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Mul s Al Gt a4 AF G ARlE 7199 dee 2 Mula 7Y S8% Ate s
AAHI AT 22y o] ARe AHlIE Ay S EUHE & AHlE 71 iR A7 e
S B 287) o] 2utd 9 5 HidiE AdS e g F§ARAE AlEshe A A
7149 35 AAbe] AulA AlFAd oy A XS H7Ee17E A B2 Ao] ARl ofd
B AFoMe 1A o] B7rE Fell Auls AFAS a4 AFLE Bt ¢ Q=S A4d 17
AFEe NFseida. 28 7lesd ZdS 7vtes A74d ud AP dFS vA=
e Faldd s dFetddnh olS sl A4E o& AT 784, Azd 1A A,
e} A& o] oot FHER A AT tisl FAH A MulAE 0] &3 LSS TR
AES AN TR S Bl M3 AARAE AFsAh 2 23 A" o] 8 AT
&4, A A& o] gofmot FAEZ A@A ] glof AZE 1A A i aFHE
FAE 4 UG £ A= HUHe R BE FEAHart AgEs AU 7199 A9
AFAE0] Ak Mulz AP uA NG we] FrhE B ARFH R SHT MHl»
FHE T 28T F de EUE vt TE oA A, A5A AAE Algsta ok
7I9E : HE 3, Ad 2 AFY, JleTs B, XZ4E o]& HH, A4d 4%,

A& o] g9 E, THIE

A = Ag A Au 22 A8k Q) THVenturescanner,
2020). 2019'd F§7FAl MEHE2T}F AJYPH o] F-

A 7199 Ed2 FEAuIZ glof A WM % 100 Dote HEE FFAHI=Tt
e wsks 7 gk A AA 6671, 3,00270 <) A HE-S WAL A REE st ok
Ae| A 2~BES 71dEe] S, AF, FErE (327, 2020). ke RE AV|eR FHE R
A, N 5§ 5 I F AL okl 2] o] HA1ZQ1 Fel A AuaTE Al )
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71950l Bl AHlZol] HFshAA(elyd,
2020) HIIH-S FHoZ A d He A VPE
2 Q3] iy, HtiA Ads BF SR dF
A0 287197 BAML o= =g Fel
FTY = Aok A5 AZ AlEA 21E3 A
3 A 27 A& oo tAH ez JAst] 9
M= o] ST MulAE X&EHo 7 o] &3}
3 FH g MHlAE AEE T AR AL
A gRE AT ¢ e Aed 125 0
Ex Bo] Fositda & +
kA o= 71ge] Al e e} A |3k
e Aul 2 7199 Ao A Aol T A
J FEFS HA = Q1o QA HI QI th(Lytle

and Timmerman, 2006; Pareek et al., 2020; Saliger
et al, 2020). AH12= AP o) EYF FH,
3} =) u]-z:g &501 oiyﬂ At Al _7,44_ 7HH X}/\l- 2=
°lE T 87199 Al T8A IS v
I‘/}(Lyﬂe and Timmerman, 2006). B=3+ 117 2|3

7149 viAIR I A el 544
‘3'] ZtHZhu and Nakata, 2007). ©]= Z3}& 0 2 A]
B A 7|99 MulA XA 318 R|ekA]o] 3
A A ] Mu2 ol FolEo] Mrl& F2
& FA1 A AT A FAS NAsFE
a7 S-S 9vdtth(Pekovic and Rolland,
2016; Vigolo et al.,, 2016). ©]2] 3+ AH] 2 =&k 3}
a7 AP AMul2 AT AES EYE 7Y
Wi-o] Ap7F e F3l H7HE + Atk (Brown
et al., 2002; Saxe and Weitz, 1982). 12t HE =
7199] 7B R o2 Aqu|2a7t A3 H 7] wE
o th Ad-E& Sugk AF2 F5719 sy
AARe] Mu 2 A3 1A A A o
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2 grkek=d ol Be Aofo] mE St ]
o 2= Etekal Al 7] R AH A
FA5 JNdsta nA Y] BA F2S =017

