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Factors Influencing the Customer Satisfaction and
Re-Purchasing Intention of Mobile Shopping Mall

Hyunsoo Lee* - Young-il Chae**

B Abstract =

The purpose of this research is to identify what factors influence a customer satisfaction and re-purchasing intention
and to identify if customer’s Intentions are different between a mobile shopping mall and Internet Shopping mall. To
perform empirical analysis for the mobile shopping mall, this research reapplied the factors of Parasuraman et al.
[77] in a Internet shopping mall, including reliability, reactivity, tangibility. and this research also applied the factors
of a mobile properties, including ubiquity, localization, instant connectivity. The empirical results of this research
indicate that all hypotheses in our model are significant; However, the factors of a mobile properties negatively. The
results of a analysis indicate that the mobile properties in a mobile shopping mall are not significant yet. and
customer’s recognition in both mobile shopping mall and Internet shopping mall are the similarity. In Conclusion, with
the rapid growth of the Mobile Shopping mall market, many mobile shopping mall researches based on customer’s
Intentions must be published. Therefore, this research will be the foundation of these researches.

Keyword : Mobile Shopping Mall, M-Commerce, Re-Purchasing, Consumer Intention

=50 20134 048 27 =ETdAEY 120134 06€ 032 A=A 20134 06 10
« A Aol dsta FEAGH @y, A1
s 1ol AT S o u] AU 2 8ka A, WAAR



216 old

Iz = 20139 1€
JoxeH21]. A1 gxA)
w1 o|utAE (eMarketer) 7} ©E3 HEuld Aw
2 AT AR wEw AA A" Ams
AP A Baked Av 2~7h 2pA] ek v R 2012
A AA %A 7195 ZA 8k =g
wukd Am s APGE wd 20% T e
wolw A& Fjg AoR dAtE 1 9l AntE
3} g EBIPC 59 Zud 7)7)= B 7)ol 1)
A BEgmrt vl wac A8 Bag
10%5 G@Ash=dl 251do] AglaL, Fojdst= 114
o] AZPAIW ~vtEEY HEIPCE B3} 27 8
W 2540 2 Q3ItH48]. AntEZ e BHE-e 2000
G FuEE AZE e BESIPCY e 2
vk 71719} o] ofAl AR mefr]e o
Atk olet BF SollA mukd A Ao
o= Ay AJolgkal & 4 9l mA|,
19901t ko] Qo] HFEWA B2C
OAg Amart 343 o= 43 o &

dgko]l AAE L = Aotk 1 A AUH
199 M2 AlFo R o

HY 71€< =957 FAs5d "AEZA ] 7]

to 1o
N

-

A

o
s
o
T

(ST e )

co, ok
N

of QHUFORE THL & Arhs A BolF
£ 2o At Y 3, JHULDEL
UAE Avlzg Fad 4A7)2e] B 5 glon
o2 o] §3h Aul 5ol T 1 ko] AFEE
UA" Az AFS olsfeks 4% 982 9
ek 19006 T) S, TAE Av2h mepof
Qe YAl b Bl mlEU el ATE
WA F shie QHuagBe 4Fadli &
e W% 9 HEd gi Aslril, 2
12, 63, 67, 711, el A5l sl Lol
B ol AEAQ oxel A Aol )
At eetel AvlAEo] Az Aeldt At B

F39)
A 2ok mukel Av 2t PCSHE Pl )
Moz AL s, A4, Aejdolz, o5, &
A, AN, A F F axdd
A QE Z1wel UAE AW g gl B
58 23 glek o RE f4 QEY 71 Tl
@ A2 AAEs} 2k Qe 7]
A AV 2HAEE e P BEE 1A
Aolg o5 s B Ao @ DLy A
FaYT 1N E BT A 0D A
AN AR AnAES SFe ABH
ese}el 2ulstel Mugy) o] HAg A
ol vehott A wakd Aviz Age] L)
RS FARE AEY J1Eel 4E 245l

TSR EAT Ao 9
Aok weEb] B A7E Fete] mukd Ams
AN aurHEe] Al SlE AR

ATl Ee] deke vz
AL Auz A 2w
A

w2 Ao A2g

FHo% Qolra) gk ot mul
HEA ALL AT FAUHA 8AES ANF



wael psolx] ARSI} AT o] wo

o mujel Avis Age] A& 4 wil
A Az o] 7|99 FAE Fd AT 5
712 ey B A7E ARy /& ATs
of o olgd nRE Fal AT A
AN o)tk el n BeolA ATHHES 7]
Zargon ojd weh AREA D ML PEa
Atk ABNE B Arel oeje} @S A
s 9 AR T1Eaa

