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A Study on the Effect of IT Service Quality on User Satisfaction
and Customer Loyalty: Focusing on the Perception Difference
between the MZ Generation and the Existing Generation

Soo-Haeng Shin
Managing Director KEPCO KDN
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Abstract Globally, the baby boomer generation is economically retired, and the MZ generation is emerging
as a new economic force. This study demonstrated the effect of service quality on user satisfaction and
customer loyalty for IT services, and checked whether it had a moderating effect on the MZ generation's
perception of service quality and its effect on user satisfaction. In addition, we tried to find implications
for service satisfaction of the MZ generation. For this purpose, valid responses were obtained from 496
members of companies receiving IT services from Company A. then, a hierarchical regression analysis were
performed to verify the hypothesis. As a result of the analysis, the influence relationship between service
quality, user satisfaction, and customer loyalty was confirmed, similar to the results of previous studies, and
it was confirmed that the negative moderating effect of lower perception of user satisfaction through
interaction. Therefore, it can be suggested that there is a need to develop a new digital-based service that
can share and sympathize with special experiences, consumption values and beliefs. In the future, if
research is conducted on a variety of consumers, it will be possible to more accurately explore the service
perception of the MZ generation.
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Table 3. Effect of Service Quality on User Satisfaction

Variable @ @ t Cgflfl;{;seﬁgéy

B SE Beta tolerance VIF

Constart 347 | 31 2651
Tangibles 144 | 035 | 146 | 41557 509 1.966
Reliability | 117 | 048 | 120 | 2422' 258 3883
Responsive~ | 116 | 051 | 116 | 2261° | 241 | 4155
Assurance 205 | 057 | 186 | 35807 234 4273
Empathy 349 | 050 | 359 | 6928™ 234 4.266

R’ = 691, adR’ = 688

F = 219.075(p=.000), Durbin-Watson = 2.103

Note @ *p ¢ .05, ***p ¢ .001,
(MUnstandardizes coefficients, @Standardizes coefficients

7H4 20| A8 TAFH RS HAE AT
90%A G ZOIN BAR O AW FHS FE A
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Table 4. Effect of User Satisfaction on Customer Loyalty
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Note : "o (.007,
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7Hd 39] AU AEA T} AREAFREES] JFFA 0l =
Hawpt JeAE HEo] o AAA AR
Z1eY5tGITt. Model 12 =R AH|IAZAL] 57}
AHSE EQUFI T, Model 2= F@¥40 MZA)
F4T Fofl Model 3004 AB|AEAT} AR
Ha-2 FYsto] EAstlon, £4 43 Table 5
o}, J2]a 9] oA T £ Qe teaA
A sidot7] Aol zt Bigolx S W
1g-sto] Hats4lSHcentering)e oL, VIF(EARY
429 B4 Ayt »E HSLEC] VIFgo] 2u]gke.
2 2450] gsgAg BAVE gl AS FUstY
E3 Hgo] AgelA =] U=AE WHshe Fat
9] f90] pC.001E YEht BE 29 FHL
EAZHoR FOl5t3irt.
ARl BAATLE AT, AHAFE] 334,
A=, AL Fgt WslRH4F)e] f94E p<052t

<k

Ec;l: i

ox o
mN,

Sl

0

S

[e]

p<.01, p{.001& THEA7|H R*%gEo] Model 1, Model
2, Model 3014 ARH o= QolslA Z7lst9ict E3t
ZARIE 733 Model 30141 MZAIHHt] AF52R8
ot 2HavE 59l 71Nt 2] ARSAE S A
A71E 810 Zgoh= g ERIeltt 18y 87
3, BA/3L Model 304 BAKOR FolotA] Adct.

