIS ikkisi icin hangi fonksiyonlar g#aniyor WIS

tarafindan?
Degerlendirme Olgutlerinin Toplanmasi
19.WIS iliskilerinin 6nem &irliklari nedir?
20.WIS iliskileri icin sirketin ulssmak istedgi amaglar var mi?
21.Her bir amacin ukalip ulasiimadgini anlamak icin hangi sorular sorulmah?

22.Bu sorulari cevaplamak icin neler dl¢tulmeli?

Yonetim

Isim: Tel: e-mail:

Bu calsma web-based IS’ lerin effectivenss-etkililik, ®i&/basarilarini 6lcmek
icin tasarlanmgtir. WIS’in ne kadar effective olgu, yapmasi gerekenleri ne
kadar yap#ini argtirir.

Organizasyon Hakkinda

1. Vizyon bir sirketin gelecekte kendini nerede gogdidur. Sirket vizyonunuz

nedir?
2. Sirketinizin gelecekte ukanak istedgi hedefi, misyonu nedir?

3. Kritik basari faktorleri baarildiginda & surecinin bgarisindan emin
olunmasini sgayan kriterlerdir. Sirketin baarili olmasi igin ulgmaniz
gereken kritik bgari faktorleri nelerdir? (Or: Etkin ve Verimiic Uretim,
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Dogru ve Zamaninda Sevkiyat, Méri sayisi, ¢cajanlarin motivasyonu,
calissanlarin gedimi, kisisellestirilmis servis sglamak, inovasyon, guvenlik

VS.)
Model Qwulama
4. Bu baar faktorleri arasinda 6énem sirasi var mi? Hartgba oncelikli?
5. Bu baari faktorlerini 6nem sirasina gore siralayiniz.
6. Bu baari faktorleri hangi siklikla disiyor?

WIS bir bilgi sistemidir. Web Uzerinden ¢ah ve sirket icinde ve diunda

kullanicilari olabilir, kullanicilara web Gzerindsarvis/Uriin sunar.
7. Siz hangi WIS fonksiyonlarini kullaniyorsunuz? Neagla?

8. Sizce bsgarih WIS kritik baari faktérlere ulgmaniza yardimci midir?
Basarisiz WIS, bgar faktorlerine ulgmanizi engelleyebilir mi? Barisiz

WIS sirketin bagarisini etkiler mi?
9. WIS irketiniz igin ne kadar 6nemli?gér ortadan kaldirsak etkisi ne olur ?
10.WIS , digersirketlere goresirketinize rekabet avantaji @ayor mu? Nasil?
Hesaplama girliklarinin Toplanmasi

11.Herbir iligki icin: herbir iliskinin baarisi/tesirlilgi —etkililigi herbir CSF'i

nasil etkiler? Buna gore siralayiniz.

CSF1
CSF2

CSF1 | CSF2| CSF3| CSF4 CSF5

CSF importance(ri)
R1 Kullanici-WIS
R2 WIS-WIS

R3 WIS-organizasyon
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wij: (10 Gzerinden; 10-maksimum, O- hi¢ dnemlgigdeBu ili skinin baarisi (Rj) bu
CSF’in (CSK) gerceklemesini ne kadar etkiler? Bugkinin basarisi (Rj) bu CSF’in
(CSF) gerceklgmesini icin ne kadar 6nemli?
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APPENDIX C: SEWISS CALCULATION

n : number of CSFs
(obtained from management)
CSF : critical success factor i (i=1,...,n)
(obtained from management)
i :importance ranking for C&=1,...,n)
(obtained from management)
Rel : WIS relationship i (i=1,2,3)
(obtained from IT/IS Specialist)
R :success for Rg(j=1,2,3)
(average of the stakeholder responses to quesii@)
w; :importance weight of Rebr CSF (i=1,..,n; j=1,2,3)
(obtained from management)
m; : the number of measures for Rel
(obtained from IT/IS Specialist)
Mjc :value of measure k for R¢k=1,..,mj; j=1,2,3)
(stakeholder answers to each questionnaire quessti

