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2Portability
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5 Energy consumption
6 Service response time
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1 Coordination

2 Network traffic

3 Support

4 Responsiveness

5 Support response time

® Accuracy and precision of support responses
" Documentation

8 Data Quality

9 Precision




9 Wil
B0
S|

O3 9 Ol [l S il ian Sla ™ § 3 35koe b3 47UG Jote (>

Fove S 295 e YL LA ozl e Slads CdS il sosls S
YoVOLKas 5 (g paie e
YA DIk 5 G
VoY) G5 5 o) | leds il 5,8 5l Lpaten sl s SOuSS L b osls ax a 'l
oY (S sie 035 OLSs Sline & ()8 5l 305 n 4] (5 5 kSTl oy
YoVOLKas 5 (g paie ol Lnosls sl g lacs b 0,8 o310 (gladI g
éjt..af_s.sjdu;;l“5,,TC,,‘5LM;~T;J,J“;LM>|>J§| kY
Y'Y\jlf)})l{ _
;..q-}a}ﬁ)wj\‘)‘h&)lggi‘wﬁ:ﬂ)n)}%@; oy
FoY¥e Sogs
b geodd &l Sleds CiS tals
Boralbosls VLS s re s Sles 4 plaas sl | T 030w
Y~Y\;}l§)})l§ _ _
QL&W‘JLA]’L&‘S;MUJ:JQdb))})ﬁjd)}‘@} of
YONOLKes 5 (6 pate
nha@:.w: é’lj,‘g ]AUaﬂuuaw J)‘}ac 10T Sl aan) >
S Kb ol 68 m 5 i Skl sl e 5 slop iy
AN Ol sl 4 _ B 3510
Wao&aws (b Jold 55150 ol oayls o ,lal 55l OT L (g 2o . Il
YoV o g e _ PWE Y
f Sl g0 655 o 5 IS8 by dapa S 58 L) -
ol
‘Y'\QC,;A)J.Q:-‘ JJ}AQ‘,:PJéh)iwjhj‘}‘wu’}lkwu‘guﬁlﬂ) Q‘J.‘@’J
Fo¥e Soge | el 5000 Culo ca e L1zl Cds )3 eslizul P s
%3
YAAJIFLL 5 G 23 Sn oy LS
YV 0L 5 Sl sbaobae s
\"\ﬂt‘}:.kj.b;:-‘ L.;‘,...uLZAL;LAMﬁ‘)‘)dbﬁ)géhmuﬁvwﬁ)\f@\k ))‘Jal(af dd}w;)‘f
No¥e (Sesio | SRl o ge Calbee (5ls Jale a5 Calibes (sla 131 v Pladsls
Al

YA JISLL 5 G
YV oL 5 ey

238 o 08 s,

! Consistency

Z Integrity

% Timeliness
4 Tangibles

5 Hardware

¢ software and applications
7 User Friendly
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! Customization capability
2 Security and Privacy

3 Vulnerability

4 Data Recovery
5 User Consent
6 Data Protection




Aol gy
=P\
- S50 9 Olarili |l bl g (Giae Dlood i 98 Klos (b 351 42k Jow (150

(L2 'S =

i S o Shes sl slaslsne o gat 5 s s Jl s csbk -7 Jsr
Lol Co il o oo Sl

Sl s b | b Sl | oty | Kk Sire i s okas | S
CAVD CVYY | YA | FAFY Sl | N
CAFY YD CX4[FYYA b3l 4 ey | 1)
LNaF RS . 5 f. oas |y
T2 CVFE | 00V | FFYA oslizal o>y | WY
CAAY CAVY | B0V | FFYA Slodst &1yl Lo | VF
T2 CVFE | 00V | FFYA Olabl C B | Yo