2. o] &H wi7

2.1 2HIY FHojA

9y e &

A = 2Hk tue)
g B #9942 Fehel AAAGoIHeA)
2H A2l 7143 2 AHBONA 3
A Ad BF2A Zukd Tutol 27} ALgs]
Lo mup duel el ol BA3, ZPLEE,

PDA, 2eviE 2~ Go] XAl 53] & ¢

TE Eofd Anze] aATESI A Fu)e o
248 73 2ot Yufo] A& 7o g Huked
Lo st FES 1@}l stth Durlacher

Hux[E5]d wp2W Bupele] {3
2212 HAA (Ubiquity), H.9Hd(Security), H &
d(Convenience), 9171 €<1(Localization), A4
AJ(Instant Connectivity), 7§13k Personalizaition)
£ AABHATHESL HAE S A oA=L
o] 7|l =¥ = Qlvke 5Aolx, HA

o
ARzt wutd 771ER Q] HRIF R f=

> &
%
=
s
L

P

>

2 AAHESTE U FasH A EYe 540
thoHg e f4A JEdle HEE F dvke &
dolm] A&l mutedl 771E Fd HAE
o] &3 Mu| 27t kst BAS oWt ®
3 FAAAALS e AT gl F4H R
Ao FEHrhs EA4o)a, JiRishks 7917]
7191 Bk tiupe] == Rl /fIstE AH|2~7t
7bsatthe 548 Ut Siau et al[834]9] <1

PlA = @9 AT 217

ol = A4, N5}, FAA (Flexibility), o]4
(Dissemination)< %19 AApgA e e} 2 s}

£ wid nhel gou 4R o Ak fo

A W14 9 (identification) —2&] L 14%] 7] ‘?_}E 2
v el gk SAo® FAgrh 18]l Kala-
kota and Robinson[67]% ©]-54d (mobility)S, ©
BH[37] SAAAALS Butd $He] Ad &
o zhzte] ATtellA] gRlgh nf gl
ghE, Bkl Avzd gigk Ao AR o
g Awzo] edl AAE AA= gk 2ht
gk o]qr= 20006 0] =FH Agjrrhe A
Aozt njzte] A3 A wTof
Az=A Enpdel EA A vto] F2 =057
ZFITHS2]. Arnio et al.[50]19} Rogers[82]+= &
T e 2 7lsoly ofoltolg 483}
=l QoA ThE AFFETE 21458 G mebA
zpol7h drha FAgch & 7 ATelA] fole
zt7] oA K mnovators)’ ‘7‘7]5<HE”X}
(early adopters)’, ‘Z7]tt}4=(early majority)’, *
7] th4=(late majority), ‘B]70 e *F(laggards)’ «1 5
GAE skl QITE AT AR F R Kl
o Aolgk F/H‘:ﬂ %9]‘3}74] Uepd Tl 483
ﬁL H7[25]0] o]Fxd3}e]
}*Eﬂ WA Ad3kol

[e] O
Blo] Ak 21 FAY WA= A

=

L;;:\nm&ﬁ
VR

FF o] AH 20 A7} ol BABeIA Bahuck
gotoli} A9 5 wildduzE o A5 $43
T RS S e 2000498 FuA
A 2SR 83 47 2o Av A
o] 83 4= 9lS wWE muld tiupo] 2ol Ao

HojubA| kil AulE 7]7]9] HFEE =X
ob7] wjEo] FZ An|xl o]&dlE) A|FEA}
TF 55 AFE

A7t Y HI2, 14, 16,



218 o] &< - x

=
oA 7o ATAE 7o ATUE
o e | PR, RS, A3, 212, BHE, o A14], v | mulelz|n] o] Al aAl
A|AREA 9 23 RER R v}z 1l 8k
[16], Lo e, o 1_‘!‘[27] 20 O
wepe) wer | ©15A6) 1A S8, At 5], Pikkarainen et al[79],| Bkl AgAbEe) met]
e e Jih et al.[65], Yang[89], Yanisey et al.[90] g 9
mubed vhAE | AAE8), ubae, R EH19], 3, PaABL, ol AF 9] Bty Fae] azrs 2
(%31 aha20], A, AAER), 2538 2[43] Zel= 58
2590 9l[7], ol efl[37), A3 v)[26], FAE (3], BAF AOL| o el g o
) s s ) i y 2 ZAO 13
woen | 2, FoE S0 92, olwulol, eheia, daEo)| o ¥ FAAL
o]9dd, Ax|[34], A, HAH41] e T

