http://dx.doi.org/10.7469/JKSQM.2012.40.3.359
E2EIGEEA M40 *35/359

ADIEE OZ2IH0IM AMH|AC| EAIK0]
2 S0 DIXH= S0l 2E 27

The Effects of Dissatisfaction on Consumer Behavioral
Response in Smartphone Application Service

Yong-hee Kim"-Jeongil Choi**"- Yeongho Jin"*-Dongwon Lee™

" Graduate School of Business, Soongsil University
* College of Business Administration, Soongsil University
“* Graduate School of Business, Soongsil University
™ College of Business Administration, Inha University

Purpose: Due to the explosive growth and widespread use of smartphones, new business opportunities are
emerging. Despite the importance of creating customer value in using smartphone applications, past studies
on have mainly focused on functions or factors and specifications that influence users to use the device.
Methods: This study is intended to identify how customer dissatisfaction from the use of smartphone applica—
tion services affects customer sentiment and behavior. The research model is tested via a survey of 290
smartphone application users.

Results: The result of this empirical study indicates that customer dissatisfaction significantly affects the
user’s disappointment and regret in using a service, which are subordinate values of customer emotion. The
user’s anger is positively associated with ‘Negative word of mouth’ and ‘Complaint’, which are subordinate
values of customer behavior, but not with an intention to switch to another service. ‘Regret’ and
‘Disappointment’ are positively associated with ‘Negative word of mouth’ and ‘Switching intention’, but not
with ‘Making direct complaints’. Finally, customer’s negative sentiments are a significant intermediary in the
relationship between customer dissatisfaction and behavioral response.

Conclusion: Finally, the study offers a more systematic understanding on the phasal response process of
customer dissatisfaction in relation to the provision of smartphone application services.
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Table 2. Demographic Statistics
Classification Frequency Ratio(%)
L U} 193 68.9
o}z 87 311
il 20wt 30 10.7
204 148 52.9
304 76 27.1
40t 17 6.1
50t 7 2.5
60| o] 2 0.7
A4 3t 154 55
5 3 1.1
3jAkd 71 25.4
AEA 16 5.7
AR/ 7152 19 6.8
L&A} 3 1.1
P! 6 2.1
T 3 1.1
71k 5 1.8
G| TaE o]} 50 17.9
ek st 102 36.4
EEd 62 22.1
&k 7y &k 44 15.7
IR 22 7.9

AT BYE AFs ol SA A FEEC] AT
B2 oo sdstAl S4 HA=A gty S
galx @9l B3} Cronbach’s Alpha Al5-5 ©]&-3F
NEA EAS PASWIS0 o] &dke] AAsha 1 A}
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BAA g0 BAAE Qo057 ARAAE A
=37 9 FAE Component
& Aeeleh. WA, AT R4ol Ak
RS Ws) FRehs ks Uehle @
]

°] 0.501%2.

A (Principal

W

2 7} AR 718 S5k e Hair et al., 2010).
B3 Varimax le}ﬂ AE B3l MEE = 7 w9 g9l
820 AAA| (Factor
Loadmg)—é Elﬁ% HE Q99lo] 0.6 olAte g9l
AAAE 7 A3, T/ (Eigen-Value) 7} 25 2
oo AAg gz 9ol A o] AlgE Zo® 3
e tHHair et al., 2010).

AT NS A SA 31t
AaAE Hr7Es7] Y8l Cronbach's Alpha Al

SAst=dl, & Ao AS e 82 Fre] B
0.837~0.9134Fel} AR 7]521 0.60]148 wHEsla
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4,2 3937 89l B4

2 AT AREH O‘{’%ﬂ A3 B e
S 3 804 e A o 24 AVE(HE A A
%, Average Variance Extracted)ﬂ- Composite
ReliabilityUN @A # &) ZhS Sa 7539 HHair et
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A F2A B AFAFAME BF 0.5018 02 AlFA
S Fwsta QukHair et al, 2010). A4}
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Table 3. Exploratory Factor Analysis

Latent —Measurement Factor Community
Variable Items 1 2 3 4 5 6 7
T4 .818 .126 .108 .155 177 102 111 0.775
T T3 761 114 .200 126 272 .265 175 0.823
T2 759 151 .201 .248 77 .061 174 0.766
TH1 748 192 .188 .160 .293 .207 .189 0.822
3)2 155 .858 214 .029 025 .092 .230 0.869
&3] =31 .165 .845 142 -.001 .089 157 214 0.840
=33 .108 .823 .251 .080 181 .058 .189 0.830
T3 141 .084 177 .105 .024 .148 214 0.709
b T2 101 323 7167 .082 154 212 .025 0.780
T =1 213 .285 702 077 .040 .256 -.001 0.692
T4 187 110 .693 .108 .065 -.022 .381 0.689
B2 135 .092 -.040 .873 .001 .038 -.086 0.799
qaA B34 .262 -.009 - 796 .082 .025 .086 0.717
%3 217 .093 .208 754 .153 .031 .093 0.700
=41 -.087 -.067 .246 .675 135 .203 227 0.640
ARG 22 .203 110 .090 .146 .874 112 .061 0.863
ARG AREAISE 221 .053 .027 105 .854 .104 .085 0.811
AR 3 .233 132 .099 .065 .839 .166 .180 0.849
A3 .080 .207 .091 072 .088 .855 .059 0.804
A A2 224 .050 .153 .059 182 .825 .091 0.801
A 132 .051 213 .098 .105 .807 172 0.767
RS 215 331 .248 .108 .162 .155 147 0.839
e 2 315 .328 175 .148 135 128 124 0.818
B 195 440 224 .065 193 .249 .676 0.843
Eigen-Value 3.101 2.934 2.764 2.683 2.673 2.557 2.135 -
AR (%) 12.922 12224 11515 11178 11.137 10.653  8.897 -
Cronbach’s Alpha 0.907 0.913 0.837 0.820 0.903 0.861 0.907 -
& 2EA S vepdnkal B74eE = 9dvk(Bagozzi, 1981). et th(Hair et al., 2010).
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Table 4. Confirmatory Factor Analysis and Discriminant Analysis

