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KEY SUCCESS FACTOR INFLUENCING TO KEY PERFORMANCE
INDICATOR OF SYSTEM INTEGRATOR SOFTWARE SERVICES
IN BANGKOK AND VICINITY

Bundith Munsub'", Chuwit Mitrchob’, Viphawee Pichitbandarn’, Phaisarn Chandaransri’

"The communication solution company limited, Bangkok 10120, Thailand
‘Office of the National Economic and Social Development Board, Bangkok 10100, Thailand
"Christian University of Thailand, Nakompathom 73000, Thailand

ABSTRACT

This research aims to 1) identify kev success factors and key performance indicators in system-integralor
business-software service, 2) investigate the relationship between key success factors and key performance indicators
in sysicm integrator business-soltware service. With regard to research tools, a guestionnaire méthod was employed.
The questionnaire was Gfeated and developed based on the concepts, theories, researches ofund interview with experts
and experienced profissionals in the field. The research samples are semor executives of soflware service companics
in Bangkok and vicinity. The total number of samples is 286 compapies, of winich 271 companies have retumed the
reseaicher the dispatched questionnaires, accounting for 95 per cent of the Total research sample size, The questionnaire
was verified its content validity by experts and was tested s refiability with the 0.816 reliability test score by using
statistic software SPSS version 16 packapes

The results of this research show that there are three key success factors: business expertise, technological
leadership and human resources management. In regard to key performance indicators, the business success can be
measured vin two indicators: customer and learing and development. As for customer, it refers to the constructive
customer relationship management; for leaming and development, it refers to the staff performance cvaluation by
applving ©MMI standard as an appraisal tool. This research also discovers that key success factor and key performance
indicator are positively interrelated in contributing the success of information system design, software service
business ([}= .74, p= 000}, This research has, therefore, proven the influence of key success factors on key performance
indicators. It is consequently significant for a company providing information system design service, software service,
to effectively manage its business with an emphasis on the development of business expertise, technological
leadership and human resources development which help ensure the company s success reflected through the customer

and learning and development.

Keywords: Key success factor, skills in business, leader of technology, human resource, key performance indicator,

customer, leaming and growth
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