S : number of stakeholders participated in thesssaent

SEWISS success calculation:
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APPENDIX D: SHORT LIST OF MEASURES

Organizations
Code Measures A|D|IE|F|G
N3/M40 | sitede dokgna kolaylgi X
N8 yeterli fiyat, vergi bilgisi X X
N9 farkll Urtinleri kagilastirma imkani
N10 hizli alsveris X| X
N13 misteriyi hatirlama X X
N15 online algveris guveni X X
M5 verilen bilginin anlailir olmasi X X
M7 sistemin glvenilirii X
M10 sunulan bilgilerin ve servislerin yeterli olmas X| X
M13 Urdn ve servislerin glili gi X[ X[ X
M21 kullaniciyla etkilgim icinde olmasi/cevap vermesi X | X| X
M22 hizli yiklenebilmesi X
M24 kolay kullanilabilir olmasi X X| X[ X
M27 gorsel olarak etkileyici olmasi X
M28 ezlendirici olmasi
M30 yeterli link olmasi
M31 link aciklamalarinin acik olmasi X X
M32 ileri/geri gitmenin kolay olmasi XX
M33 az sayida klik gerektirmesi X X
M34 drin listesi olsturabilme X
M35 Urdn listesi dg@stirebilme X| X
L2 arama yapabilme yetegie X X
L3 Uriin yorumlari X X
L7 siparg takibi imkani X
L8 mikterinin tekrar gelmesi X
L9 glvenlik X| X| X
L13 icerik Kisisellestirme
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Organizations

Code Measures A|D|E|F|G
L14 gercek zamanlh destek X
L15 online Uriin tedagi X| X

L16 elektronik veri dgisimi X| X| X

L18 diger tedarikgilerle entegre bilgi sistemleri X X
L20 stok verisi paylgmi

K1 her ortamda hizli yiiklenebilme XX Y
K2 ilk sayfanin yuklenme hizi X

K3 disardan gir§ yapmaya caganlara kagi koruma

R5 vaadedilen servisin sunulmasi

R9 hizli problem ¢6zme X| X| X
R17 misteri servislerinde surekli iyikgirme X
R19 online sistemde surekli iygiirme X
K5/N7/L1 | Uriin ve servisler icin dipu bilgi X X

K7 teslimatsekli ve tarihi icin opsiyonlar

K12 duyurularin olmasi X

J6 gery Urln yelpazesi X

J12 tedarik¢i mgulugu X
J13 saticl mgulugu

J29 geri verme kolay

J30 satf sonras! hizmet X

J32 artn fiyati

H11l en yeni trend ve bilgiyi glama X

G3 kullanim siklg

G14 geribildirim

01 rapor edilen problem sayisi X X
02 ¢ozilen problem sayisi

03 ortalama problem ¢ézme siresi X

04 sistem hata sayisi X[ X| X X
05 ayni mgterinin geri gelme orani

o7 tecribe yili X
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Organizations

Code Measures A|D|E|F|G
P1 klem dagsrulugu X| X

P3 d@ru islem bilgisi X X
P6 7 giin/24 saaglem yapabilme X X| X

P9 profesyonel goriinim

P10 hesap oliurma ve §lem yapma cabukfiu

P12 menu yeterlifii X X
P13 sistemin kullanmaggimi

P14 yeni kullanicilara yol gésterme X
P15 engelliler icin 6zeklemler

P16 slem hizi X X
P17 migteriyi ismiyle kagilama

Q4 zevkli olmasi

Q7 basit operasyoneflémler X
Q8 basit donanim ve yazilim ihtiyaclari

Q9 geng yardim menduleri X

Q11 klemleri teyit bncesinde kontrol edebilme

Q13 yetkili ergim

Q14 migteri bilgisi gizliligi X

Q15 yiksek meblalsiemlerde kisitlamalar

Q16 siki givenlik taahhidi X| X| X

A7 donanim performansi
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APPENDIX E: QUESTIONNAIRES