M= Muls AFAF 1A AP FRE|of
Sl (Pareek et al., 2020; Saliger et al., 2020). ©]
g Ao A 71 W9 At JAekS tialsl 2
1 g 55 3l 2Rl A AHl s Adg
a4 HrFE 7IRke g HH A 719 e AR A
37 1 A3t tigk SHAlE S538}7]

A w=eo] Fasiria s,
A2 u}AEl Bolol| e Hujx XA 1

2 2481 o5 | HBa F
Y29 FASIA e BE A7 ol FoIA
th 28y o]E AFE UEE U AMuXE S
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Aol B3 AT Robn7] ol FT E o
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AF3L 710 el AAHA Brke] 7]t
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F-8(Finance)? 7)< (Technology)] &H4doi<l
A H F(Fintech) 2t &0 19723, FHHAE7H
Abraham Leon Bettingerol] ]3] %2 A7) 5 it}
(Schueffel, 2016). Bettinger(1972)° w=™ HE| 3
© 23 AEAAH A ARl A8 V1%, ABF
Blo] A%S ongitt. 3 AHAge foe
0] AIZE o] B8 BA= £ 214]7] 9]
TG A AFFAAREC] A
NEE 71&0] FEAMHI2Y HAE FEahEA
A7) FAS B AlZSFATHAmer et al. 2015).
o|F wo AFAEo] W=l thaf thkst F o
£ W=7] A2 th(Kagan, 2019; Shim and Shin,
2016). <= S0 Kagan(2019)& HH IS F§AH|
29 AT D AME-S ARG AFsElElE s AR
7R AT Y, TEA2 E F5AES Y
2 A2Ele s Fed AM-ETa Bt &,
Shim and Shin(2016)> Z 4, MMF, B3, P2P Ul <,
A8 B, A5 58 T AEE FEAHIA
Fofglal Aog vl Stk A2 7|Eoly A2
ARk 5 AFAre] Al whe} 2ol EAS
A 71eS 7Nk 2 FgAdelA doju= Al

& Wtk HolXe Q4S8 2ol dlar Utk

718 5, 2019). °]5 HH A 7P 71&S 7|6k
2 FEARt A B, wd e 7187
3oy S8V 1 gEe} ¢ 583,
A8 B w3 A AAHes a4y F§
FES AAse AMZE HHS AFEa g

(Venturescanner, 2020).

A AA T8 F83AkeE EH A 719 CEOE
o2 AAg PwCe] ZAMAT | wEd =
W Fg3AL F 88%7F Hel= 71Yo] Ak ALY
GG o] AFARN BAAZ AL U= A
© 2 YERGTHPwC, 2017). =3 AH A 7G99
MulzE A, AlFel A, A AR, dF 2

e, B3, AL 5 284 dnkel 24 ¥
35 7HAE AoE o SHATPWC, 2017). A
AA ZBFE (Start-up) 71HS 4 HEfdhe
Venturescanner(2020)2] ZAldl w2 2020d &
A 66714, 3,00271 ] AHZ ~ELEY 7]Fo] o
=, A+, 2895 A9, M0 5§ 5 16 5§
Au| 2 Bofol| A Mu| 25 AFsta ok o &
S0} 20109 FFolA HYHE EdsFelo]|=
(Transferwise)©= 7]& 2350 fEaol &
S SWIFTH S o]-8-3HA] 94l =7hf] 237t &
SAALS o] &3] SyPHT} AHT v GO Z o
& 71 deEE ARAE AFsta JThH
&, A, 2020).

AH 2 71l gk FAAL 6029 Ge(3stz
NFE 71233, 201893 20193 77
15049 22)(33 2 180%)ol 23\ thPollari and
Ruddenklau, 2020). 21} AFE S 732 2020 4
vzl = 2569 @el(3Hs} 30%)7F FAE =T
Z FAYL Hd gy ZAPA T M&A 55 Al
Qg WlA s ete] FxpH-e 2019 k7] 227
o] g9} g 2009 Zelo] 23 thPollari
and Ruddenklau, 2020). TE) 2 7]GL 3] 4%
o] A&H1 e WA A Foketa &
At o= ZZYUZ QI3 AL A ATV, 77}
e Y 2AF 2ERlS 2 oE Sk H
i 2o FEAMBAE BA5AT)E ANE
ol 85t (AW E, 2020) 2241 WA Y] F6A

