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Abstract

As new cloud computing services and technologies penetrate the market gradually, and
organizations should constantly redesign and reevaluate demands. Therefore, future
assessment should be regulated according to specific criteria. This study adopts Gowin’s Vee
Model to establish the study process. Literature is employed to investigate relative service
quality scales. With Information Technology Infrastructure Library (ITIL) as the research
foundation, the embryo of cloud computing service quality assessment mechanism is
developed and established. For verification, Delphi method is employed to determine the
services suitable for measuring the quality of cloud computing. Therefore, the assessment
mechanism of cloud computing service quality modified in this study includes five modules,
19 processes, and 44 measurement items. Lastly, after Analytic Hierarchy Process is adopted
to confirm the relative weight of measurement items for diverse cloud computing service
suppliers. The result can not only help different cloud computing service suppliers clearly
define their positions in the market and enhance their competitive advantages, but can also
meet the demands and requirements of users.
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Gartner (2010) f§H} 80% Fortune 1000 KAEZFERFR 2012 BRtAER FHE i E & AR -
2013 FFEImER IS HBIRSE 1,500 (F367T 5 HHh Gartner (2013) FH A 2015 Fif5BHLA
HH IR SE i N 2 R EY B - IR 2017 4535 KSR ER T2 33% o A TH R AR K E i E
T AT A= 9 Bl 755 6 o e e ot 2% e B F e - S i B I 95 10 528 2 28 R % B R B R Y T 25
wg o W ECREEENEHY (Information Technology; IT) &R B @ BT RS
EENEEEEEES - BEEET/IMEEAH 125 BR G hZEERER 97.68% @ &
TV 28 RS i B 2 R E A O (RIS INMEZERE - 2011) o & RABZECE G
JEF AR5 He LS (Application Service Provider; ASP) HUf5 =i iE B AR A & 12 .2 3K
% o FHEZ N H/NEZE (Small and Medium-sized Enterprises; SMEs) 138 F =i #H H AR
5 _E A AR FHET AR (Altaf and Schuff, 2010) - EHER IR ET 1T EIFEEZH
ZENERECYNERFR L BIAR B U] » 153G M 18 U0 T FEAN{n] i (= b sth {3 ¢ 2 FF Rl 2 ¥
SMEs BRI/~ B HEE NERY IT EIRER T LA AGFREH 2 » g0
(Datacenter) {EEHIZH RNARKESE ; 55— HKR E b E R ARG R Rt T 88 5 EdsE
TR IT B - FE OISR M BRI Bl BB A1 (Outsourcing) FE=FYEAEAE - Bl
HE RS PR AR ] 2 IT ERAVEE TG ERIZER (Bohm, Leimeister, Riedl, and
Kremar, 2011) o ZAMNY 7 FGEAZEN TR HEA SR BB A B HF T R EE AR
¥ 0 IR 6 25 O il B A SRR Ry B B R S A E B =2 — (Buyya, Yeo, Venugopal,
Broberg, and Brandic, 2009) = Maclnnes (2012) fi5H S8 B AR 725 A8 PE 0] $1 5 1 [E) 75
SKEEIEARFFAE AR - BRI R 2R 6 &I - $1% SMEs KA & & 4 & HH
B RS A SRR - (R RES =<2 B AR P i 2R Al 2 o IR R s EL AR
E R THE G HREY SMEs AME A RO RR B AR n] #2  BdE B A A A b -

EhmEFE WS H AT EE R E R ERERIT T - FF R EMASER (Grid
Computing) FIEE#E{L (Virtualization) » P& S AIE E BRI HBI 7C 2 I H B IRHY
(Béhm et al., 2011) » T BB S (1 FE PG 2 (AN R B i E B AR 75 (Prodan and
Ostermann, 2009) - #5172 B ACAR 12 722 b B 5 1 8 HARFS A N EIRIITEE ~ B8
ATERE » [A]H E2 bi EE  AR 725 H R 1A 35 5 FH 38 B BOAS R e 49 BT AL FE R SR Y T Al iR 22
Z R ZHY (Prodan and Ostermann, 2009) - #£#X Salesforce.com Al Google Apps SFHJHRX
#EEIRTS (Software as a Service; SaaS) JEHEXAYKIIFHZE b5 KA E B = » (2
IR AR R AT ER E] SaaS fiE Y T E K S Al M AR #1257 A (Chen, Srivastava, and
Sorenson, 2010) * #R[ » i E B AR IR 2 Al 8 op APk ek 1= 225 Wi (E A - &
S EAERIFHEAG R AT REE R IR B S EEY o FEE T E I E B IR S R rE A AT
%5 - {ERG ANt AR L R RS A B A it - U N AN B E e e T R SR E R
G PR R E EARFS B E 0 FH 5 2K 0 2= Ui 2 55l 295 1% Ui ) 2k P 5 it L ) L B 2
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MR AR - 2R B B A EE R A E 2R A o HrE UM E nyd - 5t
RN S BFEEE=EERN - FAEH T #{E ) BRNEmER RS R ImNE—
FOSFRREY o TS FEEAS v 58 o0 bth 52 Ui 2 B AR 765 2V (it PR R B R e 1) R e O 6 FH 2 58 HL PR B
14 (Li, Zhang, O’Brien, Cai, and Flint, 2013) - G EFAENFHMEM ISR 2 FEEE X
HHREL - WA SR EURTEE Ea S BB R I R e B R T e & (Li
et al., 2013) » KL ARARHYFEAS TAEFEIZ MR £ R UER N DA #G (Budgen, Kitchenham,
Charters, Turner, Brereton, and Linkman, 2008; Runeson and Host, 2009; Li et al., 2013) °

