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Abstract Recently, in Korea, financial institutions such as banks are most severely affected by the
universalization of the Internet and smartphones. On the other hand, the use of online systems by
financial institutions keeps increasing; the convenience of online services has a significant influence
on the attraction and the retention of financial customers: consumer needs are also diversely
expressed. This paper deduces from the precedent researches a mechanism that online financial system
enhances the trust of customers -the medium of the online system and other customers- and its
perceived easiness affects its perceived effectiveness and then all these internal variables induce
satisfaction. Plus, this paper aims at verification of the hypothesis in terms of an extended technology
acceptance model, based on the hypothesis that word of mouth and repurchase are significantly linked
to this mechanism. Through this study, the researchers tried to check how the online service quality
and emotional factors of financial institutions affect the users in accordance with the trend of changes
in the service usage method of financial institutions, and confirmed that the hypothesis was not
rejected.
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Fig. 1. Research Model
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0.09 o|5}2 Yk, RMSEA 9A] 0.0598 vrEht
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Table 1. Results of reliability and validity analysis

Variables of proposed model Standardized item loading T-Value CR AVE Cronbach a
trl 0.894 -a)
T(;“Rs)t tr2 0.895 22.205 * 0910 | 0770 0.925
3 0.907 22.796 *
rel 0.900 -
Res"(OR”ES)ib””V 62 0.884 21888 * 0910 | 0771 0.926
re3 0911 23.342 *
eal 0.832 18.995 *
EmOt‘O”a(‘Eit;aChme”t ca? 0.922 23.043 * 0874 | 0699 0.912
eal 0.899 -
avl 0.863 -
Aesthetic Value (AV) a2 0.884 17.844 * 0821 | 0.605 0.891
a3 0.819 16.392 *
pu’ 0.814 15.886 *
Peme"ve‘gpldfef“‘”ess pu2 0.839 - 0839 | 0634 0.876
pu3 0.864 17.239 *
pel 0.833 19.632 *
Peroe"ved(PEE)se of Use pe2 0.922 - 0897 | 0744 0913
pe3 0.892 22596 *
sal 0.878 20.471 *
Sa”(sgaA‘;”O” 0903 | 0756 0.913
sa2 0.878 -
sa3 0.889 20.969 *
wol 0.826 17.269 *
WoM (WO) wo2 0.933 20588 * 0.869 | 0.689 0.901
wo3 0.853 -
sul 0.921 -
Sustainable Use (SU) su2 0.884 22.825 * 0912 | 0777 0928
su3 0.894 23419 *
Summary of model fit indices x?=573.727, df=288, p¢0.000 , x?/df=1.992
RMR=0.054, GFI=0.868, PGFI=0.661, IFI=0.959, TLI=0.950, CFI=0.959, PNFI=0.756, PCFI=0.787, RMSEA=0.059
*0¢0.001, a) fixed to 1, **p<0.001
Table 2. AVE and SMC(Squared Multiple Correlations)
Variables 1 2 3 4 B 6 7 8 9
1. RE 0.771*
2. TR 0.587 0.770*
3. AV 0.052 0.143 0.605*
4. BV 0.208 0.376 0.233 0.699*
5. PU 0413 0.287 0.038 0.141 0.634*
6. PEU 0413 0.403 0.120 0210 0.445 0.744*
7. SA 0572 0612 0.114 0.367 0.582 0.498 0.756*
8. WO 0.255 0391 0.159 0.500 0.176 0.300 0433 0.689*
9.sU 0.456 0.361 0.044 0.143 0570 0.353 0.548 0.235 0.777*

Values in asterisk (¥) along the diagonal indicate the AVE.
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Yy Hde AAPENE ohaat ok AAEA 239
A= x°=942.715, df=313, p<0.000, x*/df=3.012
2 Yeht dukdog Z3glslyl o, RMRO| 0.2060.2
k4 A4 Ugou RMSEAZ} 0.0852 0.09 olste] d
Tx]o) Hgkstct. gHH GFI7F 0.812, TLIE 0.8999
09014 Aol A7t & w1 &= Fro] E&E U 12
Y IFI7} 0.910, CFI7} 0.910 S22 0.9 A3]5to] @
=)o gttt

Fst 71 A% A=l PGFI7F 0.672, PNFIZt
0.777, PCFI7} 0.811 5o ueht ¥kl Ate
BrloA R gl AoE TWHE

5}7] Table 33} o] Hejd Z A2d= 44" 7}
Ag ART A= o gt 7Hd HIZ ¢ ghol
14.579(p<0.00D)E &8 2l AH]A AJAFOA Al
242 v/l A Fulgt JFE vAE AL
2 Yeht 7Hd Hiol A=A 7Hd H2E ¢ #tol
10.579(p<0.00)E a8 22 AH|A AIAHA Al
22 ARA 84 F FAAE ozt H(+)9] Roulgt
FFE vXE= A2 Yeht 7H H2 = A== 7}
A H3L t 3ol 7.905(p<0.001)E &8 28kl Auja
AAEIoA] ZgAA o2k Auld 710l (+)9] §9
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t}. 7Md H4E t gl 5.966(p<0.001)E ¥4 4]
H -840 DY FYugt S vA = AR Y

Table 3. Results of Model estimated by AMOS

Path of proposed _Standardiz_ed T-Value Results
model item loading
RE < TR H1 0.214x** 14.579 Support
EA < TR H2 0.622%** 10.579 Support
AE < EA H3 0.429** 7.905 Support
PU < RE H4 0.378*** 5.966 Support
PE < RE H5 0.379*** 11.416 Support
PE < AE H6 0.527*** 4111 Support
PU < PE H7 0.689*** 5.282 Support
SA < PE H8 0.900%** 6.037 Support
SA < PU H9 0.530%** 7.820 Support
WO < SA H10 0.884*** 11.577 Support
SU <~ WO H11 0.907*** 8.738 Support
Summary of model fit indices x?=942.715, df=313, p<0.000 ,
x?/df=3.012, RMR=0.206, GFI=0.812 ,PGFI=0.672, IFI=0.910,

TLI=0.899, CFI=0.910, PNFI=0.777, PCFI=0.811, RMSEA=0.085
*p(0.1, *p0.05, **p(0.001

Bt 7Hd H4= AEEdch 7M. HS= ot #tol
11.416(p<0.00NZ HFg/32 QIA|E golgo (<]
Fomet IS vAE AoE Y 7Hd H5&= A
ek 7Hd H6LS t ol 4.111(p<0.00)Z Au|Z 7}
A= A" goldel BHY e FFE HA=
Ao7 =it 71 Heel AE=|qiet. 7 H72 t gtol
5.282(p<0.00)ZE QIAH 8old2 X F-84 &
Y gl FFE PRE Aoz YEehd 71 H7o]
A=t 7Hd H82 t #hol 6.037(p<0.00DZ 1%]
H 8ol vl A(HY FYuFt JFE vAE= A
o= yeht 7Hd H8ol AHE . 7Hd H9% t #tol
7.820(p<0.00D)Z AAH 4842 Tl F(+H)9 -9
ok JFS A= AR Ut 7Hd H9+= AE =S
t}. 7Hd H10L t Fko] 11.577(p<0.001) & TH&L 1A
o] F(H9 Fouet FFS vXe A= Yeht 7Hd
H100] A&EAc}, Boz M4 HI1L t go] 8.738
(p<0.00DE T3 A&AREol A+ F-oJw]gt T
< "X Ao YRt 7Hd Hllo] A== qich
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