£ FEdhs e A 7oA 2L 7)3E Al
33 7] wj&-o|tKSahay et al., 2020). BHA T )
G v A dS BT BH3 A5 F
d F=SH vt A o] Au el GRS FE(
U], 202003k vHEF BitiE g M e As
§7193 Ae A 7193k XS HAo] ol
t}, o]o] B AFoMs 2uldS 7uo 2 H|
W kAl FgA o2 Ui, Bl AH|AE
A Algshe 71E F87199 AAs ek s= A
B2 71 gkl g3 =9stazt .
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2.2.1 MH|A X|gMot 02 X[y

A H]) 2~ 2] 8FA (Service orientation)-S & A4H2] A
Hl2g wAl A AFE7) A Aol A,
B 5 24 AdolA e €59 A ovgitt
(Lytle et al., 1998). 1174 #|gAo] 1174 Q5 Z
EA7l=dl 2HE 953 JTHH(Siddigi and
Saha, 2009) HHI* A 7190] e o

~
al, 2016). L7t A2 AL A4 271A) B4
ANA A7 P = Aot 2y
M2 A 229 Aote Bl /Y B
3, 27 F29 87 W o
(Gebauer et al., 2010; Lytle et al., 1998). T=3F 7191

EAAE Al AN 241 121
Qe 92 AR Aoz pFHNG

(Vigolo et al., 2016). ©]& & H 12 A gL 27
Ao EYE FXA711L o] AFHH R 7Y
H| 242 Aol 34 JEFS v XA Aok
(Lytle and Timmerman, 2006).

AH 2 2935} frabgh sl o] AR 1 9
o e 250 28 & ET e 1A AP
(Customer orientation)> 3179 Z49] 7] G E-3}ol| A
H 25 2] 9]¢] 502 A FTBrady and Cronin,
2001). ojw 14 A9 719 w3he 7199 BAS
A5 gHEa FAT F e FRlow MY A
S #5314 " thPekovic and Rolland, 2016). A1 H]
2 Al A HEE AP A
A AJHERA, 287, 2020)0]
ohl 37 AT e Q) o] Auls A BRI
1748} Q)gol| A St &5 (Hoffman and Ingram,
992)012H= Mol 4 Aol7h gIck Hi Au)2 A3
47 1A 7‘]60 32 7199 8EE& Feske 84
o) me 719 kel %40l

2+-8-51A] B oHLytle and Timmerman, 2006; Pekovic
and Rolland, 2016; Vigolo et al, 2016; Zhu and
Nakata, 2007). Lytle and Timmerman(2006)> &
Aol A o] Arlz g tigt ATHE FEl Al
H] 2 ;(]z‘ﬂ:/k-lo] Z] 01_04 3%31]_ 63524/\] ;GU u}

%2 ¥QozM Az Fhol} AT AR )
8, A #E 5 387199 Aol 3949
kg wATa F4% v ook B9, Zhu and
Nakata(2007)& 317} A F/do] whAe 5 A4

719 A3tel] FHH L TR o] G

71940 e age] 945 AT T4 )
SAck. ol SJolE A2 A 1A QA el
HAE P53 v A77F o] FolATH A E,
vl A3, 2013; Saura er al, 2005). °]& AT A=
A 4TS BelFtu Auls o] A
of 3 e vz A Ao FHH ol

g HATR FAEIAL, 94, 2013)0] 3]
2 AGAL Auls Ago] FHA

< 1AM AGAE v
BEOE FHH GFS VA FHE

2]
ZA) 3tk (Saura et al., 2005).

2.2.2 X|ZtEl 0 x|

AYATNA AHEE Aoz 710491 17} A
FAol Ml AFH e U9, BelA 5 7]
g YFe 2t AES 7|Hke 2 SthBrown et
al., 2002; Homburg et al., 2002; Kim et al., 2003,
Lytle et al., 1998; Saxe and Weitz, 1982). Saxe and
Weitz(1982)0] AIAg 2l o] 17 A4
2] &= (Selling orientation customer orientation: SOCO)
© THY 222 Jriste 12719 38 £33
27l $4 Fgoz TAR © Uk B,
Homburg er al.(2002)& A2 A GAS 7191 5=
T 24 FEOE ESHHA 24 A A
2 AFAE ATEHE MH2Y 5, AT
A, Az Yig Ax FE0E 54

gied

L
-

].