B T HSEIE R IHA P BRI & E BB S - SRR mE B AR 2B A ]2
TR E B R RE - R imE B E R F RS2 A - IR OtiERs - B - ER
SAAfbt b 52 5 U 55 22 Bl 5 A P B RO (B (E AR (Bohm et al., 2011) » ZAMIE ImERHY
FRAE X (Delivery) XN VE - NMEREMAEARRIZE AR
PS5/ H R B . 2 (Dhar, 2012) « K]0 5 R8 B1)52 i 38 B AR 755 O 50 P =& B (4L FEE i )
FEEINMEIRTS - JTREH SRt 75 5 b T 22 B O (B (E A s B A 25 5 SR AR 5
HI{EE (Bohm et al., 2011) » {HEEFIRBMEF R AME IESRAI - EimEE
ARG E B S Se S AN TEHAERAG B2 2 Li et al. (2013) DAZEGHES G RE]
B T 82 R MESCE - W FeHE R S B im s E BRI ST AL Oy L GG R £ - HK
TEAS Y B A BRI o HH AT SR sl A FE R B AR S L B R S H B HE R - 1R I
SEEFHE IR A DB - 2= s E I IR 0B SHAS I SRR [ I o P e B 5 1
HTBEDL » JE SE SR AN AT il PR 52 Ui i TR AR 55 B /K B <2 P I P A P R o T i ) 22 i
3 B Il 795 B G B 1 5 ot {8030 L R 795 ' 2 R0 4 1 (e R A 6 SRR i 2R A TR
(Information Technology Infrastructure Library; ITIL) DARAEE T » By 1T IRiEE
fREt—E R FEE BRI e B A - R R B e Bl 2 B — = (Brewster,
Griffiths, Lawes, and Sansbury, 2010) ° ITIL 53R B4 L& NVE B B4 #E IR FTE &l
fHi - 15 1T ABRR T Hilr B — P Bl EpgE HH A A & V3 AR E R (i
FIEHEE SMEs BYE i /51% » & BhE S E0YER - SMEs (EE fifi 1T ARE HREF 7T DUE
TRAGHEAGIRIT o RIEASHEFEAR DUIR S SRR e 2 ITIL {E R e B0 - PEA i B 52 i
B o E Z BASAERE - R R R inE SRS B W RHE R T o WHE A ATk
(Analytic Hierarchy Process; AHP) & 56 A [F] HYEE b B AR A% i E HUREEE. » HAMFSE R R AT
2 1 55 v SR A 25 (1L e i — LA BRI T A4S B B IR e - I RERER T S = 7oK
MG AF Ry P IR o B ARG T 1] » [RIHRF'E Fre {5 P 52 i 8 SR 745 12 f6 P 8 1o i 28 52 Ui
EE RS L ER R EE 2K o B DR AR e T BaaE N A = I E B AR S
B AR GG < B R TR -
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&l ~ SRERST
— ~ S SR 5 B GRS S e SRR JE (ITIL)

NIST (National Institute of Standards and Technology) & F = ImE & A LAMEF] ~ £fF&
BERFFE K ~ I BdRE R I FE B A B - fR It ZRERE IR (A0 ~ FikeEs ~ fEE
JEFRES ~ RS )  STEPUE RS TR MG 0 TE AR (L A #hRI PR (Mell
and Grance, 2011) © EiE R AR 75 =fEE S - IESRIARTS (SaaS) ~ FE BRIk (PaasS)
EZERERIIRAS (1aaS) © SaaS ZLAHE P IR ML EHEMS IR - (22578 SaaS IR FH
H1TE¢ E T TR HITIRE » FHEA A EORH B B 12 1 1 i e 85 A 5 AN R IR s L fE RS & 5
PaaS JEAR BRI HY T A8 5 BUEE e R T =B - (RN B RS R AR 2%
# o FEEAE IO A R RSP 5 TaaS 8RR S AR SN T A TR By 1T 2248
%2 HH TaaS MirEHet (Kepes, 2011; Mell and Grance, 2011) ° AR MANE W FEZE IR
IEEHEZRIRT (Service) REFTREREZEEHRIEE < HEEimE B IRBEZEATF
&R » R LR VB EZE RS b R E ERER R T - (HE
HEE RS EIRF TR E N Z 2 (Bohm et al., 2011) » IRFEZE# (Service Level) 275 & LA
JENT RHAR H o (E 220K~ BlREE R A - (Kaufman, 2009; Bohm et al., 2011) ©

[EEFE Y E 72 55 Ui B A m] DAt Ry Z2 MR 038 R A (L (Bohm et al., 2011) - #A]EE
2 DASE RS A AL sy 77 AL FE 1T &I 2 B0 P B R AR ~ 8V TE - BRI A Z K B
PR HREL o S= b Ry — M B B S B R AN B R AR A B AR - AR & TR
HEAG 2 ? EimE BRI ZIMEESEF iR - fHEr DR A =R T
BENEFZ 5 0 EhmEBEIRGE R T IT BENVENE - OSSR R R R
(L Z MR AR A AR 52 g 58 2 R 755 12 (L e AN B 1T & 30 A ] R 14 B 38 1 14 A =R
(Bdhm et al., 2011) - ZYNEBFENTFHA ER RS E HFENTREE IR @ &
50 25 Ui 3 L 2 LA Ry i A AT R E A B 02 — (Buyya et al., 2009) < Maclnnes
(2012) $5HI = b F AR5 B8 M4 TS BN R T KR A R IR - & R 200
HFHEWE - B1R SMEs 2K NG &£ & HEHE B RAHR S AR BRI RTE - R taes
AR SRSV i SRR 2t o DA IEh 52 b8 S5 AR 155 0 A TH AL AT R Y SMEs AMEE R A &0t
e AR Bl AR TR AT e i B A B A e e

= i 5 B Al A5 2 SE B 26 M B Y A FE R AL AR 755 1 H tr PR R R Bl g e e
B E B R B ARG B A B2 -+ [AIRFHL2 — (S R E iR - (H R E &
BRI 3 IR AR BB B G o T+ RDR R E A (R A R i S N B b o - (0
F#E BB ARG R im i) B B 2E M R AR H Y - 5 i 15 E i E B AR S Hy 58 MR 22 2
TEFEAE AT RE 2 — (R AR PREL - @ ERYRFEI T Al BB E & ERHIIREL (Li et al.,
2013) - HEGERARGEZ EEHIEME - FEA{AE R E Iy EF AR o E e S
SHERRERE S ? B I [ PR T AR o 1 B 1R SR T E e E R AR B A s E B - W
{50 5= iy B 5L Al 75 S NG R (B S LB 2 e @ (&R L3RS » 2010) - FF
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F Li et al. (2013) ¥5 H H Ai b ik Z A R FE AR AR B A 52 b B AR 5 A58 M (Li et al.,
2013) K2z w35 2 RURy AN 25 5 AU Tl ot {1 52 i 58 B8 R 5 58 [ B 22 2 % (L et al,
2013; Brooks, 2010) » ITIL HHZ B EUR P75 /N 2 (Office of Government Commerce;
OGC) firag e » DI E B R » 5 1T AR E B R (It — (W i FE B 5 0 28 SRS R A
B R R B 2 FH B 252 1) — &M (Brewster et al., 2010) » FHAA ITIL EiREA(LAYE
AVEHE S EARTE &M o 6615 1T A B FHEDIE T m sk EE - HEpgZH
HIAH RS & o A FERE R ITIL 2 55 b AR 55 L FE e = il i B HAR B i 25K
18 - BAIECLAITIL 15 Ry 58 e 25 b SR IR 05 o AP AL B ) 2 B - S5t 52fE Brewster et al.
(2010) FIT B 7238 R 5142 B &G e &R S AR R (L A TGS | - ARIf5E
FirER & ITIL BFE TR AH B 25 (E e (A03R 1) - 25 (@i fe Hael e iF Al E &0
TFARS e —

| 1 ITIL BDIRFE BT AR

1EHE2TE P

SEBREH (strategy generation)

B FHLEIFEEIE (IT financial management)

BRFE#E S E1IE (service portfolio management)

EFFHEEREIZ (IT demand management)

BRF5 5 $8EIE (service catalogue management)

BRFEEER (Service Strategy)

RIS EHREIE (service level management)
B EEIE (capacity management)

