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Editorial Introduction 

The information systems (IS) discipline is saddened to learn about the passing of Prof. Ting-
Peng (TP) Liang, who was among the first cohort of Chinese scholars returning to Asia in the 
early 1990s to create the IS discipline in the region. He led the establishment of PACIS in 
1993 and created PAJAIS in 2009. PACIS is now one of the most influential IS conferences 
and PAJAIS is one of the best IS journals in the Asia-Pacific region. TP was the first AIS 
Fellows and AIS LEO awardee in Asia and made a tremendous contribution in bringing IS into 
Chinese-speaking countries and regions and connecting IS scholars in Asia to the world.  

This special issue is dedicated to the reminiscences of TP for his significant contributions to 
the global IS discipline. This PAJAIS special issue solicits research submissions that are 
related to the Service Innovation discipline, one of TP’s key areas of research. Since service-
oriented economy is evolving into experience economy, the research topics regarding how to 
design products, services, information systems, and mobile services to increase users’ 
experience value are becoming more and more important. From a service logic perspective, 
innovative service design focus on how they change customer thinking, participation, and 
capabilities to co-create value rather than new features in order to enhance user experience. 
Hence, this special issue focuses on issues related to service innovation, service quality & 
user experience (UX). 
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In this Special Issue 

This special issue involves two parts. The first part is for a tribute article. Several reputable 
scholars have written a tribute article for TP. The second part is for research articles. We have 
selected four high-quality articles for publishing in this special issue. We summarize five 
articles below.  

Seventeen TP’s coauthors have offered their heartfelt contributions to this article because 
each of them can recall different aspects of TP’s life and contributions, including TP’s birth 
and Family, Ph.D. study in the IS field, TP as a professor in Taiwan, TP and Pacific Asia 
conference on Information Systems (PACIS), TP and Association for Information Systems 
(AIS), TP in IS research, TP for young scholars, TP Liang PACIS Young Scholar Award, 
lessons from TP’s life. 

Ho & Hsu (2022) Article: Paving the Way for Digital Transformation: Investigate Customer 
Experiences of Using Mobile Apps 

The objective of this paper is to investigate the customer experiences of using mobile apps in 
convenience stores. The authors proposed a mobile apps quality model as the theoretical 
basis to explain the findings. This paper collected 40,521 online reviews of two leading 
convenience stores in Taiwan and analyzed with text analysis and qualitative analysis. The 
authors identified the critical quality attributes of mobile apps in the convenience stores. The 
authors demonstrated that software quality, information quality, and service quality are critical 
elements in affecting customer experiences in using mobile apps. Although different mobile 
apps may have different priorities of quality attributes that are needed to be improved, these 
improvements of mobile apps help to enhance customer experience and accelerate digital 
transformation of convenience stores. 

Assemia et al. (2022) Article: Who Gets the Job? Synthesis of Literature Findings on Provider 
Success in Crowdsourcing Marketplaces 

The authors review the literature of crowdsourcing marketplaces with the aim of developing a 
comprehensive list of factors that influence customers’ choice decisions and providers’ 
success. They have found 31 conceptually distinct profile information components/factors that 
determine customers’ choices and providers’ business outcomes on crowdsourcing 
marketplaces. They have classified these 31 factors into five major categories: 1) prior 
relationship between a customer and a provider or a customer’s invitation, 2) providers’ 
bidding behavior, 3) crowdsourcing marketplace or auction characteristics, 4) providers’ profile 
information, and 5) customer characteristics. The main factors in each category, associated 
considerations, related literature gaps and avenues for future research are discussed in detail. 

Cui et al. (2022) Article: Do Enterprise Systems Necessarily Lead to Innovation? Identifying 
the Missing Links with A Moderated Mediation Model 

This study purposes to address the effects of enterprise systems (ES) on firm innovation by 
adopting resource-based theory and capability building theory to focus on ES-enabled 
competence. ES-enabled competence was proposed to mediate the effect of ES integration 
on innovation performance. The authors further proposed that continuous improvement 
moderates (1) the relationship between ES integration and ES-enabled competence, and (2) 
the relationship between ES-enabled competence and innovation performance. A survey 
method was conducted to explore the relationship between enterprise systems (ES) and 
innovation. The authors confirmed the roles of enterprise systems as a resource and a 
capability and the effects of these roles on innovation—including the operational outcome, 
new product development performance, and the strategic one, innovation uniqueness. The 
authors also demonstrated that continuous improvement moderates the mediation paths, 
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namely “ES integration – ES-enabled competence – innovation performance”. This study 
contributes to the ES and innovation research by uncovering the micro-foundation underlying 
ES-enabled innovation from a capability-based framework and elaborating the moderating role 
of continuous improvement in enhancing innovation. 

Shang & Chiu (2022) Article: Leveraging smart technology for user experience personalization 
– A comparative case study of innovative payment systems 

This study seeks to understand how the attributes of smart technology (SMT) can be 
leveraged to enable personalized services and optimize unique user experiences to attract 
and retain customers. The authors constructed a SMT personalization model to analyze how 
the SMT attributes of smart functionality and smart content enable personalization in different 
ways and create unique customer experiences throughout the user journey. Based on the 
comparative analysis of the two payment cases, the functionality and content attributes of 
smart chips and omni-channel platforms were explored, and the tailored advisory and 
responsive support for customers both offline and online were validated. The life-enriching 
service innovations provide valuable insights for leveraging SMT for personalization. It is 
hoped that the SMT personalization model can be extended to other types of SMT applications 
and can be used as a framework for designing innovative services. 
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