N
O{l

3t} o] 9] % Kim er al(2003)-S A B2~
W 224 AS 7dtez 37 99

Jo o oL K

1
z7
A

Information Systems Review, Vol.23, No.1



EH|Z ME|20IM X2tE 12 X|gdol 12 o|xol| ojxls I

A2 oftish o4 mAzhe] B, 249 A9 4
=, AUl A ek 8 MH| A R ERA 9] ¥ 7)E
T2 AAIgE vt ok A 7]1E8] Al A
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B7rolAA AR RG] RS EHE 3
ARE Adolze @ 4 Atk

A2 Aoy 1A A 3R thgk ot
AT E EFalal o]E HEE2 17 o] A|7te}
v 1A AFS T8 AYetA] Zaka ot
(Brach et al., 2015). ]9l Brach et al(2015)2 7+4
7144 o] & (Emotional contagion theory)S 7]¥O. 2
2] 1A A o] Az}l a7 A
‘]:/\gg] bl 71"2 A]Eo}u:];q l%o A x]z‘ﬂz/\g
o] A 4 Jokal FAsHATh
Celuch and Robinson(2016)& 115 nlS-A{H
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A3} 1 Afolol] A A HEo] ARSI
B 4 35k 1% el 2AN BAY A
2 AZ 3RS FHOE BE AW 712 3y
o 2= 7199 AMulA AEFAY oA 2TFHPL =
] otk At EA DT w3 VejAst
2o HA 7)&R o] Fo)F ARAE AB|AT} A
gshe BAoE A% 78 2 7%l BE 2a
Aol EA3}7] vhd o] t(Moriarty and Kosnik,
1989). 2l = E-ataL HEH A 71 =7 A
S Ao E FEARIAE AlFske AEl2 7Y
A Ae| = 714e] Muls AFdat ) 2%

(

4L 3 7199 719 Aol Addta &
S Th(Pareek et al., 2020; Saliger et al., 2020). 23}
Aoz Mul2 7199 FFLTe] AHAA A
o] gluet® AMu|2 A&z} 117y Aol o}
€ AMHI2E o] &3 u e TSt
3F 7ol 74 e o]
o=ZH #T 7|l g TAHAA
g 3o 7|HE 4 Atk ol
AFAAME 719 W] AA A H7t
A2 A5 e 8 A FFFS Au] 2
ue] Azte 17 Aoz sdslstal
17 A&y 1 FEFS vA|= AY21 A3
A7) BAE AF3aA} di)
B3 AMRlae A A 71g0] 2 st
1 2353 Au 2 A3 2g 9
o] Duwg nigto g JfA, HHEHA
2 e MulAE 23] $3o4 239
ALAA o FH-5]7] Wl 22 e Auji
AFRAEEA, 147, 2020)0] F-gFetcta o &
AT BHA &AM FAPS uiR o E M e 4
= ARIEE AFste AN =eue TY
] 3174 ) 3FA (Hoffman and Ingram, 1992)] -
Fettha £ 4= Sl o] 3 WA <19 1>
¥} Zo] He A Au| 29 X ZtE 17 XS
HZ AF = A2 tigh 1] 7o} Afu]
27t A FHAA e 877 FEEe
A= tist 149 72 o] Hrstast f&
o} 20199 S8 Al MERF2ATE Al E o] % |
B 36719 M2 T8 AHI2TE A1l A7Hﬂ
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zﬂ LS @xﬂ Hk7)) Qoqq.(m—/\;g’ 2020). o]% =
FA o] A Bl B} g% o7 Walsla
AL rlsld )R AR E ASE 05 ks
o2 dAtHEL A3 AEA AR+
H|AE Hsl 1o F 7|4 1A ;(]
P& ol9A HrkekeA 2B s MEIAE
&dh= HAAA ST 719 A A

QAFEAE s Aozl A

i:

