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A Composite Model for Exploring Factors of Service
Quality Satisfaction in G2B Electronic Commerce
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G2B 전자상거래에서의 서비스 품질 만족도 요인을 
찾기 위한 복합연구모형

Assessing service quality and satisfaction is the essential part of service science. In this study, for G2B electronic commerce 
service composed of information systems and human resources, a composite research model for exploring factors of service quality 
satisfaction is proposed. The proposed model uses SERVQUAL’s five quality dimensions as independent antecedent factors and 
usefulness and ease-of-use of the technology acceptance model as mediating factors. A case of a G2B purchase service is empirically 
studied using the proposed model. The result shows that the proposed composite model is good and appropriate for explaining 
the characteristics of G2B services.
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2. 이론적 배경 및 관련 연구

2.1 SERVQUAL과 기술수용모형
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2.2 복합적 연구모형의 탐색
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3. 연구모형 및 분석

3.1 연구모형
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<Figure 1> Composite Research Model
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3.2 측정방법 및 데이터 수집
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3.3 측정모형의 분석
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<Table 1> Commonality Analysis

Factors
Measure.
Variables

Adjusted Commonality 

Initial Extracted

Tangibility
TG1
TG2
TG3

1.000
1.000
1.000

.868

.919

.782

Reliability
RL1
RL2
RL3

1.000
1.000
1.000

.831

.896

.893

Responsive
RS1
RS2
RS3

1.000
1.000
1.000

.869

.954

.869

Assurance
AS1
AS2
AS4

1.000
1.000
1.000

.929

.960

.915

Empathy
EP1
EP2
EP3

1.000
1.000
1.000

.918

.849

.892

Usefulness
PU1
PU2
PU3

1.000
1.000
1.000

.816

.954

.864

Ease-of-Use
PE1
PE2
PE3

1.000
1.000
1.000

.945

.898

.925

Satisfaction
ST1
ST2
ST3

1.000
1.000
1.000

.895

.866

.854

(Eigen value) (1) 
1.0 , (2) 80% . 

(8 )

. <Table 2> 8
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<Figure 2> Path Coefficients
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<Table 2> Factor Analysis of Measures

Factors Loading
Eigen
Value

%
Variance

%
Var.Cum.

Tangibility
0.856
0.885
0.827

11.539 45.52 45.52

Reliability
0.754
0.554
0.764

3.756 14.82 60.33

Responsive
0.849
0.929
0.818

2.346 9.25 69.59

Assurance
0.885
0.653
0.766

2.027 7.99 77.58

Empathy
0.917
0.830
0.895

1.378 5.43 83.02

Usefulness
0.862
0.936
0.879

0.602 2.37 85.39

Ease-of-Use
0.930
0.921
0.933

0.577 2.27 87.66

Satisfaction
0.829
0.863
0.851

0.457 1.80 89.47

(factor loading) (
) ( )

. <Table 2> Kaiser 
Varimax . 

( ) .  
10~20% .
(reliability) ( )

. 
Cronbach’s α

. (1) 
Cronbach’s α 0.7 , (2) 

(deleted α’s)
, 

.

<Table 3> Reliability Analysis of Measures

Factors
Reliability

Cronbach’s α Deleted α’s

Tangibility 0.912 0.817 ~ 0.923
Reliability 0.914 0.854 ~ 0.907
Responsive 0.941 0.880 ~ 0.935
Assurance 0.877 0.710 ~ 0.888
Empathy 0.931 0.867 ~ 0.933

Usefulness 0.951 0.890 ~ 0.954
Ease-of-Use 0.955 0.911 ~ 0.956
Satisfaction 0.903 0.831 ~ 0.880
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   <Table 4> Path Coefficients and Squared Multiple 

Correlations(R2)

No. Hypothesis
Path Coe.

(Wald Statistic)
SMC
(R2)

H1 Tangibility Usefulness 0.001
(0.03)

71%

H2 Reliability Usefulness -0.007
(0.07)

H3 Responsive Usefulness 0.12*

(1.58)

H4 Assurance Usefulness 0.61**

(5.24)

H5 Empathy Usefulness 0.33**

(7.22)

H6 Tangibility Ease-of-Use 0.15**

(2.54)

72%

H7 Reliability Ease-of-Use 0.19*

(1.17)

H8 Responsive Ease-of-Use 0.37**

(3.65)

H9 Assurance Ease-of-Use 0.42**

(3.07)

H10 Empathy Ease-of-Use -0.19
(-2.10)

H11 Usefulness Satisfaction 0.58**

(6.30)
55%

H12 Ease-of-Use Satisfaction 0.21**

(2.56)

*p < 0.05; **p < 0.01

Cronbach’s α
deleted α’s <Table 3> . 

Cronbach’s α 0.7 
0.9 . de-

leted α’s
.
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3.4 구조모형의 분석
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<Figure 2>
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<Table 4> (squared multiple correlations, 

R2)
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, 30%~40% 

. 
71%, 72%

. , 5
. 

.

(model fit) . 

.  

[1] . SRMR, 
AGFI, NFI, CFI, RMSEA 

.
NFI(normed fit index)

0.97, CFI(comparative fit index) 0.99
, 0.90 0.95 

. AGFI(adjusted goodness of fit index)
0.80 1.0 . SRMR

0.060, RMSEA 0.057 [2] 
0.05 0.05 

. 
.

3.5 논의 및 시사점

<Table 4>
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