Y CEA | FEY | FOYF Ll | M
ALY il S5 FXYA s Jass | YY
AV + VAF CHVF | FYAP oS ol | oYY
oY NN I o B 5 O3 g jwd 53 | YF
R VoNF | FYAS Slesssp ekl | Y0
L XYoF YAYA | FAFY O3 Jo JB | Y7
oY N Ry Sl ekl | YV
AT SO | YOV | FFYA s |
CAAY CVAF | S| FYAS EoA o e | TN
LA VO | axov | Fovy Cadst il Ol | TY
CAA CXAA | YA | PR Salea | ¥¥
CAYA <04 CYFA | FA Koo Sl | rF
CAN SOV [ YOV | Foavy Skats | Fr
CAF CEAY | LYY | FSsV 5l 4 e | B
CAAY CANY | eSOV | RS 2S5l Oy | FY
CA XV I /N I N Fl S 5 S35 | FY
LAY VO | axov | Fovy Soldzes | FF
CAYA IR N 1 7N B XAT N ECHPS U PORNISCI- g .
v CHY | ey | FOYF s | oy
Caor 558 CFFA | FYAY 5L | oy
RIS CHVE | XAV | FFYA Sl | oy




X&) | xx 895 [IFxx X

9 IO

S

(L2 ' = )

Sy COVY | YPY | FOYF O3 55,4 | OF
caor 2 I £ 7NN I A /N e gmia Syl ga | B0
aF CAVE | sy £.4 S Sl | Y
AR R 7 O IO L o I X2 2% Laasli ;5 ol 3le 5 | #Y
AT SNFP | c00V | F¥YR Gl s B | oY
CovE SO | YA FADY | st s el |V
AT SNV | OV | FWNF Gpdidss | VY
-Yov ! 1A | FYYA el Sb3L | VY
LA XV I /A I N S Sals, | oW
CAYA CO | CXFA | PSS Losls jlcbli= | VF

Vi 315 55 o8 skan Vo g pemmn 5368 ol slae ¥ B dy e s 08 150y S

@UQQT})}AD}WJJIJ)‘jﬁJ“JJJ(}J))AJJJJ}‘QJ‘JJM}:}L;L:&Jl:&ﬁﬁj
.s)lj.ac.l..i'l.!@Jﬁbrjbjjs)bk;:.&'L;Lhﬂ.;mxjad&f@cﬂjdj-\q-.@)()lfﬂ:ﬁ
1l O ploart (sl slns 1 ke (slime 4 S5 508

JAJ J“i J)‘ BEL) )‘ Cfd.w.a de)J\ JLLSA.{; LSLA)LLS’“‘ -V J)Js?‘

St | bl | oS oy o3 Sre s Shaa | S
Slxa !
Bl s &5 (3w 10 | N e | B |00
Ll Sl Oleds o
+ YAQ  2YY FAAY
Spdiles 5 6 pds wlis
3yls 5\5.\.’..25&.;.;:5 u.:L
i Ol Se ;Kb | 0L ke | kB | YA
Slodst outins &1 e S LA Olab!
+ VAQ VY F.yvy "
sl il 5ol oS Lil &5
15 (6 s Ol
CMYA | COFF | FAAY 4 OLls S Obl g ax a Sl | Sz | PO

1 Scalability
2 Mean Time to Repair
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! Simple Responsiveness
2 Data accuracy
3 Easy installation
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Abstract

Service quality challenges in the Internet of Things (loT) stem from its
inherent complexity and heterogeneity. The diversity of devices, protocols,
and networks makes it difficult for organizations to deliver stable, reliable,
and secure loT-based services. Unstable connectivity, latency, data loss, and
security vulnerabilities further amplify risks to privacy, efficiency, and
customer satisfaction. These issues become even more pressing when
companies and institutions integrate loT into their service offerings, where
poor quality directly affects user trust, organizational costs, and long-term
adoption. To address this gap, this study develops an integrated model for
evaluating both the performance and service quality of loT-based services at
the organizational level. The model aims to improve user experience (QoE),
increase efficiency through better resource utilization, and support decision-
making for service providers. Methodologically, evaluation criteria were
identified through a systematic literature review, refined via the Delphi
method with expert consensus, and prioritized using the TOPSIS multi-
criteria decision-making approach based on Critical Success Factors (CSFs).
The findings highlight reliability, security and privacy, and data quality as the
most influential criteria, providing both theoretical contributions and
practical guidance for organizations seeking to strengthen their loT service
strategies.

Keywords: service quality, Internet of Things, performance evaluation,
Critical Success Factors
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