BR¥5:%5T (Service Design) A AMEIE (availability management)
BRFEIHBIMEEETE (service continuity management)
EFfZEEIE (information security management)

HEREIE (supplier management)

B HEEIE (change management)
BRFSE AR EFHAE IR (service asset & configuration management)
N34 38 (knowledge management)
BR 757282 (Service Transition) E31TEAZRE &=IE (release and deployment management)
PR FEFEERERAIZ, (service validation and testing)
BR¥5 5 s E &l (service release acceptance test and pilot)
# 8 T{# (change evaluation)
BRFEE (Service Desk)
EH4EIE (event management)
EHEIR (incident management)
FEREE (request fulfillment)

FIREE1E (problem management)

BRFE#EE (Service Operation)

1ZEXEIE (access management)

BRFF1H4ENZ (Continuous Service

THERNE7FE (seven-step improvement process)
Improvement)
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T~ IR B B R R

AN =S IR 5 on B B RS D IR BE R 32 - fEIRGEE 2 —EE 2R
(Zeithaml, Parasuraman, and Malhotra, 2002; Xiong and Perros, 2009; =% * 2006) °
Parasuraman, Zeithaml, and Berry (1988) & FcLABRTS S E ik R FE AL S - 28 A {E A
Mk 22 fEYHH 2 SERVQUAL R E BT - R # L SERVQUAL FRyBLfi - FE
HIAN[E] SR iR s S i e 2% 5 (A0« 1992 4R TERR.Z SERVPERT R Rl AR5
HNEERFBLEIN S CEH - N EH M HEAZARTS (Cronin and Taylor, 1992) - {H
SERVQUAL AR # a8 AL B 26~ DUIREE ~ #R17 ~ B2 9lolE a8 S AR 5 £ M E S
KRR R E A A SERVQUAL K& & ARG '8 » 22 E
FE R IRIEE - JE 2 R & E SR IR TS B B i & 5230 (Van Dyke, Kappelman, and
Prybutok, 1997) - [&l & FH Ak 5 1H Bl 09 Al 55 o & & 2% B 15 5 i 88 05 A 55 ol B /Y
WebQual (Barnes and Vidgen, 2004) K FHEYI#EE5EHY E-S-QUAL Ei E-RecS-QUAL {7
5 (Parasuraman, Zeithaml, and Malhotra, 2005) ° {i 3t SR 75 5B i & & 22 A1 [H)
5% H AT 0t E RS i B T S AR A 5 AT R E B S th A Hod 2 1
AR AL E IR -

BEA B ARS E HIREE - R B AR B I E B B BR RN B A AR v 2= 4E
FNZARIAR 1S a8 Fy Parasuraman, Zeithaml, and Berry (1985) 8 HHY PZB 1525 - {BZEF
S e AR B R KA e PZB Y AR [ (Gap) @ BLHE © B IAZE R HR
HEEE PR AN 2 Y HE ] (Consumer Expectation—Management Perception, Gapl) ~ &
RSN B AR S i FR A & B ] (Management Perception—Service Quality Specification,
Gap2) ~ IR E #AS B R 755 (R @ AL BB [ (Service Quality Specification—Service
Delivery, Gap3) ~ IR IR EL YN EYER 1 (Service Delivery—External Communication,
Gap4) ~ S I RS B AR 5 (2 MR T (The difference between customer perceptions
and expectations, Gap5) * TL{#ER [T{FEKEEAFR © Gap5 = f(Gapl,Gap2,Gap3,Gap4) °

SERVQUAL &R ZERELIFNELEIRMEEZE - RT3~ 5853 8A0 0 S8 RIS
HEF 4IRS EETEAG R - ER T EE SR 97 TR £IHH (Parasuraman et
al., 1985) » MR INFEREL A FERA - B AR E e e S R T 22
TEf#7 & TE H (Parasuraman et al., 1988) » xR KR HLEFIHAHY SERVQUAL 3% - {H
HMEEI AN EEZETEE SERVQUAL EXRFHHEMGAEE - HERE WEEH &
BEHGT 54 E7 FIEFEAE (Webster, 1989; Bakakus and Boller,1992) » & T [BfE DL - E2 5L
¥ SERVQUAL HJF+i# ° Parasuraman, Berry, and Zeithaml (1991) B R PARIFE8R1T ~ —
FEERGEH A T BT (R A R EA - &P E SR - F2H SERVQUAL B IERRHY
AR5 ol E i & 57 © ¥ SERVQUAL SR I NoIAER « (1) "Il AFR ERTE
HHEEWABFRIEE R ;- (2) ol $HE N ETT R T DUNEEE M - B8 ] 72
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FELCrS T R RTRE - FERZSeEERIME R 5 (3) RIHH Z DLEME (LB EALAIWSE » DA
FEFEEREIEIRA - Al SERVQUAL 8 5 AHIRUEE -

S MO CEANE LM - LB HEEE - IEE S &R E
R & 8 B 3 = s EAEE - EimE IR AEE LR B3 T EEEH - LH
AR, - R B ER ARG L ERG TR It ZimER AR E IR ARG R B BRI
J5 e SR+ ARABE PR EIE TS - PSR S S THNIR B FREBA T - E AR
HIEFH LA B DA 358 28 5 TAF - R R4 (i ERG B H & & P E IR
fi'E (Quality of Service; QoS) FH— & BIMRTS /K HE &K GH LE 2 /I BT (Zheng,
Martin, and Brohman, 2013) ° @& 21{r]fi# 5 SaaS HYZE F %158 LL R S s 1Y i B T 22
HE— 3l T DURGE BERE A5 2 SaaS HUERARAIGE HH » IR ARy O] 2 HE
SaaS AR5 E SEE A & /57 (Benlian, Koufaris, and Hess, 2011) °

Benlian et al. (2011) TR LAFEHY SERVQUAL H1 SaaS HYSZEL - B @ E #EG4 - £
i/ INHDLUK SaaS 2~ \IHYFH A B 22 AL F2 HY SaaS-Qual WIARFS B & 7K - Hoth
SaaS RIS A2 T BB FI145%% - Chou and Liu (2012) FI] P IR 75 B4 B5 T F2 /7% (Service
Experience Engineering Approach) > F&EhGERY SaaS I SERVQUAL & F DL SaaS-
QUAL % EE P IRBHIERET - HIFF e Rl & PR KRR G 28 CRM IR %
Pt ERYEZ BT R a A + A B R AR LR B AR5 YL Bl el 78 Y RE LA
AR FIE R SO E PR (255 5 FITGE - NI EFEZHH CLOUDQUAL &
AR QoS MU & A= - 2T QoS BIT MK QoS W raRIAKIZR (Zheng et
al., 2013) ° Hu and Zhang (2013) ;@& 53 fr=imE R I & & HAH SERVQUAL 512
HIBH 28 - FE H DL A % B 15 FIEE (Rapport) ~ [B] & 14 (Responsiveness) » 1] 5§ 14
(Reliability) » &5V (Flexibility) + Z2%1E (Security) » FFEZE b E S AR S 0 S B HE M £2
R ER AR e EER T -

