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CHAPTER SIX: CONCLUSION 

6.1 Summary 

 More and more firms in Taiwan have noticed the big trend of service oriented systems, 
and most of them still hold their steps because the risks are considerable. In our research, we 
aim to find out what risk factors are related to the adoption of service oriented systems, and 
prioritize these risks. Based on previous study, our research framework proposes 3 categories 
of risk factors (economic risk, organizational risk, technological risk).  
 To pretest the applicability of this model, we conduct interviews with three companies in 
Taiwan which have the experience of implementing service oriented IT projects. The findings 
help to refine our model. Though these companies play different role in different industry, all 
of them agree that the SO system implementation in Taiwan is not popularized and the 
definition of ‘service-oriented’ are not consistent. We refine our research and add the 
definition of customer service system maturity levels by referring to the definition of IBM 
service integrated maturity model. Our refined research framework proposes 6 categories of 
risk factors (ineffective project governance, lack of expertise, insufficient technology 
planning, resource insufficiency, organizational misalignment, technology newness). 

To further test the model, we conduct a general survey with Taiwanese firms which have 
implemented customer service systems during spring 2008. The samples are categorized into 
two groups: non-adopter and adopter of service oriented systems (Non-SO V.S. SO).  
 The statistical results summarize four risk factors are critical to the adoption of service 
oriented systems (insufficient technology planning, lack of expertise, ineffective project 
governance, and organizational misalignment (from highest to lowest)). The other two risk 
factors (resource insufficiency and technology newness) are both valued as high risks but are 
not influential to the adoption of service oriented systems.  
 

6.2 Contributions 

 
The findings of our research have both industrial and academic contributions. From the 

industrial perspective, the findings help CIOs and project managers realize what kind of risks 
and the priority of these risks required to be noticed and controlled when adopting service 
oriented systems. Decision makers who want to adopt service oriented systems can put 
emphasis on the sufficiency of technology planning with a complete and integrated plan for a 
whole IT planning of the business. They also need to improve the expertise of  the 
development team by training or outsourcing. Moreover, they can increase the project 
government efficiency by improving the communication and commitment among users, IT 
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people, and top management, and also increase the alignment for the organizations by having 
consensus among department managers, creating market sensing ability of the business, and 
increasing the responsiveness to the changing customer’s requirements.  

For academic contributions, our research has developed a preliminary measurement 
instrument for measuring risks in adopting service oriented systems. Further, our research 
helps to find out the priority of risk factors in adopting service oriented systems. This 
research also recovers an approximate situation for the maturity and generalization of service 
oriented systems (in customer service) in Taiwan companies. These findings can be used in 
further research in related fields. 

6.3 Limitations and Future Research 

We acknowledged that our research is exploratory. Although we follow all required steps 
of a research, there are some limitations. The first limitation is the small sample size. The 
participants are required to be IT personnel that have experiences in planning/implementing 
customer systems. One company is restricted for only one participant. Under the strict 
limitation, it is hard to find qualified participants, causing the small sample size. In finding 
qualified participants, we use various sampling methods and contacts firms as many as we 
can and use gift to encourage the return rate of the questionnaire. But at the end, the sample 
size is not that satisfied (but still acceptable). The second limitation is the design of the 
measurement. For measuring the risks, we tried to maintain an acceptable content validity. All 
the measurements are referenced from former research, but some risks may be measured by 
better measurements. The current instruments still have plenty of room for improvement. The 
third limitation is the definition for the maturity levels of serviced oriented IT projects. 
Because the definition of ‘service oriented systems are various, we follow IBM’s definition of 
SIMM and industrial interviews to propose four maturity levels of customer service systems. 
The definition of each maturity level can be further refined in the future. At last, in this 
research we only consider the risks of adopting service-oriented IT project. We do not 
consider how to control these risks (the managerial perspectives of risk from the study of Keil 
et al. (1998)). It is also a potential direction of future research.  

However, at least, our proposed model has reasonable explanation power to the adoption 
of service oriented systems. The measurement instrument developed in this study provides a 
good starting point for further investigations of the service oriented risk construct. Further 
research can also be conducted by the cross-system, cross-industry, or cross-country survey 
in the future to verify these results. 
 
 
 
 