Organization A

Egitim durumunuz:
_5i5temini hangi amacgla kullaniyorsunuz?:

Asagidaki herbir ciimleyi, web tabanh E- 5 5 g § g
ticaret sisteminin basansmm degerlendirmek iizere notlaymsz. g g_ﬁ E g i
Size en uygun gelen cevabi tiklaymz. Sectiginiz siktan| E | E | | |2
vazgecmek icin iizerine yeniden tiklaymiz. Fikriniz olmayan| § | £ .‘E ::E
sorular bos birakimz. :f,_ M E':’
= z
12
1|12]3]|4]S5
1 |N1/I21 _ e-ticaret web bilgi sistemi kolay ahsveris| — | = -
imlcamt saglar.
2 |04 Sistem hata sayis: diigiikctiir.
3 K2 flk sayfanm vitkleme hizt yeterli bir hizdsr.
4 |K1 Sistem farlch ortamlarda zh vilkdenebilmeltedir.
5 |MI18 WVerilen tiriin bilgileri gitvenilirdir.
6 |MI138 Verilen iiriin bilgileri kullamshdr.
7 |MI18 Verilen tiriin bilgileri anlasilabilirdir.
8 |MI19 WVerilen iiriin bilgileri tatmin edicidir.
0 |NS8 Uriin fivat ve vergi bilgileri tatmin edicidir.
10 |[N10 Sistemn hizh ahsveris imkam saglar.
11 |N12 Sunulan farkh Gdeme opsivonlan yeterlidir.
12 |[N15 Sistem giivenli aligveris saglar.
13 |M7 Site gitvenilirdir.
14 |MS Sistemde verilen bilgiler dogrudur.
15 |M13 Sunulan firiin ve servislerin cesitliligi veterlidir.
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16 |M20 Sistem timiivle tatmin edicidir.

17 |M21 Sistem kullantcryla etldlesim igindedir.

18 |M25 Sistem fyi organize edilmistir.

19 |M31 Verilen linlderin agikdamalan anlagirdir.

20|02 Bilgi arama vapabilme vetenegi veterlidir.

21|L3 Verilen firiin vorumlar veterlidir.

22|05 Kolay firiin karsilastrmasma imlcan vermelktedir.

23 |J6 Sistem genis firiin velpazesi sunmaktadr.

24 |J30 Sunulan sats sonrast hizmet yeterlidir

25|G13 555(stkca sorulan sorular) békimii veterlidir.

26 |O11 Veri tabamndald kawt sayis: esnek bir raporlama icin| —
veterlidir.

27 |H2 Sistemde resim, video, ses gibi farkh medva araclarmm| ™
kullamlmas: etkinligi atrryor.

28 |K2 Sistem gitvenlifi icin kesin kurallar vardir.

20 |L18 Sistem tedarilcciletle entegrasvonu veterince saglar

30 |L16 Sistem elektronik veri degisimini veterince saglar.

k]| WVerilen siparisin elime ulagma siiresi veterlidir.

32 Uriin fivatlan pivasaya gére uygunchr

i3 Tedarik¢i firmadan firfin teminini huzh vapimalctads.

34 Sistemin avda 1 kez kapanmasi: kabul edilebilirdir
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Organization D

B Bankas: internet Bankacilig: Sistemi Anketi

Bu cahsma B ankas Internet Bankacihg sisteminin efldnlisini/basansm clomek icin tasarlanmigtr.
Asagidakd sorulara vereceginiz cevaplar, bu akademik cahsmada kullandacak olup sirket ismi beyan edilmevecektir.

Liitfen Kisisel Bilgilerinizi giriniz.

