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Factors affecting the User Satisfaction and
Continuance Usage Intention of Social Network Service
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Abstract

Investments in information and communication technologies (ICT) around the world have grown at an
enormous rate over the past two decades, which reflects a new emphasis on consumer mobile devices.
A social network service (SNS) is an online service that aims to build social relations among people who
share interests and activities. The role of SNS is enormous for communicating ideas and opinions among
social participants. The use of SNS has recently become one of the most popular social activities worldwide.

This research investigated relation between personal characteristics, social characteristics and user
satisfaction on SNS then, analyzed how these factors affecting continuance usage intention on SNS users.
The conclusion is summarized as below.

The study results show that informativeness, pleasure, innovativeness, relationship and empathy of SNS
are having positive impact to some degree on the user satisfaction. Further, the user satisfaction of SNS
users and quality of life have a positive impact on the continuance usage intention of SNS users.

This results show that various SNS qualities are necessary to actively explore and obtain further
information that users intend to find, while they are insufficient in function to provide the information other
users require or exchange information with other users through the SNS.
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204 ool Fol @ MR o)A, F 2> 8 <Table 3>3} o] rEpytt).
(Table 1> The Demographic Characteristics of Respondents (N = 230)
Category Frequency Percentage
. Male 124 5391
Gender Female 106 46,08
10~19 175 76.08
Age 20~29 30 13.04
& 30~39 2% 10.86
More than 40 10 4.34
High school graduates 10 4.34
Educational College(two year) graduates 114 49.56
level College student or college(four year) graduates 101 4391
Master or doctoral graduates 5 217
Undergraduate students 126 54.78
Oceupation Graduate students 36 15.65
P Corporate white color workers 49 21.30
Researcher or specialists 19 8.26
Less than one hour 26 11.30
Daily SNS One-two years 71 30.86
usage time Two-three hours 85 36.95
More than three hours 48 20.86
Less than one year 12 521
SNS usage Two years 20 8.69
years Three years 59 25.65
More than four years 139 60.43
Facebook 108 46.95
Instagram 52 22.60
SNS Band 27 11.73
Types Kakaostory 19 8.26
Blog 13 5.65
Twitter 11 478
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(Table 2> Reliability and Validity of Independent Variables

Factor loading

Variances Items 1 5 3 1 5 6 7 3 Cronbach alpha
INF1 732 | -.019 | -182 124 127 038 | -.019 106
Informativeness INF2 817 072 149 | -.057 069 013 176 | -.022 209
INF3 836 161 007 048 | -.029 073 211 187
INF4 785 .063 059 | -.021 153 161 208 145
PLE1 107 723 166 | -.059 183 013 085 020
PLE2 039 348 139 055 142 176 078 .080
Pleasure 920

PLE3 085 .829 165 053 132 037 | -.060 145
PLE4 018 142 073 107 048 279 107 068
REL1 056 262 697 032 122 151 123 213
Relationship REL2 -.035 094 807 | -.059 225 | -.013 | -.023 182 14
REL3 013 134 713 047 128 158 | -.077 267
RELA 044 028 168 023 070 252 091 044
INN1 012 097 015 843 032 027 | -.024 | -075
Innovativeness INN2 050 047 026 916 | -.057 035 027 037 153
INN3 079 004 | -.014 889 048 | -.020 | -.024 063
EMP1 083 035 046 | -.023 689 217 057 | -.027
Empathy EMP2 067 052 239 | —.041 838 | 026 143 *.Ot:)2 766
EMP3 042 206 142 | -.059 781 123 041 056
EMP4 125 .366 072 079 657 | -.031 035 192
HOM1 118 085 .236 .050 018 195 166 135
Homogeneity HOM2 017 137 d43 | -.062 | -.030 873 103 171 851
HOM3 084 186 045 | -.015 141 820 | -.018 | -.035
SYM1 .260 105 148 016 157 057 6% | -.051
Sympathy SYM2 -.269 213 | -133 | -.067 | -.073 012 688 237 755
SYM3 314 035 023 | -.066 043 032 198 027
SYM4 207 | -.046 077 128 104 134 J41 | -.063

IDE1 128 152 094 -.064 | -105 078 066 196

Identity IDE2 125 013 127 014 174 190 | -.017 194 136
IDE3 105 084 284 037 072 152 | -.008 870
Eigen Value 2963 | 2.838 | 2749 | 2487 | 2478 | 2379 | 2276 | 2.245
Variance explained(%) 8765 | 8374 | 8023 | 7245 | 7225 | 7230 | 6590 | 6.526

<Table 3> Reliability and validity of dependent variables

Variables Ttems - Factor Zloadmg 5 Cronbach alpha

CINT 734 053 064
. CIN2 815 046 12

Qm“?“fncf Usage CIN4 769 187 220 863
ntention CING 667 263 220
CIN? 678 272 295
QOL1 155 728 ~016
. . QOL2 197 633 264

