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The Analysis of Impact of IT-Based Communication Level on
Customer’s Intention of Service Reuse : Auto Repair Service*

Bokwoo Han** - Chulsoo Kim***

B Abstract &

As for the dimensions of service quality, reliability, responsiveness, assurance, empathy, and tangibles are the
main factors that determine the company’s service quality. To improve quality of service, companies emphasize the
balance among the dimensions of service quality. These emphases improve definitely customer satisfaction and
intention of reusing service, while communication at customer encounters give direct affects in customer satisfaction
and intention of reusing service.

This study shows how communications at customer encounters affect intention of reusing service and be affected
by the dimensions of service quality. It especially analyzes how IT-based communications, one of physical one, such
as phones, emails, messengers, and SNSs affect and be affected. In addition, it analyzes car repair service. This
research uses a factor of communications at service encounter as for intermediate parameter and analyzes how it
relates to dimensions of service quality and intention of reusing service.

With following research model, it will analyze how IT-based communication affects intention of reusing service and
be also affected by dimensions of service quality.
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{Figure 1> Research Model
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(Table 4 Reliability of Measuring Instrument

Factor No. of Items | No. of Items selected | Cronbach’s Alpha Coefficient
273 5 2 832
4 3 3 182
Independent SIALA
Variable R 2 2 657
724 4 2 890
34 5 2 853
Paramenter IT718F AF YA A 2 2 758
Dependent Variable AR Aol &= 2 2 8%
(Table 5 Confirmatory Factor Analysis
Factor Items Estimates Star}da}rd t Value CR AVE
Deviation
Reliability — rell 1.000
Reliability — rel2 0977 85} %gig 0.917 0.763
Reliability — rel4 0.838 ’ ’
Responsiveness — resl 1.000
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Assurance — ass2 1.000
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Empathy — emp?2 1.000
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