Chandrasekar, Chandrasekar, Mahadevan, and Varalakshmi (2012) 38555 E AR 7% L&
P 75 T B FEAR 5 7K #E177 3% (Service Level Agreement; SLA) HEFIHY QoS /2 AR
AL Web a4 B HIf% 5% Markov Chain Model 2237 BHRER(S (THL iy - S8 (LR
A R HIKEEE i A - BIREET B E(EE LR ENE LAY - DUEEEEELR
BaE - (RO RFERN G &R mERRGNWE - FolE/NBIEIERY) PaasS
IaaS f#5 (Hu and Zhang, 2013) °

SERVQUAL SR T EEEC R TR - BN & ARG 2 a2 & e a0 P8
AN FRHE—T 5 - FHEENARMAERLL DeLone and McLean (1992) #2H &AM
D B (IS Success Model) fx R & % % E A B IS S (E M 0 L E (System
Quality) » Eillii"E (Information Quality) » {5 FHE%&E (Amount of Use) ~ i & =L
J& (Level of User Satisfaction) » ¥f {iil A 52 % (Individual Impact) ~ K ¥f # #% 52 &
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(Organizational Impact) * FZHF5C5 [REERHYEE K2R EZ RIS 1R B2 2014 FFHE
it 6,700 R SCE PR RZ AL - (HEEZ BRSO BRI AU 8 ¢ - BAAAAE IS Success
Model & & & HENM TR A S I T IR E (Service Quality) fEH (Pitt, Watson,
and Kavan, 1995; Myers, Kappelman, and Prybutok, 1997; DeLone and McLean, 2003;
Gable and Rai, 2009) ° FHAMEHILE SRS ~ & aHanE S & s B HAE R B A
FimEE - INER R BRI A R SR 0IRA % - IS B E i i = (200 1 -
Pitt et al., 1995) [AIFEIM4AE - [FIFRFH A G 2 H] RAFRIERUE - Kl IS-SERVQUAL
e B &R E R EE R T H -

1 1
1 1
RinmE | | BARGEREE ||
System Quality : Use '
I T |
1 1
! ! HEATZE eI E
== O A = .. > .
FR&aE —>! ! Individual Impact Organization Impact
Information Quality 1 v 1
1 1
1 1
~ =~z !
| EREREE |
1
¥\ | User Satisfaction |1
RHRE ; :
Service Quality | | *~~~"""---------"

118 BRFBMBEEERT (Pitt et al., 1995)

I8 =2 e B B AL R A5 I P A e i A A SR E-Quial ( X% Web-Qual) 2 EEfR
B HEEEBE (Quality Function Deployment; QFD) FYREREE T &3 - sHEE AE 1L
1B 2E AR S on & A iy = AR - b 5 % #4451 A /& Barnes and Vidgen (2004) # & HIHY
E-Qual 4.0 iy > SLFEVY(E R TE K 23 [ © Parasuraman et al. (2005) # 1991 SR 724
MM B R EREYEh 2 B - B R R B RS BRI - BRERIEREE R 4y
B - R E S EE ARG E 2 &R E Jte E-S-QUAL (Electronic Service Quality
Scale) = FRHFEVY(E M 22 TERTE ; FF& /2 E-RecS-QUAL (E-recovery Service Quality
Scale) + $HHHEBIEHGuL HEBRTERYEEZ - DLLAEHIHE S e E R & R ER W E - 5%
ERH=ARE 11 FEREHK -
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{5 2 7] & SERVQUAL - IS-SERVQUAL * E-Qual 4.0 fi){ * E-S-Qual 2 E-RecS-Qual
FERIKR - #iH - TERGLENRIEER - REEREEEZREE - FER
bt AR E R A EIE H AR E R R TE EH BB -R[E A B AASE] - AL 5E R
HAWFE ERNE - EhmE SRS HIEEE 2 & RS ENESR - SR ERTER
A A = E B AR E AR - AR seRE & bk EERA & IE 5 G DL ITIL Bor
MrEens DA2S fe E i E B IR A% LB S M 2 BEAY -

xR 2 REREERLER
2F SERVQUAL IS-SERVQUAL E-Qual 4.0 ki E-S-Qual E-RecS-Qual
. Parasuraman et . Barnes and Parasuraman et Parasuraman et
KR Pitt et al.(1995) )
al. (1988) Vidgen (2004) al. (2005) al. (2005)

[EIpE] 60% 1EME o o o o
x5 40% B 100% 1EME 100% 1EME 100% 1EME 100% I1EME

AKEE AKEE

Uq

o TR o HREM =X#E@ ..;;E & =RtER
— o AISEE o AISEI4 o A F4% - o [EIFEM

o EfEE o EfEHE o EHRHE s o 1

o [REB1E o (REBM o RISEE . B%FA o Bt

o BRIRME o FRIRM -
18

22 22 23 22 11
&8
b 7 7 7% 5% 5%
RE
2 \MRHE

ARWFEE A Gowin’s Vee AT FEHI AL (Gowin, 1981; Novak and Gowin,
1984; Novak, 1998, 2002) « A& 2 Fr{E STk b2 8 SRR R Y 7 =g HH iy & 52 Ui i
Bk E Z BER BRI ERIEE M » S Lawshe (1975) AT Y
WAL FEFE 8L (Content Validity Ratio; CVR') /515 S BREEmAE - DURE 25 iy m A 1 B TE
BN ARE - ZZR0E G2 EmE B B IR EE - R A5 s e 20
EIEE MIHE R E R - 2R & 1 S () S AR S (L e R o 22 i B R 5 i A
il o FEMEREAA0T -

1 CVR RAEREE "f5& ) B TS ) BERER A BENS(E 22  (SHEEE TS -

n —(N e
cvr = N(A) n ¢ IR - B e, R TS ) K -
Vs N TR EE A -

105



VA ITIL % Sk & 3 X8 3 IR A o0 H SR A5 A Z #F 22

— RFEEEE B -
ﬁ - -
s I e
Vit -
S EFTEREE - ITIL - S ERIEAERI ST EES |
| RS ERE RS RIE DR R RS A E IR |
_{Nemie et S DA SRR R RS E A HILL ITIL N
T AR SR EEREE « 12 JBE 2 5HE T
el 7 W

