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Abstract There are no studies related to the cryptocurrency exchange, unlike the explosive
topic and the active transaction of the cryptourrency around the world. In this study, variables
were constructed based on the previous researches to examine the effects of e-service
qualities(information quality, transaction quality, design quality, safety quality), satisfaction and
continuance intention of cryptocurrency exchange. The samples consist of 180 survey data
drawn from the users of cryptocurrency exchange.

The collected data were analyzed by SPSS 24.0 and AMOS 21.0. According to results of the
reliability and validity test, all were found reliable, and all items were included. As a result of
hypothesis testing through path analysis, First, the e-service qualities (information quality,
transaction quality, design quality, safety quality) of the cryptocurrency exchange showed
positive effects on satisfaction at the significance level of 1% and 5%. Second, e-service
qualities (information quality, transaction quality, design quality, safety quality) of the

* Corresponding Author : primel606@gnu.ac.kr
Manuscript received October 16, 2018 / revised November
14, 2018 / accepted December 6, 2018

D) Aoeta g g, #44

- 113 -



The Effects of e-Service Quality on Satisfaction and Continuance Intention in Cryptocurrency Exchange

cryptocurrency exchange were found to have positive effects on continuance intention at the

significance level of 1% and 5%.

Third, the satisfaction of the cryptocurrency exchange has a

positive effect on continuance intention at 1% level of significance.
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Fig. 13 22 AFEHE S =539 Fig. 1 Research model
Table 1 Items of Research Constructs
rational Previous
Constructs Ope . Items .
definitions studies
The degree of the latest and 1Q1. It has \Tanous kinds of crypto.cunency.
. . . Q2. Tt provides accurate information on cryptocurrency
Information accurate information and an
Alit tment of ; of cryptocurrency exchange.
qualty aSSZ ment-o 7 ency 1Q3. It provides enough information about cryptocurrency
exchange of cryptocurrency exchange.
In the process of using TQ2. T'he procedu.re fl‘”Of.l’l sgarchmg for a cryptocurrency
. cervice  of focurrency to openmg and u:smg it is simple. .
Transaction TQ3. It is possible to use the desired cryptocurrency
. exchange, the degree of the .
quality 4 functionzl correctly and quickly.
b l?res an chon; TQ4. It is easy to solve various problems that arise in
convenience :
the process of using an cryptocurrency exchange.
The degree of the design of DQ2. .The structure of cryptocurrency exchange is well [11-13]
organized and easy to use.
the cryptocurrency exchange
. . . . DQ3. The overall atmosphere and screen harmony of
Design quality includes aesthetic  aspects . .
B fical ts of th cryptocurrency exchange is well established.
and practical aspects o c DQ4. It is easy to check the contents of each screen of
screen
cryptocurrency exchange.
SQI. The system of cryptocurrency exchange is
The degree of the stability of operating steadily.
Safety cryptocurrency exchange SQ2. It protects the personal information of users of
quality system, the usage, and the cryptocurrency exchange.
transmission SQ3. The cryptocurrency exchange is safe from external
hacker intrusion.
S1. I am satisfied with the service provided by this
tOC! h .
The overall level of ;rZypI urrencyt'e)fiicedange'th the all quality of thi
. . . . . A am satis Wi e overs fs ol S
Satisfaction satisfaction with the use of d [16-18]
h . b cryptocurrency exchange.
€ cryplocurrency exchange S4 This cryptocurrency exchange’s service meets my
expectations.
CILl. T will continue to use my current cryptocurrency
The degree of intent to eXChange’. )
. . CI2. T will continue to use the current cryptocurrency
Continuance continue to use .
. . exchange rather than wusing other cryptocurrency [28-29]
Intention cryptocurrency exchange in
exchanges.

the future

CI4. If possible, I will continue to use the cryptocurrency
exchange I am currently using.
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Table 2 Confirmatory Factor Analysis

Unstd. Composit

Construct Item . Std. estimate S.E. CR. L AVE
estimate reliability
Information 101 1.000
quality 1Q2 1.098 0.832 0.087 12.664 0.870 0.690
1Q3 1.149 0.803 0.097 11.826
Transaction TQ2 1.000
quality TQ3 1.080 0.807 0.098 11.053 0.877 0.705
TQ4 1.188 0.899 0.103 11.585
DQ2 1.000
Design quality DQ3 1.032 0.890 0.075 13.710 0.881 0.713
DQ4 1.011 0.775 0.085 11.909
Safety SQ1 1.000 0.789
quality SQ2 1.070 0.859 0.095 11.272 0.854 0.662
SQ3 1.001 0.765 0.094 10.607
S1 1.000 0.750
Satisfaction S2 1.240 0.913 0.095 13.032 0.832 0.714
S4 1.155 0.817 0.095 12.221
. CI1 1.000 0.814
Continuance ., 1.09 0.929 0.074 14.745 0.903 0.756
Intention
Cl4 0.992 0.803 0.076 13.047

x2=153.436, d.f.=111, p=0.000, GFI=0.915, AGFI=0.870, RMR=0.044, TLI=0.970, CFI=0.979, RMSEA=0.046
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Table 3 Correlation Analysis

(1) (2)

3) (4) (5) (6)

(1) Information quality 0.831

(2) Transaction quality 0.301#x 0.840

(3) Design quality 0.265%* 0.289# 0.844

(4) Safety quality 0.1983#x* 0.225%* 0.212%x* 0.814

(5) Satisfaction 0.363%*x* 0.404 = 0.409%* = 0.323%x* 0.845

(6) Continuance

) 0.435%* 0.422%* 0.458x** 0388:*x* 0.513%*x* 0.870
Intention
Note: The diagonal bold is the AVE square root value
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Table 4 Hypothesis Test Result

Factor
Path ] SE. t-value p—value Results
loadings
Information quality —
H1-1 ) ] 0.168 0.076 2.215 0.027 Accepted
Satisfaction
Transaction quality —
H1-2 ) . 0.198 0.078 2.523 0.012 Accepted
Satisfaction
Design quality —
H1-3 .. . 0.228 0.068 3.330 0.000 Accepted
Satisfaction
Safety quality —
H1-4 ) ) 0.218 0.071 3.093 0.002 Accepted
Satisfaction
Information quality —
H2-1 ) . 0.172 0.070 2.465 0.014 Accepted
Continuance Intention
Transaction quality —
H2-2 L. . 0.150 0.072 2.084 0.037 Accepted
Continuance Intention
Design quality —
H2-3 . . 0.193 0.064 2.998 0.003 Accepted
Continuance Intention
Safety quality —
H2-4 ] . 0.197 0.067 2.936 0.003 Accepted
Continuance Intention
Satisfaction —
H3 0.370 0.085 4.378 0.000 Accepted

Continuance Intention

x2=154.902, d.f.=111, p=0.000, GFI=0.915, AGFI=0.869, RMR=0.043, TLI=0.969, CFI=0.978,

RMSEA=0.047
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