1

=

= &HR FFE olFlEty] 9]
3 B2 o]&°] A7NE vk ATKAjzen, 1991; Davis,
1989; Fishbein and Ajzen, 1975; Venkatesh and
Davis, 2000). Fishbein and Ajzen(1975)2 2% 3
$] o] 2(Theory of Reasoned Action)2 A7l 3}H A
B} 784 4, BEEs} A4A @l
Aol wgkeh. ol% Ajen(1991) FelH o
sJoleol A7HE WA WAL F71e AL
&) ¢} o] &(Theory of Planned Behavior)< #|{Fgh 1}
itk ol HlEs 54 9ol U el 34
4w 2AE WS ouay T8 P
Belol e A2 gelol i@ Alele) Q14
©]u) §+CH(Fishbein and Ajzen, 1975). ¥Hd =2+
FAFA AW T3l o] AU BF el 2A
3 Ha oJEE AEE 9| n|dth(Ajzen, 1991). ©]
R 9ok B9 o, B9 g APa
Zre] QIAAAE st Slot B, AHS)H
T 5 Aes &8 ARI2E AlFete A
2 7190l AT F Sl Y97HA xBHo =

At

xata Yvhe 54 AYa ok
S, Davis(1989)= 7]&4=-& 29 (Technology

l‘

Acceptance Model: TAM)S A|QHSFHA] Al 22 7]
=& T8t she HES Yee AZtE o) &
Ao} 849 FFS Wtk Bkt o714

A28 o]-& AoA ol S =¥ Qlo] 54

.
AERE Y 5

Itk 9152 1e-L o)

st A4HE F84L 54 A 2" Y O]%O] A}
2] AF AHE ANddETe 2SS e
TH(Davis, 1989). Davis(1986)= TAM E'_HE‘% A<k
A A2k o4 ML N7HE S A=
FES PIA| L o5 AAH Q8lEe] AR R
AREAFS] A2 7)ol 7]9keE A 2E] 8o
SAAR] FEgS Y FEsAT olF
Venkatesh and Davis(2000)= &34 7|&48 &
Y(TAM2)S AlbaHA A2+ o]& WAz
&7 ol FHAA 7, o|v|A|, A5 AH
3, Aol 4, B3 Fol AHE x| S v
A Bt o5 288 94 S8 (Hu et al.,
1999), A} 447 e (Paviou, 2003), 41 S1E]Yl(@Lu
et al, 2003) 5 A7|ES 7|HHO g AR a?ﬂ Els
© THsH AH| 2o tigh 1179 o] &-o % 7}
st &8 E AT HT AEH A ’\1317\7} A
7] AlZFSEAA HEH Z AH] 29 o] &9k e T
st Aol M= de] &85 3 UtK(Chuang et al,
2016; Hu et al.,, 2019; Shaikh et al, 2020). <& &
Hu et al(2019) TAM 292 343 A=A 7Y
o] HAE o|w|x|¢e} Alg], nA4e] A7+H 37
A4, BH-Y Aol AHEALY] AH A AH] 2~
olgoxe M= S HAFe vb Qloh =3
Shaikh er al(2020)2 2HEE 7|&4-8 29(The
extended TAM model)ol] AH]A}e] 8414 7
3 Avlzbe] AE A =&l i3l HF3HS
olE FEA FLolEolv AFH A9
|ET&Rd 5 A7]E 8o dig ot °]
T2 28] HEY A, 4l7]se] §40]
Hz}Le] o wo) QJ3ES vHS )Hu:]ob—y_ =8
ey olyg BiEy A, 2l7]se] SA40] 1
o] o] &ojrof JES wx=t 9o ol 7d
7J~°4 HAE wplshe 891 tigh AT Zofr
7] o]} o]of & Aol A FAlH Au| 27t
’\‘317\}4 R «]—-—"ﬂ v A= GFAAE Bt Al
DA nZ&etr] sl A A3g ] Al
TAM 23& 7dto g 39 oo} 1 M)l
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AZE Peo]89] B Aul= 71%1011 A FA7L
A ?QZWVH Al 7]% ‘F‘Q“-"]' ks é“é*é =)
SHAIZE ATk WhE, TAM B33 AH|2 7]§f0]
Algshs A7le 7lt'b1 MBI~ 5238 3ha st
Arshs A2 A A7) 80 3o Hﬂli
“Jﬂr L w3te] BAE AHshet A

o2 At o] ¥ dAFexe A=
*1 H| 22 RE A Zste o8 WA T 8790
AREAS] o] g w9t AR A= JTFH
Aol o] o] Hrishs A= 7|9 AHI~
AT} 1A s ejvlshe A2E 1A A
g0 JFRAE FHAHLE AHE A Pk