| ME@RIEAETE RIS ERMEEETERER RIS EFHEHELL ITIL
AERSHEEHEERE iR  JREZEET

-~

LIk AERR L ITIL AERZ EinE E RS & E A
ZAITE

B FEiE MR f Tl

2 LA Gowin's Vee & BV iE 18 2 TR FE

5B SERVQUAL - IS-SERVQUAL * E-Qual 4.0 i ~ E-S-Qual & E-RecS-Qual
HERIEEHEEH S THRIE 0 SQ1~22 (SERVQUAL) ~ ISQ1~22 (IS-SERVQUAL) *
EQ1~23 (E-Qual 4.0 fi){)  ESQI1~22 (E-S-Qual) * ERQI~11 (E-RecS-Qual) * i BlIEH
2 ITIL FIRAZTE T A7 E B i E E AR on B e RS 2 B - 2R IER ARER Y
AT« TEAR S SRMS AR R - SRNG 2 AR FP S =T RIR MER 22 2l R i S e AL
TEREMEMNT B A B ALRE ST 5 SQ21 A RIAKHEAR A (F R HAZ OMEE .2 — ~ 1SQ21 EEHED
FIRE R R B R EF R E A K EQl6 A RATHyEE » I =(HmEEE ERAFER
W& ZE A RITR - MURITFEHE SQ21 ~ 1SQ21 ~ K EQ16 BFFEZE IR RIS & RIS EH TR AL -
SQI18 A FEIAE A E FANE M2 HE A [EIRIARTS ~ 1SQ18 & FNES P #a 50 A =& (I il
B WEEEEEGEEERRG A F et HE BRI EE - AR BRI R 2
IRESH A E RS - IR AE IR R B e iR IR S RS P RefE (/2 &
B - e MRS - I ARG DOERE EEEN S s A bR
FEAZKWEAZRE - BUF SQ18 il 1SQ18 FHZE R HIE 2 RIS S EH MR - ik
e o3 I AR (B E Rt S IE H 53 Bl R AR ITIL ZER8HUESH B fRAZ A -
FHERGAE T A E fEEE - BOm MR 6 [EA2EHE IT UWHERE - &
B AN IRGSHESREDIGS - PR M B IR B A 5 12 DS B B B A
FUAE o AR IEMIER 2 (Efr=IEE - F—(#2 EQ23 MuLHYEESEE X E-Qual HY =1

48 b

106



SREERE F27 552 H

MEME &S - HESHEARR N G - SO L R e s MR » 55—
EQ6 #luLa%ETHIEAE B 16 E 1Y » mEETIFHYER - BN A TEZ FIE A TR -
IES1 Parasuraman et al. (1991) WFZEHR » Fes S HIRGIL I Y [ AR 22 I 1 AT RGIL IR HY
MR e S HET 2 - AR EBCIE I EFREoE - HEEERBTRE -
PRI B T RSGHL R Y R P RS SORs TR RSB Y R I - HeANRy TR THH A SRR » i
FEEER > IHE A FE Y - HEE R FHEAEREUHIE - #CL ITIL B TRRERE 19 {E5R
TR LR - BRJEM 51 (Wl 826 B o0 B E iR i DU A 72 2 A -

& FEIETTIE (Hanafin, 2004) BIER {7 DUBLEE PRIFH AL 28 (L H K MNAFERIEE R
/NF R TERE - ARCHE PR B o8 B R A R B e R 3 i R R s ' iy BT H SR R
& - SEMAERERZ i B H H IR ITIL BBRER G &8 - (B T e MM RHE HERE - IR
BICE Z EFETTE AR - A 14 (LS AR FE SR IEE S/l - AWtFELLE
T EMF IR R T B NER S - MRIEEZ/NERE Y TIEEE 143 4 717
HxE AR ImBE IRy - FE P 41 48 5 7 MERABEENIRBRE
1A% - #8ER 1S 3.7 K - WL CVR {H (Lawshe, 1975) M8 NAESE , DU PUSHi7 2
(Holden and Wedman, 1993) &7 55 RUBERUIE & 2 mitdis e (E " e ) R IIER
WrFEZ 7R aEal -

A TE Ry i A E i E SRS B R BRI BB _ R A T - B R g )
538772 (Analytic Hierarchy Process; AHP) ° &8 A= imE R AR (SaaS, PaaS,
laaS) HYBEFH & MR E R A ES - DIGTE N R InER IR (SaaS, PaaS, laaS) Z #HS
RE B R o ok RE B - IfE PR SR Ui i B Il %5 1E PR ER Y B &K H 0 {E Pring, Brown, Frank,
Hayward, and Leong (2009) HIfFZE#5 SR A A] FIAE 2= b E FLAR B REHS R AR £ 4L PaaS Bl
laaS AT » RIILAE PaaS B laaS FUBRASE MR HIRFIE T - ARWFFEERIN G BBk
(Snowball Sampling) » FIFIFEHE 7 EE G E A2 (H140 - [[S ~ 24 FHA - 5
&)+ PA—%—/y 07 Hmbf 7E 8 S2ai B AT 55 2 B Bl i B 2 i i H @ 312 R
*E - FEERRIE A R A B E RIS Hpth B i E B IR G &R - DUERRIRANE]
NAEZERBEREREE - FEFREREERF— A FRARNEE#RE - FEAELS
I H 58 FH B A 7] — 52 Ul B IR 5 T R IRos o B R AN [RI RIRE RN B & - AW 5R 8T
BRARRIZ RN - SOMER RIS L2 R E Ry N — g5 (A 3% - AHP [
AW EIE 50 47 (4022 3-1 K5%3-2) - G135 SaaS B # 38 177 (76%) » P L
{EAEE 13 52 PaaS EFHE 717 (14%) » P TAEEE 175 LA TlaaS 513 (10%) »
W TAREE 14 4 o BRASELZ LLRINFF & Gartner BYWFFE R 25 FH AT {551 2013 4
Saa$ : PaaS : laaS WY LLAT Ry 119 : 21 : 10 (Pring et al., 2009) °

il

i
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VA ITIL 2 K % 5 X8 3R A ob B 3P A& Hesh] Z 7 52

% 3-1 AHP & AERE R

3 3-2 AHP BB AERER

5 | 4w N _|=®E|Ty Em|® N | = | Fs
, - | -
o |5 R S| TR e R | TrEmE
1 | BRFS% 1 |fitpEsERERS |25 26 | 8% ’ixEE 8
2 | REEA 1 | EEREpFIMEE | 8 27 | sUsE % BTG |5
3 | &RRE 5 FIREERKE |23 28 | Y& BENEBFIAEIE | 20
4 | £EMER BATSERPIEELE | 20 29 | #UsE BATEERPIATER | 14
SIBEPIER 30 | sUs g SETERPIASIE 10
5 | BIRFEE £ = 10
=i &I S |31 |sus EEHERPIRE | 10
6 | BUATEL: 4 |BAFEERPIRE (|34 : 32 | 8Uss BATEERPIATIR
7 | BaRFE (Y B EErIEE (23 o |33| B0 REEPIES
8 | BIfFEE (Y BEEFIEE | 5 34 | mUsERe B EEPIsEE
o | mEEmEERT | |t 14 S BHERHS 17
10 | BEHEMEIEAT | 3 | RRAZSPIES (10 36 | EKHERT EEE
11 | ZETRMETEFR BFENEBFIFEIE (10 37 | BARHLRS 4 BhIRHPT
|, | EARER i@ 05 38 | E2ALHERE BHEREFS
355 FRTS % 1 |1z 15
1 zig)iiﬁﬁﬂ S 3 2 | mEEREIERT | 1 | BBA 20
) = B EEA .
B &sEN B 3 | sm 1 |ERP B AREERS | 20
S |14 BERIE 20 a : 17
al | a4 |suax 1|42 3
EREE i 1B 4 fs -
alqs BB 3 5 |EARHERE i 12
s EE: R 2|
R 6 | KR e e 10
16 %;ﬁ e HETERAI TR | 20 7 |EER9% 1 | REIBRERIET | 40
- ) 1 [{£T 1 | TF2EM 10
BN B
17 g Ol | amIEE |15 "1 2 | muranees 1| mEIEen |14
g a : "
EERE EE IR 2|2 |EZ2 TR 14] 14
18 ({E}E Eans 10 s 4 |BUIE¥ 5 BEEFIE 13
B RE o 3 5 |8UEEE HiNEE 20
19 BEANABFIAEE | 7
ol B EEPI s
B EEA .
20 EEEBPIH 7
il B PR
B EsEaN s _
21 SHERFI#EIE | 7
o B EEPIsEIe
B @ ]
22 BE 9
i BRI E AR
23 | E1PEER] 1 |EERT 10
24 | BUEE 1 5t 20
P ESEES BHERE |12
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E2 ~ DU ITIL REREC EinEE RSBSOS SERENSIE

