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ABSTRACT

In the field of environmental landscape architecture, the internet medium is used as an effective
communication tool not only in the private level but also in the policy level. Recently, the active
utilization of mobile web service is emphasized as the time changes, but there is not much improvement
or advance in services due to lack of relevant studies. Therefore, this study is intended to provide basic
data needed for improvement and advance by researching the quality of mobile web service among
multichannel services provided in environmental landscape architecture related internet media. The
model for measuring service quality is SERVQUAL, which was verified in the study of Choi(2015),
Choi and Koo(2016), and the final valid samples are total 230. First, the subjects were analyzed as
the representative media that are possible to acquire comprehensive knowledge related to environmental
landscape architecture. Second, the highest importance level in each subsection was ‘protection and

security maintenance of customer information’ followed by ‘Reliability about accurate information
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supply’. Regarding performance level, ‘Reliability about accurate information supply’ and ‘professional

knowledge to communicate with users’ are highly evaluated. Third, regarding Importance-Performance

Analysis(IPA), the first priority management should is ‘Tangibles’, and the next are ‘Responsibility’

and ‘Empathy’. The ones for maintenance of the status quo are ‘Reliability’ and ‘Assurance’, and there

is none for effort reduction. Meanwhile, regarding the importance of each factor and difference in the

quality of PC web service and mobile web service studied before, the biggest difference is in

‘Tangibles’, followed by ‘Assurance’, ‘Empathy’, ‘Responsibility’ and ‘Reliability’. It is suggested that

the revitalization of Landscape information science(LB1106) presented in the National Science

&Technology Standard Classification System is needed. In the future, it is necessary to research the

change trend on users’ response through continuous evaluation of improved mobile web service.

Key Words @ Mobile internet service, Landscape information science, Servqual, Usage behavior, Importance-

Performance Analysis(IPA)
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Table 1. Socio-demographic characteristics of respondents

Mobile service PC service Chisquared
Category Classification Frequency | Percentage | Frequency | Percentage test
(persons) | (%) | (persos) | (%) | value(P)
Male 158 68.7 322 624
Sex Female 72 | 313 194 | 316 | OO
20s 48 20.9 224 434
30s 59 25.7 145 28.1
Age 40s 62 27.0 79 15.3 0.000
50s 48 20.9 49 9.5
60s and older 13 5.7 19 3.7
Landscape architecture 183 79.6 443 85.9
Building/Civil Engineering 2 9 16 3.1
Urban planning 1.3 12 23
Major Horticulture/Plants 11 4.8 9 1.7 0.007
Forestry/Forest Recreation 39 12 23
Tour(Development) 2 9 4 8
Others 20 8.7 20 3.9
Graduated from high school and lower 2 9 11 2.1
Education Graduated from university 113 49.1 371 71.9 0.000
Graduated from graduate school 115 50.0 134 26.0
Executive or employee of private firm 108 47.0 259 50.2
Executive or employee of public office 26 11.3 45 8.7
. | Executive or employee of association/group 5 22 7 1.4
Occupatio Management 2 9.6 35 68 | 0000
n Professor/Teacher 26 113 23 45
Student 31 135 133 25.8
Others 12 5.2 14 2.7
Planning/Design 78 339 202 39.1
Construction 18 7.8 73 14.1
Maintenance/Management 9 39 13 25
. Administration/Business Management 25 10.9 53 10.3
Main Job Education(educator/student) 56 243 113 219 0.001
Research/Development 23 10.0 32 6.2
Production/Business 5 2.2 21 4.1
Others 16 7.0 9 1.7
Less than 5 years 43 209 168 41.1
5~10 years 32 15.5 105 25.7
Career 10~20 years 62 30.1 75 18.3 0.000
20 years and more 69 33.5 61 14.9
Total 230 100.0 516 100.0
PC service data: Choi(2015)
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Table 2. Importance-Performance Analysis on detailed items

Mobile service PC service

Factor Item Importance | Performance | Importance | Performance

Mean(SD.) | Mean(SD) | Mean(SD.) | Mean(SD.)