o%,
oY

18, 27). olsh @7 @ ozE POl
o) Abgol ojuhrAl ikl weks) gl

36, 45, 46, 65, 89, 79, 90] A} DA Ee] A5
W 2HEE T HRATL 7bed Rt
o|x® FA7I717F tiAIHe] ZFaA48] Rubd
7Igke] Fae] tigk A5 AF TUks] AlEt
FITHS, 19, 29, 31, 35, 43]. 22y oA 9] v)
oA AFek npel Fo]l wupdd Aw ol gk
Zulzt o] e B 50 #ek AT ofA

g Holm Y AFHIE o Y A
] 20] AH[2HE ] o] dnke Apol ol =

17
o I
-

3] S3te] mok 03

] .
o ¥AHe B45 nAwSe F48el

=
o
2
081:41‘
re
-
i
o
ox,
o
=
=
o
o

w2 ool 4 glo] ghehsl, 7).
FAolg “Au| 2] 955 Aol
Bhen 4olg 2
A “zrlzte] Azksk 7)o Aele] zpole] wa

ol
¥o
o
B
)

AE"EA AGofst 4 Q78] ARl A~EA S 54

= WHeE 71 '] AMEE & Parasuraman
et al[77]19] Au]2=F AR Y (SERVQUAL)L 4:H]
Apo] AR 7)the} AA] A 2~e] gate] ] EY
2 PAE AAAQ Aate] e ARgshE Tid S
2 AvRpl Al QI =] EAS A=
8Qlo g A5 ARg-Eo] git}. 12yt SERVQUAL
< 71det A3 5 S48 ol 7tk g
S AHEEta, ZIHEY e AT JIXE Aty o]
% Cronin and Taylor[54]= A2ebs 7438
SERVPERFE 7/Wsl7]% kit Z1gdoll
atal SERVPEF 9A] 4714<1 B=9] F74°
A Aqu) 2 FHE A oste] T A2 F
ol AnkstAl7]7] o EAl- ol AT
A o= Bo] o A ZdEe] o

A Ael7y dastel A8 W2y] odth 2

b

A9k SERVQUALS] 71%7} @ Oliver[74]19] &
dx] Bygo] 7| MdAd Aol 7 F4

{1

[¢]

‘ot 3451 SERVERFETFE= o] 2] Aol A
SERVQUALS o AAsta JrH4, 6, 15, 24, 33,
39, 44, 56, 61, 64, 69, 76, 85, 83]. A& s}H, =u}

U &P e OAY Avze) B Az RO
2 % 4 317] WEo] SERVQUALIA A% <)
By &ge] Az Fd 54 298 wuk
£92e) Auls B4 adow Iz 4899
oh E@ mulde] nfd £4E, A2 59 A
H, FAUEY, A7, AQE 52 gree
o el &% S4% wild S48 BE



219

Alell ut2kA

I8

2
qul

-

7] who] W AP e] w o

=

k)
il

b,

3] HWaxt

™

o

Tl wupel Av o] Al F of

|=

ol

2.3 2= ROl

ol Aol =g AHaa)

L

.

st

I

]

e el

)55 o)

7

ZRER

7

2)e] A 2elI[74, 75, 91]0]aL, 3L

o)

b

—_—

1
B
Jo

N
o

n

B

I

{

o

s

31 A7

o] Qv

=
=

ofe] 714 %
oLf Au|ag

i
=
T

ol th?
AN

ol A

=
=
=
=
.

)
Je

0]

7, )

z|

L

R RRENES

A/ A #eH49, 59]. AR
o
U 594 Ei el

o7} £
o, wan,

SR

oF
o
ol

!

o

=
ﬂ
<N

7

]

IEH8L]. Ak

A

o

B

1.

ﬂo

a4 SERVQUAL®I A

5

E”E}‘

/Ké, }‘\_]_EL]/H

o
o

o

A(

9] 5714 A

]

Hi
<

& An)

AN

1l

A

hy2

+e]

[37, 55, 67,
[e)

A
LR

=
=

Fdch 2 A7Ege (29 119

U

LS
=g

E]

fre

3} 7)Ee] mutd EAo] Bk oA
63l Al A=

1

Au s
7]
=

A5,
2
7
e

al

T

1

],

ato] o]-g-3taL

o5

o

S

3} A7) o

z
9ol #AAE A= T (moderating effect) &

360, 621, °H

=]
=

el deA AEH17, 49,

of Atudel & A
80]. AT o] % (repurchasing intention)2 &4

wel Abgo] wr} fabaol

=

=

= veel= A%

tH52, 53, 74, 86].
]