TR IEE R M5 2 H iR E R U & F A & i E B AR B I EH S TE B
AURLL DU HESEEHAETE H B IEMERAEZE ITIL AUBSHHEERAZ A - ARWFZEEF]
JEJ71% (Hanafin, 2004) S HEZEMR—ECE R - 5Pk R IR H T /E N 75 Bl 52 b
BB &AL E A B AT ICERIEE /M 14 67 B 7 (L HE R EERE
HEMESERBEATZET » HESEE 2 EDE - 5 7 M B &R EE -
LSESSE SRS TiEedll- iy R HPRAIE AT E P e 3= S =Y

REETHEGEBERMER IR 1 BV EAEeEEEH e 5m UNS
RorENEEEE - B—ESEEEER NS EHEHEEREEE DG EEE
b E B S GLE Z r EIHEH B o 5B Bl ER SR R R A H R A I
W XHERERER - WalE M5 S DR FE I iE 2 7B 8 - BRI
#% LA CVR {H (Lawshe, 1975) i E WA RE » LK Holden and Wedman (1993) $2H .24
SR E A R A RURE - W AR R E(E PR s o TR L M EREE 2 - DL
TELERIEEZ R EE R A -

B—EEHEREIBEMEER SR - BhfmEEH R G EHGNHESE
Ui B RS S8 RS RN IEE 6 (T & IEH R E CVR {H 0.51 Z3R P53 (772 0.6
et (405 4) - #R5E0 1R 1 D-3-2 ~ T-1-1 » T-3-2 » T-3-3 ~ T-3-4 » T-4-2 - itk
ANIEHE B S THEHHERIEE KRS ZEIE SRR « FE i gl S e m
wmIAH » CVR {EZESYEEHEIYS A ZAIARE 0.6 ZIFHERIEH AR : D-4-1 81 T-2-5 »
TR (E R IE B R — E S BER MG RN - REBEFNEHRES ZER

(a0~ 4) MR - RERAN A REg o B M ER 2 A - BUSEERE
EHEMERZER - BRMHERIEE 25 EE AR &= ERERSSLE - FIER
B omEHEFMEGREEN ARG EH B D43 D44 D62 C12 DI
C.13 -

BBl A RIS E S — Bl S H R A o B FEE M PR s (angk 4) >
REF R E Al G R T A B R Rl E R 2B A - B ml e ag
14 Y RIEUE 10 153 » BB R 71.43% © 55 [0 & 228 2 B 52 A 8BRS - B S
Johnson (1976) 5% © 28 _[AIEHZE I TIEFEE R 13.3 4 G EnEE R
W1 4 4 » 2EIE RS IR R B0 4.4 7R » CVR FEHER] A SR/ MRS £ 0.62
V45337 ZEAEFETE 0.6 ©

2 CVRE/ME:5A°099;510 A °062;14 A >0.51;15 A >0.42-
PO (i7 (Q) : Q<0.6 » ImE—I1E ; 0.6 <Q<1.0 » FE—IME ; Q> 1.0 » FZE—EE -
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RA4IEBERESR
BERNFERFRESFR (SR EHMBREE)
S.1.2 HERMAEMRR  ESFREHNEEMERPNRTE 5 ERREFISEERZARIEE ?
S.3.2~8.3.4 LIBuERREIHRTE - BEMREERE -
S.3.2~8.3.4 HEEESNRIRIEBE LT R » AR AEZEBIFRRMAEL - BERN AR REIEEEFIT
Tk - EBEEFMERTRE » BEEEES LSH - EGENTTRMMBEMSEE ?
D.3.2 HERE °
D.3 AIAMEIEZ EE T - BMAIEE BT © BiFHA0IEE B3 minor (JERS) ©
T1.1 BB FE AT AR BRI -
T.4.2 TIRS| A 4 FBFE2EMAY -
0.5.3 R E4AMENMT > MBERHAGEE - TEHRE ., 2RBEGBHN—IR -
0.6.2 EEFIEATHE "=, -

EFEEIRE

D.4.3 UL T B R FHE o
D.4.4 ik EHEH AT RIERA ©
D.6.2 ARI¥HMEEEFTIREERESTEET -
C.1.2 (&% - #B#%) RIEREBERENE -
C.1.3 B RIFNEREBEE B MM I E REFANEZHITH -
ZEMIBRIER (REZHERHE * CVR>0.510 ° [OHIE < 0.6)

D-3-2 fEff@ub E Al EE (CVR =0.290 * P94 iiZ= = 1.00)
T-1-1 R L EBIERAHEEEREEFEN (CVR =0.429 > [@HfiZE = 0.75)
T-3-2 #EuhHEFE IE MAVESER (CVR = 0.429 ° [U53fiiZ%= = 0.75)
T-3-3 BERIREE A EAYENE (CVR =0.286 * P43iZ= = 1.00)
T-3-4 {EEMLBFAI = GH (CVR =0.286 * PU43fiiZ= = 1.00)
T-4-2 LAWK ABER (CVR =0.429 - [U5iiZE = 0.75)

BRAEZAZE (GZ CVR > 0.510 1E# » RiZEPUHDUE < 0.6 1E#)
D41 F{HE FEMERE - REEMARERHEMRBZ D3
CVR =0.430 ' I'¢Q U= =0.75
A ETRAS - ( PIn iz )
T25 KEBEEME  RETEEEEENER  REERAMR N
CVR =0.430 ' 4 V= =0.75
FEHEEISAA (0) Az 0.4 BRBE AR o ( PR )
=
R BB B S « A8 - RIEHIED - RISAS - B2 B RISISENEIG -
BR A T2 RS 2 PR TS

it

BBl e R RIETHR MR 6 M &EE 287 » BERE RO E=EHELM
B S9ME 4Bt &THH (B Hr SR ) fFE £ S-3-2 ~S-3-3 ~ S-3-4 DL f 0-6-2;
rig 3 (E & IEEH AR - D-4-3 > C-1-2 ~ C-1-3 » SB[l G EHEENFET O thES —
[ElE 1SRG, JHETE D-4-1 FA%EA D.3 o] FME 2 i - Erimat iy D.3.3 5 FRE
TH T-2-5 Fi%EE 0.4 T K R &EN - BRI 0.4.4 < RH _[E& 2 M IEHE R
GBI EEF I mEAISEE R > BETW5ERR ITIL Bt > EimiE SRS e s h (e
(ks -
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IEREECERAERARY AR TS
BRIFEHIZEETR - BERIERAERHRM -
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AILGERAERIRTT NI 5

