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This study is to identify the maintenance service quality of eco-friendly cars, which are rapidly increasing recently. Research
is conducted by synthesizing research from the perspectives of internal employees and external customers by using the service
profit chain model. Specifically, it is to study the overall structural relationship between internal customer satisfaction, physical
quality, interaction quality, outcome quality, external customer satisfaction and long-term orientation. For the study, 202 ques-
tionnaires were collected from internal employees and 204 questionnaires from external customers.

The results of testing the research hypotheses targeting the internal employee group are as follows. As a result of testing
hypothesis 1, internal customer satisfaction has a significant positive (+) effect on physical quality and interaction quality. As
a result of testing hypothesis 2, the service quality of eco-friendly car maintenance has a significant positive (+) effect on each
other. As a result of testing hypothesis 3, physical quality and outcome quality have a significant positive (+) effect on external
customer satisfaction.

The results of testing the research hypotheses targeting an external customer group are as follows. As a result of testing hypothesis
2, in the relationship between eco-friendly car maintenance service quality, physical quality has a significant positive (+) effect
on interaction quality, and interaction quality has a significant positive (+) effect on outcome quality. As a result of testing
hypothesis 3, interaction quality and outcome quality have a significant positive (+) effect on external customer satisfaction.
As a result of testing Hypothesis 4, external customer satisfaction has a significant positive (+) effect only on intention to reuse.

Finally, as a result of examining the difference in perception between the internal employee group and the external customer
group in eco-friendly car maintenance service quality and external customer satisfaction, it was verified that there was a significant
difference only in outcome quality and external customer satisfaction.
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Customer Satisfaction, Long-Term Orientation
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<Table 1> Current Status of Increase in the Number of Registered Eco-Friendly Vehicles in Korea (Unit: Units)

Division 2014 year | 2015 year | 2016 year | 2017 year | 2018 year | 2019 year | 2020 year (2021 year July
Sum 140,297 180,361 244,158 339,134 461,733 601,048 820,329 1,003,539
Hybrid Car 137,522 174,620 233,216 313,856 405,084 506,047 674,461 806,808
Electric Car 2,775 5,712 10,855 25,108 55,756 89,918 134,962 180,966
Hydrogen Car 29 87 170 893 5,083 10,906 15,765
Registration Ratio(%) 0.7 0.9 1.1 1.5 2.0 2.5 34 4.1
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<Table 2> Comprehensive Detailed Measurement Items and Reference Preceding Studies by Research ltem

Division Detailed measurement questions Reference
1 Satisfaction with maintenance work environment [5]
2 | Satisfied with the internal atmosphere of the company [10]
Interna} Customer 3 Satisfied with the condition of the employee break room [18]
Satisfaction
4 | Satisfaction with wage and compensation system based on work performance [26]
5 | Overall satisfaction with the company that works [28]
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<Table 2> Comprehensive Detailed Measurement Items and Reference Preceding Studies by Research Item(Continued)

Division Detailed measurement questions Reference
1 Equipped with the latest mechanical and electronic equipment [6]
2 | Equipped with the latest automation facilities [9]
Physical Quality 3 Equipped with a clean maintenance environment [44]
4 | Internal signage is easy to identify [52]
5 | The customer waiting area is made customer-centered
1 Sincere attitude towards customers [17, [6]
2 Have a home page (website) for communication [9], [13]
Interaction Quality 3 Regular contact using text (Kakao Talk) and e-mail [15], [29]
4 | Appropriate Response to Complaints [44], [52]
5 Employees have a high level of confidence in their skills
1 Compliance with the promised delivery time
2 Provide differentiated maintenance service [6]
Outcome Quality 3 Provide feedback on maintenance service results [9]
4 | Provide maintenance service according to customer's request [44]
5 | Comprehensive maintenance service provided
1 Customers are satisfied with the maintenance service method provided
2 | Customers are satisfied with the maintenance service process provided [35]
Externgl Cug tomer 3 | Customers are satisfied with the maintenance service technology provided
Satisfaction
4 | Customers are satisfied with the result of the maintenance service provided [38]
5 | Customers are satisfied with the staff who provided maintenance services
1 Use the repair shop next time (future) [1]
' 2 | If the service level is the same, use that company
Intentu;{neuosi Reuse 3 If the service fee is the same, use that company [47]
4 | Even if the travel distance is far, use the company
5 | Avoid using other service providers as much as possible [49]
1 Actively recommended to neighbors [1]
Word of Mouth 2 | Talk positively to people around you [2]
Effect 3 | Talk about the good things about mechanic services [3]
4 Provision of service information of maintenance companies to neighbors [49], [50]