}

o]
pai

7

P QoA =ik Avize J1E ol g4

71e

5L A

=

=N

ol
AdowA As
]_ iy
[e]

73, 77, 8719k My =3, A, ]
H

7} wolAA 71E m7le ol

3t
ZH83]

?_

A Fuhastel 24e wEE SPgdst Tl

SR

of

32 7td HE

&y

= A StHY, 11, 32, 63, o). vk
v A3

=90 o
= o

ARl S R [ B Rl

=
hl

ol
e
N



220

el

o]
!

oln

+ SPSS 203 AMOS 20

o] o] FAEAl

NE
ol
0
o

T

o7

A AANAZ B AHgE

=
S

NB
%
Bo

A

ol

il

el
TP
w
o

A A

1l

i

71 2-1:

No

10t el A 50

p

L

o Ay

=

=

T FAt 7% 10678 0] &
5.3%= 12678 °]

s

.

[e)

o

it

S

to, o=}
o

2

o
ol o] 27744 Z42F 4.3%, 87.5%, 6%, 1.7%, 4%

o}
H

o

=
=

A
il

A

€ ALt

I

[e}

o

o

Eo

]

=] 3=

= 5

8 k) AR ule] HikE A

[¢)

A47F 20~30TH

o) AMH &

8o
4

wuje

)

B
pul

A7) ek

o)k
o H

=

R

AN

o] 3y ooz mukd <l¥

3

ks
=]

ARge 2 717 670 o)/ 3 minko]

o] 974%% vrebstth 79

7 Q1Y A8

o 4A A

o
=

—_
o

9] 784%0] 11, ©]

-
it

oo
ik
e
)
o

K

Nr
w
)
=3l
it
oo

. -

o

jazel

ol

—

Xfo

TWHE FAQ) 47.8% %

deht TulgE vad &

LA 2 A} E(27.2%)7F 4

L

.

3

L
o

I

\=fe)
o= A

Bl
ol

Tl
H

I+

3l

_/“_w

ol

O

3>l yeht 9ler

3T
it

o

13 A3 07 oo w yEht

1701 A}

-
o 2
= T

H o
R
-

Cronbach'a”} <
el

45.7
4.3
43
875
5.7

106
126
10
203
14
5

10th
20t

30th
40~50tH

ol




221

zz]:

o NS ol

=N

[¢)

2 yeht 44 wgel 4

9
pai

Fpak

Al

=

A3} GFI = 0977, AGFI = 0952, RMR = 0.027, x°
21.403, &3 x| W p

AGFI, RMR, ol o
005 Bt} o &

- 0.9

L

.

=]

®

SIEIEB|E B

Slo|c|cls|s|s

—

@)

"

0|1 | &

A ERAEIEEIE

ﬂm S|s|S|—= ||~

IS R|B|S |5

Bl on || S| os | | e

N o

A %o | %° o

ek

0

o o) | Mo o
7 e

o) iy ur

o =0 el

a

B 2

Z3} Cronbach a

Al
A

i=]
RS

_]

2

%)

R

I

g9 4
o 1AM 3

|

R

o
4.3 Et

2 Zheks] yehd oo <3 5>¢) 2t

O iT
= it

A+

3

1o

ool =

0.469**

RET
LY
EEER]

2]

b

=
-

4>8} 2ol
g

AN

e
=

KN
=]

i
o
A

o]

1

°

5
& BT 0019 fréaelA

= Ao 2 Yeht) <

[e]

H

=

=
A

o)

A et 7]

Flom & Aol A AAsh=

A Aole] @A}

vpeiA) W
B §of

=
=

=
e
)
N

il

py

o

A9

T

il

o

al

1.000
0.148
0.145°

1.000
-0.76
0475
0.505™

zel
il

e

el
wir

oW

atl

1.000

1.000

0.681"

