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Thailand’s software industry, albeit young, has experienced a rapid growth in the past
decade with a wide range of customers in the industrial and service sector, from the government to private
companies. This business has received tremendous support from the government and those related to the
industry to drive the country’s software export growth in the world’s market. Nevertheless, to ensure the
sustainable growth and development, organization’s leaders need to clearly understand key success factors of
this business which will eventually lead to the achievement of their intended goals.

This research aims to 1) identify key success factors and key performance indicators in
system integrator business-software service, 2) investigate the relationship between key success factors and key
performance indicators in system integrator business-software service. With regard to research tools, a
questionnaire was employed. The questionnaire was created and developed based on the concepts, theories,
researches and interview with experts and experienced professionals in the field. The research samples were
senior executives of software service companies in Bangkok and vicinity. The total number of samples was
286 companies, of which 271 companies returned 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 its
reliability with the 0.816 reliability test score by using statistic software program

The results of this research showed that there were three key success factors: business
expertise, technological leadership and human resources management. In regard to key performance indicators,
the business success can be measured by two indicators: customer and learning and development. As for
customer, it referred to the constructive customer relationship management; for learning and development,
it referred to the staff performance evaluation by applying CMMI standard as an appraisal tool. This research
also demonstrated that such key success factors had positive direct influence on key performance indicators in
contributing to the success of information system design which was software service business ( ﬂ = .74,
p<.000). This research findings has therefore confirmed 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 ensured the company’s success

reflected through the customer and learning and development.
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