3. G U BPEY

3.1 A3y

Internal
l

Internal H;
Customer
Satisfaction

Eco-Friendly Car Maintenance
Service Quality

Interaction
Quality

Outcome
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Customer |

Perspective |
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FAse e 344 FAIEE 2 sFedel Er39]. Az g W FH9e A 3o 3
g BR o AR o] BS Ay VAT AR AE A AT AEA Gl AR] Aol ek
o2 Aol g et FHEN EF Aud Aor dF HAdES o dlon, oF uAL AT AFAt
ato] ofgje] A7 S FHsAY 2R F U A7) AsA, dolne s AL, 4
sk guletr] AAste] s Ak A A AS W
7Hd 4 9% AL AVIA G ()] AT vl T AAES R 2AE At AExA
Edl=1 713k 2022 69 5E 87 o], UIF- FTHLS Y
7Hd 4-1: 9 DANHLE Aol g oo H(+)e] P o 2024, o uAE UPFOR 20459 HEAE
< "3 atth A o Ui U B e e ANt g

7P 42 9 aANSE g A(h)e] FE 2 el <Table 3>3 2T
m) z1, Wi FHAe] ARAQ 54 R JEEA
o] 1987 0% 98.0% 0|tk AF L AL tidAte] dii
A Zre] A7 AeAF Au] o] 454 o F o =M 175 0% 86.6% = AL SITE. 3

AutZ 7k x)7Z} 2o OFE= 1F o]alr} 1192 M 58.9%0]H, HEME ®=

A8 Fgste] A4 3 69O 342% 2 YERY o]E9 H|Fo] A eyt
gttt shodeh wepa] AFEPAA = AASHA th Ay Aolgs 38 9 252 4009 ) o]Ao] 160
37 AEsAk An] AHls o7 HA o] 79.2%0|th whebA o) EE FAd o] 1L 454