1. Yasmuz:

[ =]

_ Cinsiyetiniz: ) Kadm Erkek

3. Egitim durumunuz:

Ortaokul mezun Lise mezunu Universite mezunm Master Doktora

4. Hangi sikchida Internet'e girersiniz?

MNadiren Haftada birkac kez Giinde birkac kez Siireki

L

- Hangi sikkhkla Internet bankacihgm kullamrsimz?

MNadiren Yilda birkac kez Avda birkag kez Haftada birkac kez Siirekli

6. Internet bankacihfm en son ne zaman kullandmz?
1 ay énce veya daha eskd Son 1 ay icinde
7. Asagidakilerden hangisi sizin icin dogrudur?

Bu sitede miisterivim

Bu siteyi gelistiren eldpteyim

Bu siteve iiriin tedarik edivorum

Bu sitenin balum-onarmmm gergeldestirivonmm

Bu sirkeette yvéneticivim

Bu sistemin veri ahsverisinde bulundugu bir sirkette calisryorum
Diger

8. G ankas Internet Bankacih@ sistemini ne sikdiida kullanmrsmmz?

MNadiren Yilda birkag kez Avyda birkag kez Haftada birkag kez
9. -Ba.nka:n Internet Bankacihi$ sistemini ne amacla kullantyorsumz?

Bilgi edinmelk

Altif islem gergeklestirmelk

Goriis bildirmek
Diger
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I B ankas: Internet Bankacih@ Sistemi Basar: Degerlendirme Anketi

Asagidaki her ciimleyi, [IlllBankas: Internet Bankacihg: Sisteminin basanisim degerlendirmek tizere 1 ile 5 arasinda notlaymz.
Her ciimleye ne kadar katildigiiz1 uygun segenegi tiklayarak belirtiniz.
Fikriniz olmayan sorular i¢in "Fikrim Yok" secenegini seciniz.

! 2 3 4 5

(Hig kattnuyorum) | (Katmyorum) | (Kararsizm) | (Kathyorum) | (Kesinlikde Katiliyorum) Filrim Yok

l.-'[utemet Bankacihg sistemi yeterli menn bilegenlerine sahiptir.

2. Islemler icin az sayida tidama gereldr.

3. Sistem sigorta, emekfifk gibi frfinlerin fnternet izerinden alnmasmna olanak verir.
4. Sistem aym niisteri tarafindan birden fazla kez kullanhr.

3. Sistem stk giivenligi garanti eder.

6. B ankas: Internet Bankacib Sisteminin diger sistemlerle paylastigs
islem bilgileri dogrudur.

7. Sistem bankacibk iglemlerinin dogru bir sekilde vapimasmna olanak verir.

8. R alcast fnternet Basicacilgy Sistem misteri bilglerinin pil
tutulmasi saglayarak giivenhi bankacdk imbcan verir.

9. Sisternde hesap clusturma ve islem yapma forksiyonlar hizhidir.
10. Sistemin fizerinde ¢abshg donanm elemanlarmm performanst yitksekdir.
11. Sistem kullandan platformdan bagmss clarak hizh yilklenebilir dzeliktedir.

12. Internet bankacilss sisteminin,ana bankacibi sistemiyle
entegrasyonundaki sorun sayist diigiikdir.

13, | zternet Bankacihg, 7/24 saat islem yapabime imlcam veri.
14. Sistem diger uygulamalarla arasmda elektronik veri degisimi saglar.
15, | fntermet Bankacisg sisteminde rapor edlen problem says: diigilctr.

1 2 3 4 5

(Hic katbmiyorum) | (Katfmyorom) | (Kararsmm) | (Katbyorum) | (Kesinlikle Katliyorum) Fli Yok

16. Sistem veterli firiin ve servis cesithligine sahiptir.
17, [l itermet Bankaciki sistemi en gincel yenilileri ve bilgiyi saglar.

lS..Intemet Bankaci sisteminde hedeflenen islemler dogru
bir sekilde yapir.