RH (#81E) BRFFRVTICAIRETE KIAEE
KEREREZ PN - IR TRFMREENEN
EERER5ERHN - RIBASEHCER

BR¥S A B BEET ¥ R RE M 2B [EIFE
WNRILAIZ Z IR BRIE - e AR IR
HAMFEUER E R AR S ZIEAERY
ERBMAFTEENR B LARETEER

FERTHIEENE
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VA ITIL 2 K % 5 X8 3R A ob B 3P A& Hesh] Z 7 52

h ~ UITIL AER < EimEBRFFBRETHMEEHIESE D i

R 2 BRAL DU ET 22 7B Eir s A g 1T th
ZREH T NFAfE R SRGEE 2 —EH E A ZR (Escobar and Moreno-Jime’nez, 2007) » 55 T {E
HIPA SR TR R NE R E ~ RSRRYTREAIEH /Y ~ AR ~ RHE 2 BRI F R
DURC R ERE « ARREETEE R FERE - SEEEFRSECIEN T - FIFEE
FHERBEE R T o Bl AR ERYE IR (9 % (Saaty, 2008) « ASHF 52 ER FH I #f o3 A i
(AHP) » #E 8 FHANFEimE R RS (SaaS, PaaS, TaaS) HY{H F & H & B A B
DG B[R b E E AR F (SaaS, PaaS, laaS) Z BEAGMEE K B - 27 EimER IR
BB e R E R ERVEHE B Z AT 1% - AHP Ry RIE &[T E A
BRFEEIFIEIGR - BIE AR EETEHE DU BOA SR 2R - FZEEHEAN
HEE (B T S B 26 H AT 2 ([ 5t ME HI PR SR RE L (Saaty, 1977, 1990, 1994) -

{E2 1 EimE S IR R B2 PaaS i laaS P - HEHE LYK E B
WHFR BN » FE—M KR o BIHME A BEFE2KER » AP Ik BB i /2 e FH ik e P2 (A IR
¥5 (SaaS) » MIEFITIEHIKEEHES (PaaS) B G HYEE EME R (1aaS) (15
BEEAFAAE - 20125 Liet al., 2013 )~ F5& PaaS H Hi{1E 2 ) HAME B (Early-stage)
= W 8 < R AL R E FH 32 B2 1125 (Total Application Development Market) £
1.5% * 89% HIREEE i E B2 UX (Total Cloud Computing Revenue) 52K H SaaS (Deloitte,
2009) - H. Pring et al. (2009) % ATE Gartner FYRFT & 8 H 2013 4F SaaS : PaaS :
TaaS FUTHEFE AT R 119 1 21 ¢ 10 « R AT E A [FRYE LR EE (SaaS, PaaS, [aaS) H
X SO FEE R B AR 2 (Maturities and Adoption Levels) 27 E & R AN Z=T -

HEARNE L E B AR IE TR AR R » 7€ Pring et al. (2009) FYMFFERE R Al HIFEEE
I 7 FL R 15 B TR EE =% PaaS B laaS HYEIAHE » [AILAT PaaS B TaaS HUBASE A
M DBIEFIE T - AR EREN BRI (Snowball Sampling) » F1J FH S 7 7258 H R aA
A#E (A - BEEAEHEREZESHEIUSEMSHE - B A EmEE ARG
HIN B S {8 JI 5 28 5 22 (8 EL ¥ (Compare Alternatives Pairwise) * 5 7E H
B - Saaty (1977) BB N EH 1 8] 9 YR E(E - HIFHE (Root Mean Square;
RMS) EdHR {37 i@ #5%84 #L (Median Absolute Deviation; MAD) fE{EfEIE & /)N - JREERE(HE
BRAEAY— BRI o (21 07 B0 2R e P 1% s 2 Rl Phi e e - it 2R 42
RIS T TSR RAG R - LG FL R R PSR ES BT Bl A P i R A (B B R
mE o [FIRA E R — 2k o B3R n (EEERFFRIFEHETT n(n-1)/2 {EECE ELER < B
B BB B R 1/9 > 1/8 » =+ 2 1/2 21 22> -+ » 8> 9 » B n {EZEER LI ZFE R -
BB ELRAERE A B =P E 5 (EE AR ERE SRR - B3R 1) - 1
T=AESEE - R E=APHHE G EEEREE - 35 A B n (B3R Z MR ELR
SERE R S Pri % > A FH IEEI{EAERE (Positive Reciprocal Matrix) FEHE (20 1) -
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WEFT— B EIERR—EUEFEIE (Consistency Index; C.1.)* » it 563 [0 Z ATt pk
AR EE SRR - 25 Ry —EUMERERE - (T2 FEEF Saaty (1977, 1990, 1994) 1£
SR IE SRR ek R E Y — 304 ELZR{E. (Consistency Ratio; C.R.)* » CR {HNEEH 0.1 &
FEREE (56384 0 2011) -

A1 A .
A= [aij] = [ ] where aij:(aji) ,aii:1,1SiSn,and13jSTl
iyt Qg
1 A1z A13 aij
(a;2)7?
A=| (@)™ : (D
: A(n-1)j
-1 -1
(a)) - (ag-n;) 1

Saaty (1977) 251 (Multiple Criterion) PRZE[E K FEH#EE | A& (Hierarchy) Y
e PR REIMEE - WERR EUER BB R T - il imiE (AHP) B
7 FE A EF RS A SR (Bryson, 1996; Condon, Golden, and Wasil, 2003; 1z and Gardiner,
1993; Marfa, JimEnez, Joven, Pirla, and Lanuza, 2005; Saaty, 1989) - FRIREERE I TRERE L
% (Group Decision Making; GDM) I5f » HIIRF R SEF#S 1 & HI{R AT (Preference) IILAEE & -
ST R AR o RHAE AHP HHHAIETHIEE & 2 — (B EEAYES 73 + £ AHP-
GDM ZEE{E A HETEE S (Aggregation of Individual Judgements; ALY) FI{[E A &G R 5
HYEL S (Aggregation of Individual Priorities; AIP) FREEAF#= A5 (Forman and Peniwati,
1998; Ramanathan and Ganesh, 1994; Saaty, 1990) ° Satty I FH 2 {r[ S e MR 2 & 1 RE
B (Satty, 1990, 1994) - Bt A M RBEEE(L (Normalized) Ry FERE A> (20T 2) -

aij . .
A =[d;] where a';; = 22211% for1<i<nand1<j<n )

