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A Study on Effects of the Service Quality and the Usage
Review Characteristics of Smartphone Majibl) App on
Satisfaction and Reuse Intention of Majib App
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Abstract

The purpose of this study is to verify the effects of service quality and usage review of smartphone Maiib
application(apps) on satisfaction, and reuse intention, convenience sampling method was employed and survey
was conducted during the 15th of September, 2015 to the 30th on October as perceived by smartphone Maiib
app users. Total of 312 responses were collected, and 295 usable data were used for statistical analysis exclu-
ding missing data. Descriptive analysis, factor analysis, and SEM were used to verify the hypothesis. The re-
sults from this study are as follows: first, reliability, empathy, usefulness of service quality significantly impact
on Majib app satisfaction except informativeness and mobility; second, review assentation of the usage review
characteristics significantly impact on Majib app satisfaction but review usefulness of the usage review charac-
teristics significantly did not influence on Majib app satisfaction; third, smartphone Majib app satisfaction
critically influences on reuse intention. Based on these results, current study can contribute to verify useful
information is very important antecedent to construct the effective marketing strategy by smartphone app.

Key words: smartphone Majib app service quality, usage review characteristics, app satisfaction, app reuse
intention
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{Table 1> Results of exploratory factor analysis and reliability of items

Fact It Factor Commu- Eigen Varien- Cron-
actors ems
loading naility value ces(%) bach's a
INF 1 788 152
INF 2 173 .818
Informativeness 2.975 19.833 .889
INF 3 724 789
INF 4 718 .693
Smartphone USE 1 .831 178
Usefulness USE 2 .830 783 2.377 15.845 .850
Majib
USE 3 172 177
App MOB 1 .837 124
. Mobility MOB 2 770 813 2.369 15.797 .829
service
MOB 3 769 713
quality REL 1 774 758
Reliability REL 2 733 798 2.238 14.920 .848
REL 3 724 177
EMP 1 858 .836
Empathy 1.724 11.495 .824
EMP 2 157 .875
REA 1
Review assentation 919 .891 1.774 44353 .870
Review REA 2
characteristics RES 1
Review usefulness 909 .862 1.704 42.595 .824
RES 2
APS 1
APS 2
App satisfaction 908 .824 3.119 77.983 .906
APS 3
APS 4
REI 1
Reuse intention REI 2 945 .893 2.600 86.682 923
REI 3

INF: Informativeness, USE: Usefulness, MOB: Mobility, REL: Reliability, EMP: Empathy, REA: Review assentation,
RES: Review usefulness, APS: App satisfaction, REI: Reuse intention.



242 A=z 8k3|A] A 227 A 235(2016)

Cronbach Alpha A& 71Eo 2 A8}
2219] Cronbach Alpha A7} 25 &
ehd, AlEjde] =2 Aes & 4 At &
I} (Table 1>3} 2t}

oA FAA g4l

R4

ol

24 5o FUHYy
(convergent validity) @} '8 E}dd(discriminant va-
lidity)o] ©1= F &= JFEA e, SAH R B
L A A8t Amos 18.05 ©]-§-3td

1A aQliAS AAIsIth 1 A= <Ta-
1

ol gt y2gko] frelaiAl vepd &
T o, o= AE A7)0 BEe] B v
7+517] wiZell GFI, AGFI, NFI, CFI, RMR &2
2 23 AYREE Hriske Aol A-sith
(Bagozzi & Yi 1988). A R0l gt S =3
o] Ae 5=425.586, df=263, p-value=0.000
o7 7]FA]9] p>0.055 A £k Aoz Ve
ko) GFI(>.90)=0.903, AGFI(>.90)=0.870, NFI
(>.90)=0.925, CFI(>.90)=0.970, RMR(<.05)=
0562 Yeh} tH5E ket o2 & 4= Qlrh

TMNEY SRS Adshe A F A
gt igke] 214 (p=.000)°l 3t AES B3] 4=
HEFSd (convergent validity)©] 2HE.F| ) cH(For-
nell & Larcker 1981).

T4 NEzte] s EldAd(discriminant vali-
dity)= #H7Fel7] skl d7Ndzte] 4
£ HAFE ¢ FHAF 2E 73S, ¢+2 SE)
of 1.00] X3FERA] F=AE AESATHAnder-
son & Gerbing 1988). =414 Z= <Table 3> 7} 2
om, BE ¢ FHATY At 1.00] 23T
52 ol A MIE 2ol IHEFGAI 0] EA)

@tk ¥ 4 gk

=

3. JIMQ| &5
= AFellA A ARG S AT A,

1 °=454.528, df=270, p-value=0.000 L2 7]53]
¢l p>0.055 HA] Eohe o= VEht oL, GFI
=0.897, AGFI=0.866, NFI=0.920, CFI=0.966, RMR
=068% WH=E whek 0 2 e T Bagozzi
& Yi 1988).