19. Sistem sigorta, emekdiik gibi tiriin ve servisler icin dogru bilgi saglar.

20. Sistem sigorta, emeklic. fon gibi iriinlerin ahgverisinde givenlidir

Tiim sorulari cevapladigmizdan emin oldugunuzda, asagidaki 'Cikis'a basmiz,

Katllarmz icin Tesekkiirler
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Organization E

B internet Bankacilig: Sistemi Anketi

Bu qa]gma_intemet Bankacihi sisteminin etkinlifini'basansm Slgmek igin tasarlanmistr.
Asagdald sorulara vereceginiz cevaplar, bu akademik cahsmada kullanilacak olup sirket ismi beyan edilmeyecekdir.

Liitfen Kisisel Bilgilerinizi giriniz.

[ =]

L

. Yagmz:
. Cinsivetiniz- ) Kadin Erkek

. Egitim durumunuz:

Ortaokul mezunu Lise mezumm Universite mezunu Master

. Hangi siklikla Internet'e girersiniz?

Nadiren Haftada birkag kez Giinde birkag kez Strekdi

. Hangi silkdikla Internet bankacigm kullanwsmiz?

Doktora

Nadiren Yilda birkag kez Avda birkag kez Haftada birkag kez Stireldi

. Internet bankacihfim en son ne zaman kullandimniz?

1 ay dnce veya daha eskd Son 1 ay icinde

. Asagdaldlerden hangisi sizin icin dogmdur?

Bu sitede miigterivim

Bu siteyi gelistiren ekiptevim

Bu siteye iiriin tedarik edivorum

Bu sitenin bakam-onarmum gergelkdestirivormm

Bu sirkette yoneticivim

Bu sistemin veri ahgveriginde bulundugu bir sirkette ¢alsrvorum
Diger

8._ Internet Bankacih@ sistemini ne siklikla kullanrsmz?

Nadiren Yilda birkag kez Avda birkag kez Haftada birkag kez

a. - internet Bankacih® sistemini ne amacla kullantyorsunuz?

Bilgi edinmek

Alciif islem gerceldestirmek
Goriis bildirmelk

Diger
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-internet Bankacilhig1 Sistemi Basar1 Degerlendirme Anketi

Asagidaki her ciimleyi, -inierm!t Bankacilig: Sisteminin basansim degerlendirmek iizere 1 ile 5 arasinda notlaymz.
Her ciimleye ne kadar katildigimzi uygun segenegi tiklayarak belirtiniz.
Fikriniz olmayan sorular icin "Fikrim Yok" secenegini seciniz.

! 2 3 4 5 Fibrim Yok
(Hig katimyorum) | (Kathmyorum) | (Kararszm) | (Katbyorum) | (Kzsirlikl= Kanlkyorum) °

1 [ ce-vet Bankaciti Sisteminin zin iince ecisflemedigi sire digaktir
2 N izt Benkacibs Sisteminde bankaciik sskemeri hizh bir sekdce yapilr

3 I iccoret Bankcacitis Sistems hakdarda kelanueiaréan gelen
sikayel sayis: disiitii.

4 - Internet Bankacihg sisterri milsteriy= gesith #rin ve servisier sunar.
5. Miisterinin islerrleriyle ilgili sistemce goriintiilenen bilgiler degrudur.

. [ -t Bankacitin Sistems sigorte, emekdisl sibi irimlerin

[nternet fizerinden aknmasma olanak verir.

7 itecnet Bankacdh sistervinde risstar bigleri gizi nnlerak,
gitvenli bankaciik szglanr

8 [ ivvernet Bankacib sisteminde kenbianiotar vetkiler dahilinde
islem yapabilicler.

2 Sistem mitsternn islemlerini yapmast swasinda sorunlara yol zgmaz.
10 vt Benicacihs Sistersi 7124 sact islemn yapabibme mkanu verir,

1 2 3 4 5

(Hig katlmryoram) | (Katbnyonm) | (Kararszm) | (Katbyorum) | (Kesirlikds Katbyorm) Lo ek

11 [ oternt Baskaciss: Sisteni, bankactikla 1gi tran ve
servisler igin dogru bilg saglar.