IAMELE
) TP <005 TP <00l

=
-



eyl

3
3

¢+
7

222

=l el Bl e Bl e~ K~ K~ e~ i
PIRIK|IRK|IKININ|IN|IN|I®
Llhelzlzlglelz|glele
mleIEIE|E|IEE|1gI8F
ﬁoOOOO PSS TIS|S
o
NH
P 5
0 NE
oo O#a
~~ AL
7 o |
drﬂrﬂr%ﬂr%%%
TN NR | NR | o | MR oy | 0 | o
w2 ||| E |||
o || = 100 | 10° | W° | T | WO | B° |
D | Bo|Bo|Be | M| B -
g A T
ol o | B | nu% W | or | oF | oF
i o ) = AV e (R R
) ™ T\ T
of [ OF | oF R R = e | )
éﬂﬂﬂwfﬂ%%ﬂ
o | NPT | o (B2 R
= | R M|
mﬂﬁﬁﬁ_.v_u.ﬂon_mﬂﬂornzn
w | H(H || o | zo | ol
G Loy | ol | o | B | o |00 | R | W7
P 2|70 | =0 | B | B |
W N E TR ||
B R | B | B | o | N
— || TP o
=[] === =2H
|| | | | | T | |||
PRIy i A S R [ R R N (R
NINTIN NN NN NN

A ), FA4

Agolnt 4l

kil

)

N

ol

312 A]

L
Fu

]

o] qHEwe} <)

o)

H0.675)

1A

At el

ok
=

Ho

A v ek,

1A

]
ey

]

o}J
Aqr
o
=

—_—

W

o wue)

R

4

NA AeE=

=
=

ARl M 719

"

SR

=

9E B =714 71

2l

7o
4

—

)
)

el

Kk ApgApe) w

st
e,

ofpy
1H
A

o

Ho

el

)
)
o
A
ofp
TY

Aol

Ay

Ftol] ofsf AAxe

=

WA B

KH

o

ol

el 2 7hs2dol =71

g

eli

2 o4



223

=

)l
5

A

—_
o

o

Bo

o
o)

il

At ojn] A7l o]=Rth AH|A A

e
el

=
R

no
el

T
ofy

A7Ese

shglont aul%

S

A A Sl By =

oFA A

il

3 27

=
=

ol

st 7lereA T

gt

A

Rz

B4 1

[1] 72, 94, “&2F2l Social shopping AHO1E

oy

Ut s, “wnjel 7wz o)g

)

FATTAIH] 288 7] 0 #1109, #115(2011),

pp.1-20.

(2] =

9

r

(2006), pp.

z

2]

T TR AA AT, 199 A3

931-950.

—_
o

o

Ao

713, “muke Av s AL

wHEe] A acls dsel tg A7, M-

o e}

A=1

dlell A 25

L

.

o

I

ol

7}

formation Systems Review,, #8W, #|3&

(2006), pp.105-123.

X
|

jvzel

il

—

iy
o|J

o

)l
~

el
o°
go

?_

B, A8, Al

3

» T
)

AT

(2001), pp.15-28.
AT, A32d, A62(2003), pp.1771-1797.

X

1



224

(7]

(8]

[9]

[10]

[11]

A|32.(2000), pp.31-43.

AEQ, o, AW, A7k 8% A7
H Fdo] Butd AAY g8l wAs 3
ol B AP )ErERD A8 FA
o7 rojgd dets] A, A6H, Al1Z(2003),
pp.171-193

A, 2 $3n 8ol WAL gl
Bad T, Aaekel e, dhael ol vlst
BB R A, A=, 2004

AAE, oY, AT DARE )T

wlol o] WA G, THGAT, AT,

WAE, A, AW, B Az A4
A gEEe Qdgadle B A4 AT
Fe-RIA Y 2A,, A7H, A15.(2006), pp.3-
21.

AN, AET, CmARE FY F, AT

S gA] B AT, TAAVEH G

[12] 59, Ax5, “=apd AEule] Algol <
T A= T8 8l tig AFH A,
r7gdgdrnead+, A123, A35(2002)
89-113.

(3] £9%, olE35, “oE AN £R74A7}
A, Ao e mAE 4 A, T
5=, A617(2010), pp.227-248.

[14] ==, olAg, “suie] FAJMEN A &
& TAREA SR, AT, #3200 )
pp.15-26.

[15] kg, “wishil o] Mn|2amddg Rl Tek=
Ak sks| A, AR, A15(1997), pp.137-
149

[16] BRied, “Euped QIEUl Au]z o]gof 3k
< WA= 8%l #Hek A7, AR,
ek, o=, 2003,

[17] vhdt, 998, “E-HE £40] 27, w5
2 FA%0 mA = el wEk A+, Tmp
ARetA T, A15d, A1E(2005), pp.21-39

(19] =

A, ABZ(2004), pp.7-27.