1. Application of the latest technology 3.96(+.92)| 3.63(+.81)| 3.55(+.95)| 3.42(+.71)

Tangi |2 Visually good arrangement for finding menu easily 4.35(+.76)| 3.62(+.83)| 4.11(+.85)| 3.32(+.86)

bles |3, Convenient search for necessary data 4.52(+.72)| 3.55(+.91)| 4.36(+.79)| 3.07(+.95)

4. Web page load(screen printout) speed 4.11(+.91)| 3.73(+.79)| 3.90(+.85)| 3.41(+.75)

5. Reliability by accurate information offering 4.69(+.64)| 4.09(+.77)| 4.52(+.66)| 3.87(+.66)

|6 Pre-offering of information on events 4.38(+.77)| 3.77(+.79)| 4.26(+.74)| 3.46(+.81)

ijlltHyl 7. Reflection of the latest offered content 4.46(=.71)| 3.89(+.77)| 4.28(+.66)| 3.83(+.66)

8. Service offering with mamner and dignity 3.89(+.89)| 3.83(+.73)| 3.97(+.70)| 3.62(+.71)

9. Professional knowledge to communicate with users 4.21(+.80)| 3.93(+.77)| 4.34(+.65)| 3.78(+.74)

10. Spontaneity helpful for users 3.99(+.82)| 3.77(+.82)| 4.19(+.71)| 3.61(+.76)

E;ZI;E 11. Immediate response to relevant social issues 4.19(+.81)| 3.91(+.80)| 4.22(+.74)| 3.74(+.73)

y |12 Tmmediate response to user needs 4.01(+.85)| 3.57(+.81)| 4.07(+.79)| 3.44(+.73)

13. Immediate solution to system error 4.39(+.79)| 3.75(+.84)| 4.37(+.67)| 3.51(+.76)

14. Acquisition of information at any time of access 4.18(+.82)| 3.54(+.94)| 4.22(+.71)| 3.37(+.80)

Assur |15. Stable service offering 4.20(+.76)| 3.88(+.78)| 4.16(+.64)| 3.65(+.68)

ance |16, Solution of problem with interest 4.34(+.76)| 3.82(+.81)| 4.19(+.73)| 3.44(+.74)

17. Customer information protection and security maintenance 4.76(+.13)| 3.87(+.85)| 4.46(+.66)| 3.65(+.71)

18. Customized information offering 3.53(+.96)| 3.30(+.96)| 3.64(+.84)| 3.20(+.80)

19. Offering of a variety of services for users 3.93(+.83)| 3.66(+.89)| 3.97(+.76)| 3.53(+.76)

Etrl‘l‘;’a 20. Offering of services fitting user needs 3.89(+.86)| 3.51(+.85) 3.90(+.77)| 3.42(+.73)

21. Interest in and kindness for each user 3.64(+.91)| 3.57(+.86)| 3.79(+.79)| 3.33(+.74)

2. Listening from a user’s position and understanding of their needs| 3.86(+.89)| 3.57(+.89)| 3.95(+.74) 3.38(+.72)

PC service data: Choi(2015)
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Table 3. The mean of each factor and difference analysis

Factor Classification | Mobile service PC service Difference value Slgmﬁc.al.l o
probability
Taneiby Importance 423 398 25 409
angibies Performance 3.63 331 32 167
o Importance 432 427 05 .005
Reliability Performance 3.90 371 19 067
s Importance 4.15 421 06 311
Responsibility Performance 3.58 358 0 037
Assuance Importance 437 426 11 055
Performance 374 353 21 000
Importance 377 385 08 017
Empathy Performance 352 337 15 .000

* The five-point scale based strongly negative (1)~strongly positive(5)

PC service data: Choi and Koo(2016)
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