Latent Measurement Non Standard Composite Discriminant Validity
Variable Item Stan.clqrd CR Coefficient Reliability
Coefficient 1 2 3 4 5 6 7
71 0.933 16.65 0.000 0.892
Pr_—:(? 7713 0.967 16.36  0.000 0.908 0.662 0.850 [0.66 0.04 0.28 0.21 0.38 0.29 0.39
7714 1.000 - 0.000 0.780
31 0.897 21.02  0.000 0.868
53] 312 1.000 - 0.000 0921 0707  0.879 |0.46 0.71 0.34 0.02 0.10 0.12 0.51
313 0.902 20.65 0.000 0.860
Tl 0.962 13.46  0.000 0.791
s T2 1.000 - 0.000 0.846  0.497  0.746 |0.53 0.59 0.49 0.07 0.11 0.28 0.37
T3 0.819 11.58  0.000 0.684
532 0.907 12.07  0.000 0.771
&4 =93 0.808 11.87  0.000 0.750 0480  0.734 046 0.17 0.27 0.48 0.09 0.05 0.09
B34 1.000 - 0.000 0.823
g 0.943 20.52  0.000 0.901
%}i 7132 1.000 - 0.000 0.897  0.688  0.868 [0.62 0.32 0.34 0.31 0.68 0.16 0.22
%1%k 0.894 17.51 0.000 0.812
A1 0.955 13.94 0.000 0.802
Ay A2 0.990 14.87  0.000 0.863  0.604 0.821 |0.54 0.35 0.53 0.23 0.41 0.60 0.24
A3 1.000 - 0.000 0.801
i 1.000 - 0.000 0.898
B B2 0.980 19.17  0.000 0.846 0707  0.878 |0.63 0.72 0.61 0.31 0.47 0.49 0.70
B3 0.958 20.52  0.000 0.878
Note : AVEZ: 391 AaAse] Awgh a9l daAss vehy
& S ol ol i) sk clfel 71 20] A5 $AA A 87 AR 7,
AR BRESo] aZe] gig gl vA= ¥ vet Ao, 285 9] ggol taf ojm 3 JFol
a17] §lsiA Mg 7k BAE o} <Table 6>} 2 AEAS Au R T3 BPor 7p= 7
o] A3t o] 7145t} o] oM M a2l Zeelenberg and
A o] )= Bk o] A A 2 Pieter(2004)9] A5 AAdh= A= e,
o VAL GFe BE foldte] 0 12 AN R /M 39 A Bk nARF v RS 4
o yehdt), o) wale] Auls BEARRE By wngkt k9l 74 F Rwolq AskewR A )
o wow FAH A, F3, B, Al A4 dol 717 e
Hola & G nolFa vk
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Table 5. Fitness of Research Model

Research

Model Requirement Reference
X 368.291" p> 0.05 Hair et al.(2010)
X2/df 2.105 1.0<X¥/df<2.0-3.0 Carmines & Mclver(1981)
RMSEA 0.063 < 0.08
Hair et al.(2010)
Absolute Fit SRMR 0.073 < 0.05
GFI 0.888 > 0.8-0.9
AGFI 0.853 > 0.8-0.9 Hair et al.(2010)
PGFI 0.673 > 0.5-0.6
NFI 0.912 > 09
IFI 0.952 > 09
Incremental Fit Bentler(1990)
TLI 0.941 =09
CFI 0.951 > 09
PNFI 0.760 > 0.5-0.6
Parsimonious Fit James et al.(1982)
PCFI 0.773 = 0.5-0.6

Table 6. Path Analysis Result

Dependent Independent

Variable Variable Beta SE CR. P-value Result
H1.1 %3] 0.740 0.061 13.591 0.000 e
H1.2 #x Rk 0.647 0.063 10.116 0.000 e
HL.3 A% 0.506 0.061 7.721 0.000 e
H2.1 44 4 0.210 0.056 3.331 0.001 A=
H2.2 3% 53] 0.167 0.067 2.364 0.018 e
H2.3 &4 0.010 0.074 0.133 0.895 712}
H3.1 44 T4 0.267 0.078 3.470 0.000 e
H3.2 A% ik 0.108 0.091 1.278 0.201 712t
H3.3 &4 0.226 0.103 2.369 0.018 el
H4.1 ¥44 74 0.336 0.076 4.647 0.000 e
H4.2 3% A 0.306 0.089 3.884 0.000 e

H4.3 &9 0.133 0.097 1.534 0.125 712+
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