[20] BFE3, <Rk A FgAe] st 4

(211 %
[22]

[¢]
63, A14%.(2006), pp.133-171.
HA%, “QUE & Alol=e] AHgA B 2]
43 17 FAEL] WA A &
3 golme] ZAEI, TRHITA N 25 5]
Ay, A7A, A3Z(2008), pp.1-29.
A3, e 3

[23]

HAZE

o1,

[24]

[25] "3,

[26]

3 ZﬂB& 2004) pp.1283- 1310

, A “Eakd EACEY AFR )
AHO) B ARG ARk B o]
AT, TaEREkAT,, AlGHE, A2E

,
?:_]

[27]

B

=
o

7}
ki3

-

¢

28] SHRH, WAE, 587 el Zetale]
& watel FuEE 2 oA olgo] Bet A



[29]

[30]

[31]

[32]

[33]

[34]

[35]

[36]

[37]

[38]

[39]

T, T g R sk | Al124d, A12(2010),
pp.184-220.

b, HdE, “ol&ate] A AliEstol w
2wl Avs £ B AT, (Ra
shelF,, A8, A0=(2011), pp.7-36.

FEE, WAL, AUF, Az £BYA A
N

ox, fd
o
oX
s
o
re
o
2L
=
(@)
&)
2
o
fol
g

o
1o
)
2
2
F

oty
do
S
o
prs
Ex

GgolA 9

AfolE ALgA, AlE, W 2 AT o)me]
S

)

1A%, AE, oA, S A WA A}
2 WAE Qg B

Aol #e AFAT, TPRIAT, A

124, A132(2002), pp.191-212.

o194, AYA, “wike) Av)z Iy o] §

Aol it G

184, A5Z.(2007), pp.157-171.
o]F A, “=ul AE U
ojg el AT A7, A
AAFEE =, 2001,

ofefwl, “wutd FAeA o] FaAEA A4
8ol uAMAA 5 g Fufef el v
Gl Bk A7, AR AT, Al19E, Al
12(2004), pp.61-96.

ok, “A| 7t Mu|aEde] A", 1A
G eAT,, A26H, A15.(1997), pp.139-154.
Ao, 2154, “SERVQUALS |83k A&

Sl TEANA F@r7F o ovjae] 33 o

oy
2
=
ot
[
=
>
S

[40]

[41]

[42]

[43]

[44]

[45]

[46]

[47]

(48]

[49]

[50]

225

of AL wAE 29, TARAAAT, A
179, #3%.(2008), pp.153-174.
N, “2RhEE AL A7 B

g
£BBO AR £F0| £ ol §

o MAl= I, 7194 9A T, A9,

MR, e, “Eeel &Rl Aol
of AL A 29 2 EAS

3 %
= Eo
I HFEE FAHoR” A124, A135.(2013),

A, “DEUN AAEA A ]

o] B AFAT
g FHo", Aeususd Al
¥, A, 199,

A4, AE, 19, 409, 2ok QY
gL Auls ALg Fagle] oia 14

AT, TG AT, A209, ALE00), pp.
1-27.

S]j fole et
Do

o, §
o =

o

> B

ok T
rﬁ :: OE, o
r\l O o
% o
b fz
EIHEJ 1o
=R
=N iy
S
ro, N
L =
P} fﬁ
offt N
o% %)

o)
™
010{'
(o,
Do
(e)
=
W

A5, Fely
BN EY ATYE, ‘A & A
T o], F=AB Uz E, 2012.

Anderson, E. E. and S. Srinivasan, “E-Sati-
sfaction and e-Loyalty : A Contingency

- o
re

¢

Framework”, Psychology and Marketing,
Vol.20, No.2(2003), pp.122-138.

Amio, A., A Enkenberg, J. Heikkila, and S.
Hirvola, “Adoption and Use of Mobile Ser-



226

vices Emprical Evidence from a Finnish
Survey”, Proceedings of the 35" Hawaii
International Conference System Science,
IEEE Computer Society Press, Los Ala-
mitos, 2002.

Asubonteng, P., P. K. McCleary, and J. E.
Swan, “SERVQUAL, Revisited : A Critical
Review of Service Quality”, The journal of
Vol.10, No.6(1996),

[51]

Services Marketing,
pp.62-81.

[52] Cadotte E. R.,, R. B. Woodruff, and R. L.
Jenkins, “Norm and Expectation Predictions
:How different are the measures?”, in
Processing of the Seventh Annual Confe-
rence on Consumer Satisfaction, Dissatis—
faction, and Complaining Behavior, H. Keith
Hunt and Ralph L. D.(Eds). Bloomington :
School of Business, Indiana University,
1982.

[63] Churchill G. A. Jr. and C. Surprenant, “An
Investigation into the Determinants of cus—
tomer Satisfaction”, Journal of Marketing
Research, Vol.19(1982), pp.491-504.