=4 2l ol ojM AdiA o ot AFUE HolH, 4008 Y o] A5S 7HA=
02 A7} 58 7ML 9E Ao dgFston, okl FHYLEY $u HFo] =& Ago|th
o] AF7HdE FHErh 4] Ve F5 FaRE AhdA F5390E T
JYE9 HFo] 176 OE 87.1%°|t}. AH] #& HF
7HA 5 28 Apsak A AR a2FAE F HY A AAF o2 s AH7ISAE HHTH AR 55.0%0]H, 4H|
Zhol zpol7h Q& Aotk AF7IAL B3 67 O 33.2% % UERY o5 AAFS
7P 51 EEA FAS F AW 3 ALEE Aolrh B3 FHYe U 258w ddto|n) il g
A& Aoltk SEHEGED) O dE B3es g ARoz Au] A4F FH
7H 52 AT AEEA LS T A 7 A4S0 o] E o] y)zto R = 3 m|uko] 25T O 7 12.4%0]H, 3.5
7} A& Aot W neke 1502 74%, 9-11d vRkE 16 02 7.9%,
7 5.3 ANEAE T A F Azl Aoz 9L 13-153d vk 25 0.7 12.4%, 1543 o] tolgtar Skt
S Ao FTHYE 9N 111 o 2H 55.0%2 YeRt=d 159 o]
7ha 6 9 nANELS T e P AZgFe] Aoz dow Sudk FAY U M =2 Algolt
A& Bloltt, aga A A 25 A5 Ayed F2 549
SR FHE s AU 124WOR 614% 2 HERLY
H, 9 oo m EFT F v TUYELS 2o
4. MSEM U A} 30.8% 2 LFERtTE o]2i et 2APATHE ojwd Q) A
Frkgolu E9kE S Aol EnkE)o] 93 3
41 22 i & HFUHE o] g Ao WA w7k LS AU FTE
THeE FYYER R 5k
4.1.1 A7 BE A A eto 2 X3 Absak gu] 2 AA 7k frel
T8 AFFEEE AN SAGE gigk 8-S A giet AR E PS5t s 29 160 OZ 79.2%
<Table 2>l AMFAT 12)aL o] & b stof 2|7 o), Brbediths SUUEL 2P LR 208% 2 ZALY
E 74 AER A ATdE R ATEATE 4?25t e 4% A5 #0 d
& Frhete] & Ao ARAE AT UlE T A 277k B NP5 A T2 Sho] o] Foj A
A o= iy AN I8 AbsAE AH] AH 2 o g3 7184 2HER Au] 9 AAE Bkt a
w4, A AANES ARk, o A A= euet ujFo] T A Y Qe AR A
X8 A aF Au] AR AEA, o5 2Rk A7IAFE n) Auja akdo] 213 A53) Au] @ AALR W Elslo]
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e o o] AEAHQ] EAS A REY dAdol  o|dE 2W oz 1.0%olth mEkA] diFE 454 o] el o
1749 0 2 853%0|", o4& 30 2 2H 147%°]th w7l 169 02 82.8% = EALEATh A AHEAtE
gA g5 B SEAbolth B3 AE Al SHEA T2 HS AdHITAA Bol YA RAsta s AL
7F 18202 §9.2%olth AH S Ay HEA 455447 2 A AA T GAY R 454 o)At dAEgolA X%

<Table 3> General Status of Survey Targets

Internal Employee External Customer
Item Detail Frequency % ltem Detail Frequency %
Male 198 98.0 Gender Male 174 85.3
Gender
Female 4 2.0 Female 30 14.7
18-24 3 1.5 Marital Status Single 22 10.8
25-34 13 6.4 Marriage 182 89.2
Age 35-44 11 5.4 Age 18-24 7 3.4
45-54 91 45.0 25-34 10 4.9
55-64 84 41.6 35-44 18 8.8
High School 119 58.9 45-54 57 27.9
. Junior College 69 342 55-64 110 53.9
Education —
University 13 6.4 65 Over 2 1.0
Graduate School 1 0.5 Education High School 57 27.9
201-300 19 9.4 Junior College 44 21.6
301-400 23 114 University 97 47.5
Uﬁi’“fhéwjgfgzo 401-500 130 64.4 Graduate School 6 29
501-999 29 144 Monthly Income 200 Below 31 152
1000 Over 1 0.5 Unit: KRW10,000 201-300 8 3.9
Academy 6 3.0 301-400 19 9.3
(e 1o Leam School 2 9.9 401-500 35 172
Garage 176 87.1 501-999 73 35.8
Qualifications Technician 111 55.0 1,000 Over 38 18.6
Related to Industrial Engineer 67 332 Job College Student 8 3.9
Maintence Mechanic 24 11.9 Professional 16 7.8
3 Below 25 12.4 Service Position 13 6.4
3-4 15 7.4 Technical Job 24 11.8
5-6 5 25 Teaching Job 2 1.0
Period after 78 3 15 House Wife 21 103
Obtaining License

Unit : Year 9-10 16 7.9 Self-Employment 109 534
11-12 2 1.0 Public Official 4 2.0
13-14 25 12.4 Etc 7 3.4
15 Over 111 55.0 How to Buy New Car 147 72.1
3 Below 80 39.6 Car Used Car 57 27.9
3-4 44 21.8 Owned Vehicle Before 2015 15 7.4
5-6 9 4.5 Year 2016 11 5.4
Current Job 7-8 7 3.5 2017 22 10.8
Years of Service 9-10 4 2.0 2018 35 17.2
11-12 4 2.0 2019 9 4.4
13-14 10 5.0 2020 63 30.9
15 Over 44 21.8 2021 37 18.1
Eco-vehicle maintenance Possible 160 79.2 2022 12 5.9

