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Models and Techniques for Measuring Customer
Satisfaction so as to Evaluate Information Systems

TOSHINORI CHIKARAT* and KIICHI FuJINOtt

The more important for business activities that information systems become, the more ac-
curately they should be evaluated. The direct evaluation method determines the investment
required, the operating cost, and the effectiveness of a system. However, with this approach,
it is difficult to actually evaluate key influences a system has on business activities. Therefore,
this report introduces an indirect method that uses the degree of customer satisfaction. The
importance of customer satisfaction has been widely reported on in various fields. However,
ways to measure it accurately have not been studied enough. This report first clarifies the
degree to which customer satisfaction is related to information systems. A set of models is
introduced to measure customer satisfaction quantitatively. In addition, customer satisfac-
tion measuring techniques are proposed based on “a pair comparison”. Moreover, the models
and one of the techniques are applied to actual information system cases in a company to
verify the validity and usefulness. Finally, this report explains how to apply the evaluation of
customer satisfaction to information system audits.
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Fig.2 Customer & user of information systems.
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