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Abstract

This study aimed to develop an integrated model for measuring smart service quality in the
Internet of Things (IoT) environment, addressing the limitations of previous models that
focused on isolated aspects without integrating technical, interactive, intelligent, and
sustainability-related requirements. The study adopted a descriptive-analytical approach by
reviewing the relevant literature and traditional, electronic, self-service, and smart service
quality models. It also drew on international standards concerning systems and software
quality, data quality, and IoT reference architecture, particularly ISO/IEC 25010:2023,
ISO/IEC 25012:2008, and ISO/IEC 30141:2024. The analysis and comparison resulted in
the development of a proposed Smart Service Quality Model for the Internet of Things
(SSQUAL-IoT), comprising eight main dimensions and thirty-three subdimensions. The
main dimensions are security and privacy, functionality, efficiency, reliability, digital
tangibility, sustainability, data freshness, and intelligence, learning, and interaction. The
findings indicate that the proposed model provides an integrated conceptual framework for
evaluating smart service quality and addresses aspects overlooked by previous models,
particularly sustainability, data freshness, learning and adaptability, and intelligent
interaction. The application of the model is expected to contribute to delivering services
characterized by speed, accuracy, reliability, privacy protection, and environmental
sustainability, as well as long-term economic and social viability. The study recommends
empirically testing the model across various service organizations and adapting its
dimensions to the nature of the service and the sector in which it is applied.

Key Words: Internet of Things; Smart Service Quality; Service Quality Models; Data
Quality; Sustainability; Intelligence, Learning, and Interaction.
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