& inspection possible Impossible 42 20.8 -
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EF o w7 Aee R B 8oRNS A oo muke gl Aoz Busin. 1oy BeY $3
ot A A5 AFEE o] ARl AEE YEb S A AREE 1 3 Alo]d gk 4 F s g
W= KMO ZEGH 09292 Z45]0) 05 ooz et e aqldaee] 7|EAE $534 23 w4
U 2R GHEoH, AF AFEEE 1] A Aol HAste] AFEEA AASALE TFHOR
g Eoe] wejgEoe] ofyehe AFURAe] HAJ  9F A FJue] AFEES N2 Y F U
Bartlett®] 74 A4l TAPLOlANE 6479.544, A BAA Q1240 A 84 H = VIERE BY 55
L(df)+= 300, T HES 0000024 AR fFolst sk AoR HFEo] o]& MY O E Smart PLS 2.05 &
A AR Ho gl do] ofdS & A, AIF AT &3t 14 9EAS A TE g4 Q1A
HE Qo eyl 9F RE S gleng 89 & U ARy AR 4T BIYE 2aas,
TS FIE 5 SS90 F Ak aAA A WA A3 AlEEE Cronbach’s aztdt FdAlE %
Hage Aol ok 39 FHow 053007 HAH (Composne Reliability: C. R)%kS 283}, Cronbach’s agk
o, %K FH 4L 84.878%0] Ewﬂuﬂ% £ 06 oo AFHE A 74T 5w, PYNIE
o] & sk AozH sl AFFdE % A (C. R)FE 0-1 Alo]2 ASHEH ATHE #to] =255
150% o] dem ATHE 49e flen sdiyd =2 JHes etk HEEdAd Outer Loading 3+
<Table 5> Confirmatory Factor Analysis and Results
Internal Employee External Customer
Division Outer Cron- » |[Commu-| Outer Cron- » |[Commu-
Loading AVE bach'sa C.R. R nality |Loading AVE bach'sa C.R. R nality
1 0.772 0.733 0.908 0.932 - 0.733
I I C | 2 | 0900
nternq ustomer 3 0.904
Satisfaction
4 0.877
5 0.821
1 0.804 0.657 0.869 0.905 0.123 0.657 0.916 0.823 0.928 0.949 - 0.823
2 0.846 0.942
Physical Quality | 3 0.873 0.922
4 0.781 0.845
5 0.744 -
1 0.884 0.681 0.845 0.895 0.286 0.681 0.866 0.795 0.935 0.951 - 0.795
2 0.817 0.907
Interaction Quality | 3 0.769 0.917
4 0.827 0.905
5 - 0.862
1 0.812 0.706 0.896 0.923 0.425 0.706 - 0.789 0911 0.937 - 0.789
2 0.865 0.867
Outcome Quality | 3 0.863 0.924
4 0.854 0.883
5 0.804 0.878
1 0.829 0.733 0.908 0.932 0.508 0.733 0.830 0.798 0.936 0.952 0.682 0.798
B I C 2 0.887 0.892
xternal Customer 737 ) gg 0.929
Satisfaction
4 0.883 0.894
5 0.790 0.919
1 0.954 0.910 0.950 0.968 0.669 0.910
2 0.972
Intention of Reuse| 3 0.936
4 R
5 -
1 0.966 0.944 0.980 0.985 0.400 0.944
Word of Mouth | 2 0.977
Effect 3 0.977
4 0.966
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<Table 4> Exploratory Factor Analysis and Results