12 Sistem mugteriye en gincel yendilden ve bilgiyi saglar.
13. Sistemin ik sayfas1 iwzh bir sekilde goriintilonir.

14 Il intern=t Bankacii Sisteminde hedefleren islemlerin
zergeldestmimesi kolaydir

15 Sistemde miisterilere sumlan bilg ve servisler yeterficir.

16. -T:mam:t Bankacthd sistemi veni kullanicilara yol gésterir
sekilde tasarlanmshr.

17. Sistem kdlarscdar icin gen's yardm meriied saglar.
lS._T;ltem:t Bankacidss sistemi stky givenbd: garent eder.

19 Isbankas Intemet Banicacii Sistemi, baska uymlemalarla slektronik
veri degisimi saglr.

20. Sistem, tirin tecarik ecen firmalarla ntegrasyom komsurda soralara yol agmaz

1 2 3 4 5

(Hic katibnryorum) | (Kathoyorom) | (Kararsmn) | (Katbyorum) | (Kasirlikls Kankyorm) Hem ok

Zl-Etarnat Bankacihy sistemi. kil ney=t kullamma kearst korura saglar

22 Sistemin dis sistemlerle enteprasyomndald soranlar hezh bir sekelde picerilir.

23 Sistem. i tsleyisiyle floh sormlara yol agmaz
Tiim sorulan cevapladigimzdan emin oldugunuzda, asagidaki 'Cikas'a basmiz.
(G

Katlalarmiz icin Tesekkiirler
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Organization F

I < ticaret Sistemi Anketi

Bu l;a.lqma_e—ticaret sistemninin etkinlifini’bagansm Slemek icin tasarlanmmigtr.
Asagidald sorulara vereceginiz cevaplar, bu akademik cahsmada kullamlacak olup sirket ismi beyan edilmeyecektir.

Liitfen Kisisel Bilgilerinizi giriniz.

1. Yagmuz:
2. Cinsiyetiniz: ) Kadm Erkek
3. Egitim durumunuz:
Ortaokul mezunu Lise mezum Universite mezunu Master Doktora
4. Hangi sikhikla Internet'e girersiniz?

Nadiren Haftada birkac kez Giinde birkac kez Sirekli

Ly

- Hangj siklikda Internet'ten ahsveris yaparsmiz?
Nadiren Yilda birkag kez Avda birkag kez Haftada birkag kez Sirreldi
6. Internet'ten en son ne zaman ahsveris yaptmz?

1 ay &énce veva daha eski Son 1 ay iginde

~1

. Asagidakilerden hangisi sizin icin dogrudur?

Bu sitede miisteriyvim

Bu siteyi gelistiren eldpteyim

Bu siteye iiriin tedarik ediyvorum

Bu sitenin bakam-onarmm gerceklestiriyorum

Bu sirkette yoneticivim

Bu sistemin veri aligverisinde bulhmdugu bir sirkette gahsryorum
Diger

8._e—ticaret Sistemini ne sikhkla kullanrsmz?

Nadiren Yilda birkac kez Avyda birkac kez Haftada birkac kez Simrekdi

9. _e—tlcaret Sistemini ne amacla kullanryorsumz?

Uriin ve fiyat bilgisi edinmelc
Ahsveriy yapmak

Gariis bildirmelc

Diger
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I - ticaret Sistemi Basart Degerlendirme Anketi

Asagmdaki her nﬁm[e_vi,_e—tiearet sisteminin basansini degerlendirmek tizere 1 ile 5 arasinda notlaymmz.
Her ciimleye ne kadar katildigimzi uygun secenegi tiklayarak belirtiniz.
Fikriniz olmayan sornlar icin "Fikrim Yok' secenegini seciniz.

5 4 5
] ‘ i 4 ‘ & Fikrim Yok

(Hig katlmyorum) | ﬂ{aulﬂ;_\.'oriun) (Kararsizmm) | (Katbyorum) | (Kesinlikle Katlyorum)

| l._ﬁilm‘nde meniller arasmda dolasmal kolaydir.