VRS ATE oM, AR AuAEAL AR
gl Y FFE A= A= e 7H 1
2 A AEFo2E= Hi-1 ~ HI-59 43
3, A, SR, FAA, 3 Bl Bt 3RE
FFE A= A oE VEiTh 4, ARRAES 11
AFSRE] FHH FFS A Ao=E et 714
25 A upreto g Au|Aggo] ARgARH
Zof| 2= JFo| MZAItH7F 2EE3E B Zo]

= 7 32 REQHEHAUG ARHeR 534,
A2, FalAoATE BAFCE Rofgt 2EaIE
g0 2N H3-1, H3-2, H3-4&= ‘A& =91
24, 3 BSE fYe 2EanE RIT £

AeEg H3-3, H3-5= 714730

5. &

rhu

B A7 AuAETo] ABAED DASAE
s GgRAE AFHoR BASAT 53] A
AEAT} AGATE AR MZAHS 7 AL 2
Aot 2ANSRA ATE AR W 2459
o B4 AqEABREL AN 344 4%
2 ulX, ABAES TAFHES T4 IS
2L 02 Uehtt, 24aIle Bas A Aua
A 7424 F 994, A=A, FAHIAE o]
247 FAsGo, 94, TU4 WA
EAHoR Golulet 2ARINE WA Falo] A
7 Aol HuH 2AETE HITh: ARE ¢
Holo £ A7} Glgt AuAEED AeAuE
23 AR ARSI ASHES] FHR Fe
£ ABAT SR8 SQ018)7 E17] £Q010)9) Ax
gl PAH|AEEo] TS FO WS
ulAIeks Fgolui4, 18], 4LF 50117 U3 5
(2019)] SaaS(AIEEGONEY, UATGAHAEAC]
AFgARIE0] IABHES] A G ke %
A3} QA AT, AW 710 SYBAS T
3 ¥ SIg 4 9l 715j0]9ieH3,22]

d

[ P | el



[TAHIAZZO] AISAIED IHSEE0| OIXl=

FEE MZACHQ 7IMMITHZ QIMIRIOIE SMo2 19

Table 5. Analysis result on the moderating effect of the MZ generation

leve TR Model 1 Model 2 Model 3
B(SE) t B(SE) t BSE) ] t
Constant 1.969(.144) 13684 2.150(.169) 12791 2.272(167) 13607
Tangbles® 611(.035) 17.685" 583(.037) 15.760™" 570(.036) 15.651"
Tngites MZ Generation @ -.115(.055) -2.064" -.162(.055) —2.769::
O*@ .340(.075) 4558
R/ IR 388 / .388 .393 / 005 418 / 025
F/ dF 312.755™"/ 312.765™ 1595640/ 4.261° 117.660""/ 20.773"
Constant 1.279133) 9635 1.470(.147) 9983 1.783(1689) 10587
Reliability® 723(.030) 24.394" 698(.031) 22722 639(.034) 18.665"
Relibilty MZ Generation® -.134(.046) -2910" -179.047) —3.7872’
*® .275(.075) 3678
R/ IR 546 / 546 554 / 008 566 / 012
F/ dF 595.065""/ 595055 306.259"/ 8.468" 213872"'/ 13530™
Constant 1.146(.137) 8386 1.350(.150) 898" 1.503(.180) 8.349"
Responsiveness® 743(.030) 24.657" 716(.031) 23044 1633(.036) 18.955™
Responsivencss MZ Generation® -.143(.046) -3.136" -.163(.047) -3438"
®*® .123(.080) 1534
R/ IR 552 / 552 .560 / .009 .563 / 002
F/ dF 607.952""/ 607.952" 314.334/ 9837" 210915/ 2.352
Constant 665(.147) 4517 836(.163) 5.118" 1.071(181) 5919
Assurance® 842(.032) 26.123" 818(.034) 24311 775(.036) 21.238"
Assurance MZ Generation® -.106(.045) -2.369" -.138(.046) —3.01?:*
D*® 231(079) 292
R/ IR 580 / 580 .585 / 005 592 / 007
F/ 4F 682.408™"/ 682.408™" 347195/ 5612 237849/ 8538"
Constant 1.022(.122) 8342 1.109(.140) 7943" 1.177(182) 6479
Empathy® 767(.027) 28573" 755(.028) 26.552" 742(.036) 20.843"
MZ Generationi® - 056(.043) -1.304 -.066(.046) -1427
Empathy
@*® .046(.075) 584
R/ IR 623 / 623 624 / 001 .625 / 001
F/ dF 816414"/ 816.414™ 400636/ 1.701 272.840""/ .34

0 <05, "p (.01, "p {001
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