[54] Cronin. J. J. and Jr S. A. Talyor, “Measuring
Service Quality, a Reexamination Exten—
sion”, Journal of marketing, Vol.56(1992),
Pp.DH-68.

[55] Durlacher Rearch Ltd, “UMTS Report : an

investment perspective”, March, 2001.

Durvasula, S., S. Lysonski, and S. C.

Mehta, “Testing the SERVQUAL Scale in

the Business-to-Business Sector : The Case

[56]

of Ocean Freight Shipping Service”, Jour—
nal of Service Marketing Quality, Vol.7,
No.5(1997), pp.224-226.
Engel, J. F. and R. D. Blackwell, Consumer
Behavior, New York : Holt, Rinehart and
Winston, (1982), p.501.

[57]

[58] eMarketer, “Record Retail Sales on Smart-
phones, Tablets Take Greater Ecommerce
Share”, 2013.

[59] Fornell, C., “A National Customer Satisfac-

tion Barometer : the Swedish Experience”,

Journal of Marketing, Vol.56, No.1(1992),

pp.6-21.

Gilly, M. C. and B. D. Gelb, “Post-Purcha-

sing Consumer Processes and the Compla-

[60]

ining Consumer”, Journal of Consumer Re-
search, Vol.9(1982), pp.323-328.

Green, C. L., “Communicating Service Qua-
lity : Are Business—-to-Business Ads Diffe—
rent?”, Journal of Service Marketing, Vol.
12, No.3(1998), pp.165-176.

[62] Halstead, D. and Jr. T. J. Page, “The Ef-

fects of Satisfaction and Complaining Be-

[61]

havior on Consumer Repurchase Intention”,
Journal of Consumer Satisfaction, Dissati—
sfaction and Complaining Behavior, Vol5
(1992), pp.1-11.

[63] Javenpaa, S. L. and P. A. Todd, “Consumer
Reactions to Electronic Shopping on the
World Wide Web”, International Journal of
Electronic Commerce, 1997.

[64] Jiang, J. J., G. Klein, and S. M. Crampton,
“A Note on SERVQUAL Reliability and
Validity in Information System Service Qua—
lity Mesurement”, Decision Science, Vol.31,
No.3(2000), pp.725-744.

[65] Jih, W. J, S. Y. Wong, and T. B. Chang,

“Effects of Perceived Risks on Adoption of

Internet Banking Services : An Emprical

Investigation in Taiwan”, International Jo-

urmal of e-Business Research, Vol.1(2005),

pp.70-83.

Kalakota and Whinston, “Frontier of Elect-

ronic Commerce”, Addison-Weley Publish-

[66]



[67]

[68]

[69]

[70]

[71]

[72]

(73]

[74]

[75]

[76]

mukel ol ARSI} Afgel ofme) WA= o AT 227

ing Company Inc., 1996.

Kalakota, R. and Robinson, “M-Business :
The Race to Mobhility”, McGraw-Hill, 2001.
Kannan, P. K, A-M. Chang, and A. B.
Whinston, “Electronic Communities in E-
Business : Their Role and Issues”, Infor-
mation System Frontier, Vol.1, No.4(2001),
pp.415-426.

Kettinger, W. J. and C. C. Lee, “Replication
of Measures of Information Systems Rese-
arch : The Case of IS SERVQUAL”, Deci-
sion Science, Vol.30, No.3(1999), pp.893-899.
Leung, L. and R. Wei, “Why are the mobile
phone have—nots?”, News Media and Soci-
ety, Vol.1, No.2(1999), pp.209-226.

Liang, T. P. and J. S. Huang, “An Empiri-
cal study on Consumer Acceptance of Pro—
ducts in Electronic Markets : A Transaction
Cost Model”, Decision Support System,
Vol.24(1998), pp.29-43.

Mort, G. S. and J. Drennan, “Mobile digital
technology : Emerging issues for market-
ing”, Journal of Database Marketing, Vol.
10, No.1(2002), pp.9-23.

Olshavsky, R. W. and J. A. Miller, “Consu-
mer Expectations, Product Performance and
perceived Product Quality”, Journal of Mar-
keting Research, VolIX(1972), pp.19-21.
Oliver, R. L., “A Cognitive Model of the
Antecendents and Consequences of Satisfac-
tion Decisions”, Journal of Marketing Re-
search, (1930), pp.460-469.

Oliver, R. L. and J. E. Swan, “Consumer
Perceptions of Interpersonal Equity and Sa-
tisfaction in Transaction : a Field Survey
Approach”, Journal of Marketing, Vol.53,
No.2(1989), pp.21-35.