2 Sitede sunulan firin fiyat ve vergi bilgileri tatmin edicidir

> I s i |
| 4. N si:<ind: hedefienen islemlerin gerceklestirimesi kolaydr. ‘
| 5. Site iginde sayfalar arasinda ileri-peri gitmek kolaydr. ‘
i
‘

| 6. | stcsinde suvtan bilgier acik ve anfagirdir.

Sitede sumilan bilgi ve servisler yeterlidir.

8. tesi kullamcs ile etkilesim igindedir.
9 _;itest istenilen kelimeleri arama yapabilme yetenegi saglar.
10 | < :<5ind< butunan urinerle dgii yorumlar yeterlidi.

1 2 3 4 5 Fikrim Yok
(Hig katbmyorum) | (Katmiyorum) | (Kararsizm) | (Katilyorum) | (Kesinlikle Katiiyorum)
11. Siteden yapilan sahg sayismin, giin i¢inde yapilan ziyaret sayisma oram yiikseldtir

12. Sistem, diger sistemlerle entegrasyon sorunlanmn izl bir sekilde
gozilmesme imkan verir.

13. Sistem miisteri bilgilerini gizhi tutarak giivenli ahsveris imkam saglar.
14. Sitede hedeflenen islemler dogru bir sekilde yapilir

]5._sistemi tiriinlerin tedarikgilerden Internet tizerinden
satm ahnmasim saglar.

]6._sistemi tiriin tedarikgilerivle bilgi entegrasyonu saglar.
17. Uriin fadesi islemi kolaydir.

18. Mal saglayan tedarikgiler yasal ve giivenilirdir.

19. _ stk giivenligi garanti eder.

20. Uriin teslimat: hizhchr.

1 2 3 4 5
(Hig katlmryorum) | (Kablmiyorum) | (Kararsiam) | (Kabhyorum) | (Kesinlikde Katdyorom)

Fikrim Yok
21. Sistem, sitede sablacak triinlerin Bstesini olusturabilmeye izin verir.

22 Sistem. sitede satilacak tirfinlerin listesini degistirebilmeye izin verir_

23.Satlan triinlerin iade oram diigilctir.

24 | sistci 2 mosteri tarafindan birden fazla kez kullarshr.

25 | <i!<n siparisierin takibine olanak verir.

26 \<o!lorcilarn ierigi kendilerine gore kisisellestirmel

olanak verir.

27._ miigteri servislerinde streldi ivilestirme saglar.

28,_ sistemi irfin ve servisler igin dogru bilgi saglar.

29._ teslimat geldi ve tarihi icin yeterli opsiyonlar sunar.

30 _da_ firiin ve kampanyalarla ilgili yeterl duyurn meveuttur.
31 [ - obsverisic ilgili sorunlar hizh bir sekilde ¢&ziliir

32mm arkada galian alisveris sistemiyle ilgili entegrasyon
sorunlan i S e gozilir.

Tiim sorulan lachg emin oldugunuzda, asagidaki 'Cikas'a basmz.

Katlalarimz icin Tesekkiirler
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Organization G

_e-ticaret Sistemi Anketi

Bu galsma _e—ticaret sisteminin etkinligini/basansm Slgmek icin tasarlanmstr.
Asapdaki sorulara vereceginiz cevaplar bu akademik gahsmada kullamlacak ohp sirket ismi beyan edilmevecektir.

Liitfen Kisisel Bilgilerinizi giriniz.