Division Internal Employee External Customer
| 1| 278 155 -.047 .088 071
2 139 884 011 .087 134
Internall Customer =573 g0 | 65 | 030 | 085 | 268
Satisfaction ——
| 4 | -028 .854 152 142 .102
5 -.106 795 243 218 .000
| 1| 447 .087 .025 632 211 .148 166 203 .849 162 194
| 2| 386 116 .081 673 254 .166 184 235 .866 151 139
Physical Quality | 3 | 229 174 150 .804 136 239 276 339 748 138 123
| 4 | .096 126 199 818 -.026 257 135 268 730 203 -.040
5 .056 154 231 736 116
| 1] 125 217 194 343 616 276 380 .607 250 313 081
| 2| .066 110 236 .070 .860 238 373 719 239 207 165
Interaction Quality | 3 | 132 179 227 .091 836 187 236 814 274 180 127
| 4 | 374 119 .350 167 578 187 176 187 321 217 124
5 214 165 .633 411 288 .196
| 1| 344 158 616 .082 314
| 2 | 303 137 728 150 227 172 369 292 219 640 145
Outcome Quality | 3 | .299 .076 767 174 178 168 319 262 169 770 210
| 4] 189 048 827 144 .163 242 242 184 195 796 094
5 252 .043 709 208 209 267 425 243 196 .641 075
| 1] 798 .062 207 151 115 255 563 351 244 229 258
2 817 115 247 .206 143 .240 .695 277 212 265 229
External Customer 757 g4 100 273 125 159 290 742 240 194 310 209
Satisfaction ——
| 4| 736 .063 378 244 .036 244 775 178 191 355 075
5 598 -.010 405 243 .089 241 788 248 189 274 153
| 1| 344 428 291 219 256 .646
| 2 | 367 423 310 255 261 .637
Intention of Reuse | 3 | 480 409 253 232 256 530
L4
5
| 1] 865 244 242 183 161 .100
Word of Mouth | 2 | 879 257 187 172 180 137
Effect | 3 | .889 205 157 228 167 151
4 863 .199 184 208 218 154
eigenvalue 3.954 3.744 3.654 3.280 2.720 4473 4.340 3.844 3.722 3212 1.628
% Variance 16.475 15.601 15.188 13.668 11332 17.893 17.359 15378 14.888 12.850 6.510
4 % 16.475 32.077 47.264 60.932 72.264 17.893 35.252 50.629 65.518 78.368 84.878

B

Bt B-AFEZ(Average Variance Extract: AVE)3tS ©]

3 3 EA FEEHN 06572 HFHo 70 05 oo
o] HZ3t=H Outer Loading#t-> 0.7 o]’ o2 AFHolof  HFHATE webx JFEDA Y VA& 5o
at, AVERLE 0.5 o] o= fF 5 olof ghrl{14]. <17 Tok o 1 HuS gido R SR1A QRIEAS Al
QRlEA o A¥= ofefe] <Table 5>9F Tt o A A A AFRY AFE Hste] gl
A4 UH FdY Jds gidoez 8904 Q84S Cronbach’s aghe] A AFF4A=ZA 09112 HSHA
Alaigh A3 A A3 AE e HAE5S fste] gl OUJ] T&L T »)\*E 75:%71%?1 0.6 ooz HASHATk

%éﬁ}i— Zﬂii 7425] ATt
S 913 Outer Loading 3ol A3k
gEO T (08300 HTH o] 7]E%

A
o A A4 2E e 7EAE S5 BoE 4 2 95 AN 1
Huok 183 JFErdA HES A9 Outer Loading#ke] <1 0.7 o] F o2 AFHATE 12]3L AVE o] Az
Hrge B4 4 59 FEOR 0TME AFE ] 71 ARFEEZHN 07892 ASHO] 75Ek] 05 oo ® HF
# 0.7 ooz ATHATE 18]al AVE ] &li%k% Hch wibd JAFEdA 7EAE FE5eT
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<Table 6> Discriminant Validity Analysis and Results

Division Internal Employee

ltem Mean gg\l/?;t?gg VAVE 1 2 3 4 5
[. Internal Customer Satisfaction 4.004 0.989 0.856 1
D. Physical Quality 4.535 0.750 0.811 0.351 1
B. Interaction Quality 4.587 0.838 0.825 0.381 0.486 1
4. Outcome Quality 4.688 0.811 0.840 0.274 0.485 0.616 1
p. External Customer Satisfaction 4.756 0.825 0.856 0.227 0.557 0.493 0.658 1
b. Intention of Reuse -
7. Word of Mouth Effect -