Quality of Life QOL3 119 230 053 342
QOLA 132 826 148
SATI1 163 156 647

e SAT? 275 053 759 -

User Satisfaction SAT3 179 074 D) 785
SAT4 258 259 673
Eigen Value 2.832 2.693 2.358
Variance explained(%) 19.344 18.673 15.680
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(Table 4> Results of Confirmatory Factor Analysis

Variables Items Factor loading | Standard error t-Value AVE ICR
INF1 0.623 0.075 10.051
Informativeness INF2 0.775 0.074 13.131 0.575 0.850
INF3 0.866 0.078 14.963
INF4 0.814 - -
PLE1 0.636 0.125 7.865
PLE2 0.605 0.156 7.830
Pleasure 0.598 0.829
PLE3 0.775 0.130 9.270
PLE4 0.702 - -
INN1 0.696 0.076 11.343
Innovativeness INN2 0.827 0.083 13.161 0.674 0.867
INN3 0.850 - -
SYM1 0.655 0.184 7.543
Sympathy :xg 823: O'%% 7'%07 0.570 0.780
SYM4 0.679 0.161 7.622
REL1 0.837 0.159 9.585
. . REL2 0.778 0.128 9.214
Relationship REL3 0639 - - 0.573 0.821
RELA4 0.521 0.115 6.373
HOM1 0.820 0.123 9.068
Homogeneity HOM?2 0.739 0.138 7.792 0571 0.837
HOMS3 0.760 - -
IDE1 0.709 0.086 9.749
Identity IDE2 0.757 0.093 9.951 0.590 0.845
IDE3 0.756 0.107 10.347
EMP1 0.713 - -
EMP2 0.782 0.095 11.296 i
Empathy 0.685 0.851
EMP3 0.840 0.136 11.584
EMP4 0.706 - -
QOL1 0.685 0.096 10.430
. . QOL3 0.633 0.074 9.758
Quality of Life 0.734 0.862
QOL4 0.776 0.089 12.189
QOL5 0.834 - -
SAT1 0.783 0.084 11.438
User Satisfaction SAT2 0.676 0.092 10.230 0.726 0.793
SAT3 0.785 - -
CIN1 0.612 0.089 8.461
) CIN2 0.630 0.096 8.925
Ufaogrgli?;?lfon CIN4 0.821 0.055 10.946 0.665 0.847
CIN5 0.681 0.089 9.387
CIN7 0.707 - -

X’ = 85725, DF = 663, CMIN/DF = 1.189, GFI = 0:848 AGFT = 0:849, NFI = 0920, CFI = 0957, RMSEA = 0028, RMR = 0,042,
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43 &ol QOolEAM AHAq}f 217 A[2013]6 ¢ 8tH RMR+= A3Fert <
S BUdS5E Qo] g, i mddsE gt

Aol es F44 284S Fal i of AXAl €t} IS okl A A Es Yehl=
ElgA o]l Asd WaEe AfE 2 gIA A& GFI, AGFI7F 085t} 231, RMRS 0.05
A4S 98 =l 8914 (Confirmatory Fac- ol UL E RFYAYLIL Frin gt
tor Analysis : CFA)S AAlstg e, 71 43 AGFI&= 7| 2R do H&] At do] o] Y&
<Table 4>8F o] vieh} o] A4 4 gysglestE el AFE 09 ol 4ol
Fres gy Adow BAHIAT 573 AukA o2 #g3vksirtal Bkt RMSEA
MEE Y B4 BAS AFERAT B8 = a7 2dud g 299 AN s vy
BaAdor A5d 5 glon, ofF 98 Ht W, kel 0.05~0.1001% BEdS, 018}
A% (Average Variance Extracted : AVE) aW =2 oo ettt GFIE TAY 29
I AAAT s vlaste] BEAdE AF of xEFIAGE (AT AAYHE)S AYst=
@tk AVEGS SAMSFE WSSl 4 W8S oulgul, 13 040l o] @e AT A
oy & AustEA s Bk A7l2 vehy Ao 09 o]FolH Atttk HkE oA
T AREA AEEGEE e 7804 W Age 7= glg
o, 7§34 ¥ =(Internal Consistence Reli- AT WFEY FABARAE HAAFAL
ability : ICR)= SARTEY] dHAHS AH o, e B4ES S8 g dEAT
e ARER 0.7 oo w Ueutal, FaEat what FEAFE ghe] Al gh& <Table
T @ 05 oo ®E Yeht HFEEA el A 5> AAstAT o] FolA EF vhE AN
FH9ov, A7 wgol AFF £2US ¢ e AWAS gud 2 Ao e}
& gt SR FuEgn ¥ 5 g

(Table 5> The Correlations among Variables
Variables (1) () (3) (4) %) 6) (7) (€) 9) (10) (11)