FENLSE LR R - BT R EE T h AR BUE (Bigenvalue) f#i% - $H
Fra ElE - EMRHE AR ERIHEE - il EEEE SR (LT aE L PaE

3 C.I =(max—m)/m-1 Amax =% LAY R EUE - m BERERRE (254 - 2011)
4 CR=C.I/RI C.L Fp—EMEfERE - RI REMIEIE (2EEATER)

m 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15

R.I. 0 0 058 090 1.12 1.24 132 141 145 149 151 148 156 157 1.59
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DETEF A& (E (Bigen Vector) SK1GHAIHHHEE (Relative Weights) (WA 3) -
ErEBIHIREE C 2 EFEE K (Hierarchy) HHH L N AHSRIEAES » A6 HHEEEE X
(Alternative) Z 38 (AT 4) - Hrp nt RAREHERE K d 572K EME = g H HE 15
ffi% (Terminal Node) HJ#iE ; nl FRFEE G E G (Level) BIELE ; ¢ BFHERTE
P T g A IR T R d B —{EZEATRS (Leaf node) ;5 741 t, nl-1, nl-2------ , | TEM g gk
MR —EER L (Path) {215 7 ZZE R (Root) -

W = [w,] where wy = YL a';;/n =¥ a"j forl1<j<nandl1<k<n 3)

C=[cq] for1<d<n where cg =X, w*[[%,w 4)

AR R S R E A iR T 58 ) R4 (Expert Choice) BEHEAY T
FH ) 2% #E HI] / K 5 i (Multicriteria Techniques) FJ AHP (Saaty, 1977, 1990, 1994,
2008) * 53 BIK 15 AN [E) it E HLAR S (SaaS, PaaS, TaaS) HZ HEH AR - JEHAEE (Local
Priority) E¥EHEEE (Global Priority) * & ERIET — R RIRIAE S L 2 REEE A
R BEEEARE ik 2 HEEORDIARE S R RS E AR - ETER
— IR E N - MELRTE ITIL BER CEimEERESSEHEHEE® - EU
AHP A E % et & 1H B EimE B IR 2 A BN - AHP B #E IR IR
IR AR - BRIEEG N AEmEE RS ERII IR & 3t 50 7 - PaaS B laaS HYHE
AEE SR D HIRH AT S IR FE R S 5 HH (S 2013 4 SaaS : PaaS : laaS HYTHIGHE L
119 : 21 : 10 ZEEALER (Pring et al., 2009) ° 3 6 AYFS B [E EHHEE RS (SaaS,
Paa$S, laaS) HAKAHAIMEE » JRAZE ARG AR B Bl 2 Bty R T H AU REREEEE - DU 231
S [F) E b E AR S AR P HAS B

— ~ SaaS BEEEAS R

SaaS I FHFIEZEAG R T B - BEE—ZEFEE (Over Inconsistency) & 0.01 » /R
Tl EH IR SaaS WU EIEE AHP & R EE RIiF—23% - R 5 i EHR
RS MEE R 0.156 (C.R. = 0.000, C.R. = C.L/R.L = 0/0.9) * AR50 E
0.193 (C.R.=0.006, C.I/R.1. = 0.01/1.59) * ARFSFZEEEAMETE F 0.163 (C.R. = 0.000, C.1./
R.I = 0/1.49) - IRFSHEERFHMESE R 0.223 (C.R. = 0.006, C.I/R.I. = 0.01/1.48) * IR#H5+F
TECERFHEE R 0.264 (C.R. = 0.000, C.I/R.I. = 0/0.58) » {£ FL{EAHA C.R. Fz C.I {&
AR TR AR 2 s — B AR E - PR R U E BAR TS SaaS AU & B TR BSRE
MR - PRy e SR Ry AR 5 1o M O o B AR 5 A . -
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AR TS R UGS A B (7 - 7E SaaS IR E BV R T EZWEE AE itk - KER
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Summary

The development of cloud computing has given rise to a new form of competition in the
market. Derivative cloud computing services have not only been actively developed and
expanded, but have also become the mainstream of IT applications. The service mode that
provides innovative cloud computing is bound to become an advantage of enterprises under
operation. Organizations will have no idle resources and related expenditure planning and
other problems. Moreover, they can enjoy the benefits from economics of scale, including
effective cost reduction and control and management of relative risks. However, the tool and
mechanism that support and organize the evaluation and planning of cloud computing
service quality have not been widely utilized yet. As new cloud computing services and
technologies penetrate the market gradually, suppliers should continuously update their
software and hardware, and organizations should constantly redesign and reevaluate
demands. Previous evaluation results may become outdated quickly. An issue exists in
existing assessment studies. Results show that existing studies are not often conducted or
reported with quality assessment. Therefore, future assessment should be regulated according
to specific criteria.

The Information Technology Infrastructure Library (ITIL) that focuses on process
management provides a best-practice infrastructure and guiding principle for IT service
management. It emphasizes modularity information management practice and is applied to
all information organizations. It contains a set of mechanisms that is widely accepted and
utilized. Therefore, this study adopts Gowin’s Vee Model to establish the study process
(Gowin, 1981; Novak and Gowin, 1984; Novak, 1998, 2002). Literature is employed to
investigate SERVQUAL, IS-SERVQUAL, E-Qual Version 4.0, E-S-Qual, E-RecS-Qual, and

relative service quality scales. With ITIL as the research foundation and master infrastructure
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of inductive analysis, the embryo of cloud computing service quality assessment mechanism
is developed and established. For verification, Delphi method is employed to create a
questionnaire repeatedly until the experts reached a consensus so as to determine the services
suitable for measuring the quality of cloud computing. Therefore, the assessment mechanism
of cloud computing service quality modified in this study includes five modules, 19
processes, and 44 measurement items. Lastly, after analytic hierarchy process (AHP) is to
confirm the relative weight of measurement items, the assessment mechanism of cloud
computing service quality suitable for different cloud service suppliers is established.

The results of AHP reveal that different cloud computing service users focus on
different aspects of cloud computing service quality. The result of this study is worth the
attention of different cloud computing service suppliers (SaaS, PaaS, IaaS). The result can
not only help different cloud computing service suppliers clearly define their positions in the
market and enhance their competitive advantages, but can also meet the demands of different
cloud computing service suppliers to improve and strengthen their service quality,
particularly small-scale cloud computing service suppliers. Small-scale cloud computing
service suppliers can control and manage the corresponding measurement items based on the
result of this research. They can improve their service quality to maximize benefits by using
minimal organizational resources. Thus, they can focus all efforts on the core business to
improve efficiency and competition. The result of this research can help cloud computing
service suppliers measure their service quality, ensure cloud computing service quality to be
able to meet the requirements of users, and enhance cloud computing service quality. It can
also be used as a basis for users of cloud computing service to screen and employ cloud

computing suppliers.
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