1. Yagmz
2. Cinsivetiniz: ) Kadin Etkek
3. Egitim durnumumz:
Ortaolkul mezum Lise mezum Universite mezum Master Dolktora
4. Hangi siklikla Internet'e girersiniz?
Nadiren Haftada birkag kez Giinde birkac kez Stirelli
5. Hangi siklikla Internet'ten alisveris yaparsmiz?
Nadiren Yilda birkac kez Ayda birkag kez Haftada birkag kez Sitreldi
6. Internet'ten en son ne zaman ahgveris yaptmz?
1 ay énce veya daha eski Son 1 ay icinde
7. Asagdakilerden hangisi sizin igin dogrudur?
Bu sitede miigteriyim
Bu siteyi gelistiren ekipteyim
Bu siteye tiriin tedarik ediyorum
Bu sitenin bakim-onarmmim gerceklestiriyorum
Bu sirkette véneticiyim
Bu sistemin veri ahgverisinde bulundugu bir sirkette cabsivorum
Diger
8_-e—ticaret sistemini ne sikhikla kullansrsimz?

Nadiren © Yidabirkagkez © Aydabirkag kez ) Haftada birkag kez Siirekdi

9_- e-ticaret sistemini ne amacla kullantyorsunuz?

Uriin ve fivat bilgisi edinmek
Algveris yapmak

Goriis bildirmek

Diger
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_e-ticaret Sistemi Basar1 Degerlendirme Anketi

Asagidaki her climlevi, _efticaret Sisteminin basansim degerlendirmek iizere 1 ile § arasinda notlaymz.
Her ciimleye ne kadar katildigimzi uygun secenegi tiklavarak belirtiniz.
Fikriniz olmayan sornlar icin "Fikrim Yok" secenegini seciniz.

1 2 3 4 3
{Hig kcatlmiyorne) | Katimverum) — (Kerarsem) | (Kathyorom) | Kesnilde Katlyorom)

Fkrim Yck
1. Islemler srasmda bir sayfadan leri-geri gtmek kclaydir.
2. Sistem hweh ghgvents mmlcars verr.
3 N <it-inci- hedeflen=n ilemlerin. gergeldestirimesi kolaycr.
4. Islemler igin az sayida tklame gerekir
5. Sistem abgverisls ilgill msteri sorunlannm kizh br gekilde ¢&zilmasini sagar.
5,_sitesi istenen kelimeleri arama yapabilme yetenei sagler.
1. itesinde yeterl lirk vardir
6. | s:coci it dsiiglemlerde hatalara yol asmaz
9._sis:emind: repor ediler. problem says: dugiktir
]U._sitssinde meriiler arasmda gzzirmek kolaydir.

1 2 3 4 b
(Hi¢ kattmryornm) | (Katbmyorem)  (Kerarszm) | (Katbyorum) | (Kesmilde Katbyorum)

Fikrim Yok
11 -itssinde ullaraciran kalme siiresi yiksekdir

12 [N it csive veriea tskleria agiklamnalan eniasidr.

l3._vm]lamc1ya gergek zamanh dzstek saglar.

14_ sitesinde gosterflen misteri ve islem bilglleri dogrudur.

15 _sistem;: sirket ¢abisanlanrar kelzy promosyon
{anmlayabilmesine imlcan verir.

1 ﬁ_sistan; sitket gahisantanrm hush promeosyon

tanmilamalarna imkan verir.

]7_ sitest, erke tarafta gehsan aigverly sistemiyle dgii olarake
dolar kuru, miister: bilgleri gbi gincellemelere mkan verir.

18. Sistem, sited= satiacak trirlerin listesini degistirebilre imkamn salar
19 [ <5 cicrt rens blesecterine sahipi.

1 2 3 4 5

(Hig, katlmiyorum) | (Katimryorum) — (Kerarsem) | (Kathyorum) | (Kesnikle Katlyorom) ERL

20 | sstcnn. drin tedark edex sistenlerle acasndaki ilender huh
bir sekilde yapiir.

21 [ siemmivin, it tedarik eder sistenlerle arasndzld lemler dogru
bir yekilde yapdr.

Tiim sorulari cevapladigimzdan emin oldugunuzda, asagidaki 'Cikis"a basiniz.

Katlalarmiz icin Tesekkiirler
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