Informativeness(1) 0.885

Pleasure(2) 0.441 | 0.746

Innovativeness(3) 0218 | 0.072 | 0.843

Sympathy (4) 0555 | 0278 | 0.329 | 0.761

Relationship(5) 0.248 | 0327 | 0.106 | 0.435 | 0.782

Homogeneity (6) 0.274 | 0250 | 0.001 | 0370 | 0.487 | 0.828

Identity(7) 0.08 | 0.428 | 0.236 | 0.146 | 0470 | 0.464 | 0.786

Empathy(8) 0243 | 0225 | 0025 | 0.354 | 0.346 | 0.180 | 0476 | 0.840

Satisfaction(9) 0327 | 0183 | 0374 | 0202 | 0.215 | 0275 | 0543 | 0439 | 0.791

Life Quality(10) 0184 | 0341 | 0202 | 0079 | 0326 | 0237 | 0.266 | 0477 | 0580 | 0.795

Continuance(11) 0450 | 0217 | 0.089 | 0.360 | 0.325 | 0.437 | 0473 | 0.381 | 0473 | 0583 | 0.873

“The diagonals represent the square root of average variance extracted and the other entries represent the correlation.
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44 IM2H S, AH81A 543 AHEA MEELe) Q1)
He QAT A% AR B4 F wAYS frol
2 AFoANE AFATE MY AHBAE _ -
AT ATRTE A8 AT ) < oA frelsl dent, 3y e
B A ] o) & S ol8sled o
EASH] skl AMOS 208 CIESIRON, - oz < ommalA frole Ao ekt
I~ 10 = =
7§i7ﬂ‘r %}\—jﬂfp A= ]o]'LHOi Zﬂ ]%Oi)ﬂ Od ‘?_}U,j_oﬂ A]’ﬂﬂ E;q/\_]‘q_ /\]_ﬁ;q quﬂ}évo_ ’8’9/]8]'

8 5 0ol NEE AXNF
TRl iR Rt el RS WA g0 noz et e, A7 2,

3l =B A AR AIE A A —

ATt AA A gigk 7 7 A | Al H2-4= ZHE”IE]Q}\PJ/]—, H2-2, H2-3< 712b =] 9o},
= O~
ol <Table 6224 @l 58 = St AR, AEA BEES} are) A el AL
u{x o] Ev__t;:] d 5 % EH?_ A = - - -

1 A7R3 Hu=g 24 st x ARG A3 f5F p < 006904 Frelshl U
835725, df = 663, X/ = 1189, FI = 0848, E}-}\/}\’QAU{ /\]—%—X]— U&é‘l-:_ﬂ— x]v]_xq /\]"9‘9]}:_ 7]_9]
AGFT = 0.847, CFI = 0.957, NFI = 0.920, IFT = MRS ARF A §9)5% p < 0014 &

= } 3o
0.956, RMSEA = 0.028% YElyc} A BE 9 & 7oz UEhta, atel A3 (%A AL g w
B o e
AWAE AL A AU AT AIEA g e e Ay %94 % p < 0001e]
= =) 7V 77 T HA g3 - )
TLL> = 09 5090 /M 2% 34 2990 e g e qamay,
AYgA 5ol e 2EDS & Atk
3 AR .
S A AR S AR L s ol 2t ey
NeH S4B ALgR BEEI A 1A 2
BoA B4 F A4, §34, 804 5L B Aol HAF ATMIS B Z2
FAFE p < 00104 Fo1& A0 ehge @2 o gt} YA A3t hehd h§ SNS
U, FRAe o8 ge Aoz uEdth AR B selad, Axead, WE, 7
upebA, ¢15-7H4d H1-1, H1-2, H1-35 A9 3 7t ~Ee, 521 5 AZ F/7F SNSE F4
o} Hl-4+ 71245t o2 sjMstA tha 2ol AHE + Atk
Table 6> Results of Hypotheses Testing
Hypothesis Path Coefficient | t-Value | Significance t | Result
H1-1 Informativeness — User Satisfaction 0.201 2.527 0.003™ Accept
H1-2 Pleasure — User Satisfaction 0.305 2.658 0.008™ Accept
H1-3 Innovativeness — User Satisfaction 0.364 3.407 0.002" Accept
H1-4 Sympathy — User Satisfaction 0.011 0.036 0.209 Reject
H2-1 Relationship — User Satisfaction 0.283 3473 0.000" Accept
H2-2 Homogeneity — User Satisfaction 0.013 -0.038 0.270 Reject
H2-3 Identity — User Satisfaction -0.031 -0.100 0.058 Reject
H2-4 Empathy — User Satisfaction 0.196 2.184 0.030" Accept

H3 User Satisfaction — Quality of Life 0.397 3.296 0.021" Accept

H4 User Satisfaction — Continuance Usage Intention 0.306 2.730 0.008™ Accept

H5 Quality of Life — Continuance Usage Intention 0.324 3.867 0.000" Accept

< 005 “p < 001, p < 0.001.
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