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[Abstract]

The avoidance tendency of voice call in younger generation facilitates the growth of mobile O20 service that utilizes Messaging. This
study adopted and elaborated original concepts of telephone apprehension to apply phone anxiety to O20. We examined previous
researches related to the ubiquity of service quality, communication ability and anxiety, and then conducted a survey to understand the
consciousness of mobile O20 service users. The results show that users with high message intimacy and users with poor logicality are
afraid of voice calls. The mobile O20 service is considered useful as a means to replace an unstable situation. In this study, we considered
individual characteristics of acceptance factor of O20 mobile service technology, and it was a new attempt to expand telephone
apprehension characteristic reflecting current situation. In addition, the different results of this research from prior studies that examined
the relationships among apprehension, usefulness, and continuous use intentions might be helpful to expand and sophisticate the research

area.
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Table 1. Sample characteristics

ltem N %
Male 128 52

Gender
Female 120 48
Taxi Phone 34 14
Call Call App 150 60
Method No 64 26
Delivery Phone 117 47
order Delivery App 119 48
method No 12 5
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Table 2. Reliability Analysis

Origin Removed
Variables item item "é'ei?:#{ Crggb&ach
no no

MU (Mobile
Ubiquity) 3 0 3 .824
MI(Message
Intimacy) 4 0 4 .822
SR(Social
Relaxation) 3 1 2 812
CC(Conversation
al Coherence) 3 0 3 .953
TA(Telephone

i 8 1 7 .938
Apprehension)
PU(Perceived
Usefulness) 4 0 4 .894
Cl(Continuous
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Table 4. Factor Analysis
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TA PU cC MI MU SR
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TA3 | 796 | 235 | —.018 | —.081 | —.001 | .008
PU3 | .326 | .813 | —.039 | -.033 | .159 | -.027
py [PUl | 326 [ 781 [ -021[ -081 [ .184 | .002
PU2 | .353 | .766 | —.019 | —.020 | .193 | -.052
PU4 | 268 | .766 | .007 | —.025| .225 | -.081
CCl | —175| .005 | .948 | .056 | .034 | -.009
cclcce | —127 | —020 | 939 | .073 | .034 | -.016
CC3 | —.201 | —.042| 926 | .010 | .035 | —.084
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v [ M2 [ -.064 | -.062 [ 015 | 823 | .034 | -.025
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Value
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