wpEha] 2 AeA AAIE 2Ee A3k A
o= gl 7MEASS AAlss e, £

7= <Fig. 2>9F #Zo] YERTh

1) A0IEE Oy A MHIASE N A0S

7Ha 11X 2vkEE ] 9 A 2~FE F
A (r =365), TA7(r =310), FT873(7 =.149)
To 2 RkEd] fofgt JEFe nA= A=
Sl G IRUIRG Ll Bt
T BEAT ol T PutHo| fofg JIF=
N7 &= Ao R Ytk oleldt Ade %
B2, oA, AlEAde] qints gt Jak=
H| X Ao 2 YERd Sohn JK - Park YA(2013)
o] AFAFe} thar Aol & HRlnk whbA] 7Hd
12, 7Hd 14, 7Hd 1-590] AgEgleng 71
< FEAEE A

(¢]

(¢}

3, /o] Wl g3k
al(2009)2] ATATe} Tha Aol
o= Jehgth wekx 7k 2

o}

ki
Hu il
Mo
:>|J—_"4
)
i

3) o=t MHolsel=

71 304 PEE(B=.899)°] Ao]-&2] x|
frolet G rxle Aoz Yeiyth ol
A3} Sohn JK - Park YA(2013)2] A2 3s}
frakeh 2o 2 Uepsit) wheba 7R 32 AfE s

oAtk & Q7o) 49PE AAE FRHo2



snlEE WA Q) AHIAEAT AEFT] B40] 4HE 2 Ao gelwe] WA el B AT 243

{Table 2> Result of confirmatory factor analysis

Factor Standardized Standardized

Factors Items . . t-value CCR AVE
loading loading error
INF 2 1.000 .895
INF 3 812 .805 .045 17.904
Informativeness 833 557
INF 4 .697 729 .046 15.177
INF 1 .947 .846 .048 19.622
Smartphone USE 1 1.000 790
Usefulness USE 2 1.033 796 .075 13.865 .761 516
Majib
USE 3 1.022 .840 .070 14.537
App MOB 2 1.000 .848
. Mobility MOB 3 .864 762 .063 13.765 .840  .637
service
MOB 1 .861 760 .063 13.733
quality REL 3 1.000 810
Reliability REL 1 .893 795 .060 14912 770 527
REL 2 1.005 .816 .065 15.417
EMP 1 1.000 .886
Empathy .844 730
EMP 2 .853 792 .055 15.427
REA 1 1.000 .881
Review assentation 817 .690
Review REA 2 .906 .878 .062 14.629
characteristics REU 2 1.000 883
Review usefulness 183 .644
REU 1 .899 194 .073 12.270
APS 1 1.000 .870
APS 2 1.009 .850 .053 19.043
App satisfaction 863 612
APS 3 944 .843 .050 18.779
APS 4 921 .802 .053 17.253
REI 1 1.000 932
Reuse intention REI 2 987 903 .039 25.129 875  .700
REI 3 .940 .851 .043 21.818

INF: Informativeness, USE: Usefulness, MOB: Mobility, REL: Reliability, EMP: Empathy, REA: Review assentation,
RES: Review usefulness, APS: App satisfaction, REl: Reuse intention.

P CTable 459} 2t B ATE AEE gy ol B HulsaE
AR, F84, 154, ABY, TAR) AL

V.2 2 8571 BARIEF7) B4, A8 -84)
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{Table 3> Result of correlation analysis

Factors 1 2 3 4 5 6 7 8 9

1. Informativeness 1

ok

2. Usability 536 1
3. Mobility 4897 677" 1

4. Reliability 7927 5017 5907 1

5. Empathy 7627 228" 2507 722" 1

6. Review assentation 3600 360 4307 476 692" 1

7. Review usability 5407 638" 428" 5257 469" 5737 1

8. App satisfaction 6727 4127 489" 7717 6927 5807 5507 1

9. Reuse intention 6127 4357 454”7337 6757 4327 486 768" 1
™ p<.0001.

{Table 4> Summary of results for hypothesis

Standardized
Path Estimate andarcize t-value Result
error
Informativeness .
H1-1 . . —.086 .089 —.968 Reject
— App satisfaction
Useful
H1-2 SEIuness 149 072 2076%  Accept
HI: — App satisfaction
S hone Majib Mobilit
martphone Maji HI-3 ooy 016 074 212 Reject
App service quality — App satisfaction
— App satisfaction R
Reliabilit
Hi-4 cHaviy 365 106 3435%%  Accept
— App satisfaction
Empath
HI-5 mpaty 310 078 3.989%%  Accept
— App satisfaction
H2: Review assentation
: H2-1 . . 227 .054 4.209%* Accept
Smartphone Majib — App satisfaction
App review characteristics Review usability )
— App satisfaction H2-2 ~ App satisfaction .026 .065 398 Reject
H3: App satisfaction — Reuse intention .899 .059 15.296%*  Accept
* p<.05, ** p<.0001°1A] f<]gh
of B 4L ol 8% Fol WEW Aolgelwe] YA & A TAAL wplE AP
A e G AFEAL Bl Avnng  AASEA s
Sk B APANRE B 94 A9 2vk ARSYE 20159 99 15D 108 3027
EZ o e Fol Apdste Mujzsh ARES A AAlsislen, Heli
gk

2= (convenience sam-
0
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<Fig. 2> Result for research model.
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