O ©

m. A A4
3.1 MDD I8 MY

A §4 71999] MHIAE o] 8lHA BT
7140l tg AlFE Zolr}r] whEo|th(FH &
o]QlEl, 2019). & AMH]2E AFgrrowA Q1)5}
Al s Mulse) APERHE 2AR MRS 7]]]0]
As dvh wjgsta leA BrkskA fok
i o]t Hrh= i 71del vk 8-
28 AolFA Ha s 714l tist A& o]
AAR & 7hssA ska & 4= Sl
olo] ® Ao M= HH A Mu]2o) th3k A
2po] o] -2l w9l FH Lo 9lo] A 4H o] &
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2>3 o] A BFS HASATh
ARl g A A THA] FEe]
SH A 1A TS o]Fod F e AH]
dFs grst=t o] T3 9T gett
(Eng, 2008). 5, 719 AHIZ AR 17 2
SAS 7Hke 2 B HE MH]2 9 EKOliveira and
Roth, 2012)& &-83f Au|29] 45 74, 74
(Mukherjee et al., 2003)& H o]l o= ZAHH o2
o] QIAsh= o] A 84S 233
+ 29I(Al-Momani and Mohd Noor, 2009)2§ Z}
£3HA Pk AgHo® HelA 7|Yo] AFS
AH| 229 o] g HA I 842 afF e 7]
FY AMRIZ AFAT A A3l 7)ekgitial
g St} 3k &AL A Ass o8 oA
7§84 A8A SHAAMY 5o st
(Sheng and Teo, 2012). ©]& 3 &2 AnH|A}7}
SRR AHRE A4S de AlF FA o
S 1 2tHYao ef al, 2013). A= 8|2 Ao
A9] olegt E%‘ & HeH A 7ol AnlZ AEHH
1Y Aolgk= A1F7F F4 =)
ATt ol & 04%011/‘1% 22H]
8ol " 719
;<]7} x] 211—3]._‘5 57_7_11 ]z‘st oﬂ :Lx% 744
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H3:

H4.

Aol 38R S PR QR1o= 14
I ItKLytle and Timmerman, 2006; Pekovic and
Rolland, 2016; Vigolo et al., 2016; Zhu and Nakata,
2007). AHlZ Z|gFo] =& A2 u A 2
< S By Bk ofye}t fAsta A<
AIE 7|He g B MH]lA £35S

(Monty et al., 2000). =8 SHL <] 1 2|4
aATRe] T A Folet 7|ooZA 3179
A Yo AL FFs vRIchEdot

24, 2005). PRR7HA 2 SHA A A F

& AgHog uAe] Ao FHHCI
&S w2, AeE, 2017). AHH 0
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The Effect of Perceived Customer Orientation
on the Customer Intention in Fintech Service:
Focused on the Technology Acceptance Model

Jinyong Choi’

Abstract

Service orientation and customer orientation are recognized as important success factors in service
companies. However, these constructs are evaluated through self-diagnosis within the service company
based on service delivery experience. For this reason, Fintech companies that provide financial services
based on non-face-to-face channels such as mobile APP have limitations in evaluating their service
orientation and customer orientation. Therefore, in this study, the perceived customer orientation is
conceptualized so that service orientation and customer orientation can be evaluated through customer
evaluation. In addition, the antecedents and consequences of the perceived customer orientation based
on the technology acceptance model were demonstrated. As a result, it was confirmed the mediating
effect of perceived customer orientation in the relationship between perceived ease of use and useful-
ness and customer’s continuous use intention and word of mouth intention. This study laid the founda-
tion for the Fintech companies that provide all financial services throughout non-face-to-face to meas-
ure their service orientation and customer orientation through customer evaluation and utilize them in

establishing service operation strategies.

Keywords: Fintech, Perceived customer orientation, Technology Acceptance Model, Perceived ease
of use, Perceived usefulness, Continuous use intention, WoM intention
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