ONeill, M. A., P. Williams, M. MacCarthy,

[77]

[78]

[79]

[80]

[81]

[82]

[83]

[84]

[85]

and R. Groves, “Diving into Service Quality
: The Dive Tour Operator Perspective”,
Managing Service Quality, Vol.10, No.3
(2000), pp.131-140.

Parasuraman, A., L. L. Berry, and V. A.
Zeithaml, “A Conceptual Model of Service
Quality and Its Implications for Future Re-
search”, Journal of Marketing, Vol.49(1935),
pp.41-50.

Parasuraman, A., L. L. Berry, and V. A.
Zeithaml, “Refinement and Researchment of
the SERVQUAL scale”, Journal of Retail-
ing, Vol.67(1991), pp.420-450.

Pikkarainen, T., K. Pikkarainen, H. Karjalu-
oto, and S. Pahnila, “Consumer Acceptance
of Online Banking : An Extension of the
Technology Acceptance Model”, Internet
Research, Vol.14(2004), pp.224-235.
Reichheld, F. and W. E. Sasser, Jr., “Zero
Defections : Quality Comes to Services”,
Harvard Business Eeview, Vol.68, No.5(1990),
pp.105-111.

Robert, A. W. and W. N. Joseoh, “An Ana-
lysis of Shopper Dissatisfaction for Major
Household Appliances”, Journal of Marke~
ting Research, Vol.15(1978), p.457.

Rogers, E. M., “Diffusion of Innovations(5th
ed)”, 2003, ALDA, 79, v o, 2005,
Aol B AU Al A5 2, 2005.
Rust, R. T. and A. ]. Zahorik, “Customer
Satisfaction, Customer Retention, and Mar-
ket Share”, Journal of Retailing, Vol.69
(1994), pp.193-215.

Siau, K., E-P. Lim, and Z. Shen, “Mobile
Commerce : Promises, Challenges, and Re-
arch Agenda”, Journal of Database Marke—
ting, Vol.12, No.3(2001), pp.4-13.

Stafford, M. R., T. F. Stafford, and B. P.



228

Wells, “Determinants of Service Quality and
Satisfaction in the Auto Casualty Claims
Process”, Journal of Service Marketing,
Vol.12, No.6(1998), pp.426-440.

[86] Trawick, I F. and J. E. Swan, Inferred and

Perceived Disconfirmation in Consumer
Satisfacrtion, in Richard P. B. et al., (Eds),
Marketing in the 80’s, Chicago : American
Marketing Associations, (1980), pp.97-100.

[87] Tse, D. K. and C. W. Peter, “Models of

Consumer Satisfaction : An Extention”, Jo—-
urnal of Marketing Research, Vol.25(1988),
p.204.

[88] Van Dyke, T. P., V. R. Prybutok, and L. A.

Kappelman, “Cautions on the Use of the
SERVQUAL Measure to Assess the Quality

of Information Systems Services”, Decision
Science, Vol.30, No0.3(1999), pp.877-891.

[89] Yang, K. C. C., “Exploring Factors Affec—

ting the Adoption of Mobile Commerce in
Singapore”, Telemetics and Informatics,
Vol.22(2005), pp.257-277.

[90] Yanisey, M. M., A. A. Ozok, and G. Sal-

vendy, “Perceived Security Determinants in
e-Commerce Among Turkish University
Students”, Behavior and Information Tech-
nology, Vol.24(2005), pp.259-274.

[91] Zeithaml, V. A., “Service Quality, Profita-

bility, and the Economic Worth of Custo—
mers : What We know and What We Need
to Learn”, Journal of Academy Marketing
Science, Vol.28, No.1(2000), pp.67-85.



wubed segollx RS} A o e WA= ¥ AT 229

4 X Xt 2 N 4

o

| § == (unjw@khcu.ac.kr)

A Aselutiet 22 EAGs Doln g 2 Ao A
otk AsmSmAN AR A, FUSE uhstd HGstolA
GREAZE A4, B 91T ASHT AGARA =Y - FAAY
AEIANG. F2 BARokE AYARA 2, FAAY, A4AY, 187
Folu,

gl
=
5
%!
o
=
%

M A L (henry@khu.ac.kr)

AEvetn dwdstel AGetaol AGRRALDE AFOR A, vha}
5912 ASech @A FAAAUSEL olnAY x5t AmAolw, 23
Apolueisti 22UAYSTAN AAZ A Fo|T Fa B RopE o
HAUZ, AARAN, AAHG, DAEAN= A2/ Sl





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