Division External Customer

ltem Mean |SEncard| i | 3 4 5 6 7
I. Internal Customer Satisfaction -
D. Physical Quality 4.602 0.976 0.907 1
B. Interaction Quality 4.673 0.967 0.891 0.710 1
#. Outcome Quality 4515 0.928 0.888 0.570 0.706 1
5. External Customer Satisfaction 4.473 0.973 0.893 0.596 0.733 0.784 1
. Intention of Reuse 4.378 1.133 0.954 0.614 0.728 0.704 0.718 1
7. Word of Mouth Effect 3.949 1.432 0.971 0.535 0.592 0.571 0.633 0.717 1

L3 ARGl A(FHHTE i & A9E e E4E Ale 23 AVES] Al gk #HAk
F deTtel Hi Ae] VlERe s RPAS 4eteE, & YA FAEA 08112 HTHer, 9 u7 3
R 019 oo AFHE 45 d7Rde] Aol & didon B4 AT Ade AAELZA 0888
AtkaL Aeet[16], ARG Aol A vtet = HFTHIAT webd EE HdelA 71EEked 0.7 ol
at7] g Z o 1o 7heTE 5 7Y dF AG9d o2 HATHJSH, AVEY An @3 uE 33 49
& Hol Zlolrkh Rk 3lsh Av) iy Fdd dael  AwAS s vud 4y BE e o AF5Ho
7P e RIS Holt: ddne B FAEA e 7Ee F5I
0.1230% HAFHIJAT, & A7IF559] 45 Hxg
S AT AEEAEN 028602 HFH AT A3 422 AME HAZA
ol drkar dekskivh elal ofF uA Heke] b 2 AT AFFEEe] A B e, TR
e RIS BolE AFHELS TAENREA 040002 AP 5% BF FHE o2 AT AREA 9
HTE ol ATRF Aol 2 Aer HATH BA I Ao w A HES Ak AU el A
w3 Tenenhaus et al[51]2 R*ES B a3 Com- AZ3E th39 <Table 7> 2 <Table 8>3 2t}

munality &9 Baks w3 o] A s 28ote] A7 1 ~ 49 AR AE AR obel 2t
TEED AFLE Ao, 4d=e ol 0.25 mRt WA W 99 Jds w9 A As

o] L0036 AT7ME 19 AAoEA YR nANEe Bud EA
ool E& FEoR Wit U 9 Hddl  FoF A+ FIFS MRITHB=0.351, p=0.000). L]l
A 04852 THO ¥ SR ATHAUL, oF ASHAEFHAE Fo3 H(+)9 DTS W R TH(B=0.240,
o Ak A 0701 2H S FEoR HEFHAL p=0.000). &} ApFAe s A ()9 FS v A AR

w3 AHEdA B A7eE 5] AVES AlE FYeAE Z%ATHB=0.001, p=0.990). AT7HA 29] A
S o]gdto] EAE=H|[11], AVEY Al¥ g 07 o2H B4 FAL2 JadEEddd e Al 9
ooz HAIH ool i, AR P A7y Ao v S MIITHE=0401, p=0.000). =3 A FH AAEA
AP GEEI o] APAFE ks WAl ow Aty o Foe G+ JFS v W THB=0.244, p=0.000). 1]
e A5 2 A= 99 <Table 6>3 2ok Al 3 4EAEEA 13 AREd o F+) 9IS
A YES Aoy Uy 24 J9e ddoz I mRITHBE=0.498, p=0.000). A77HE 39 HAAHOEZN =4
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A FAL oF aARE o3 H(+)o FFS nHTh
(8=0.298, p=0.000). Fs2-&FH L &F AN

o FFE MAARE froahA = A UTHB=0.053, p=0.472). o] DS WIAAINE {5k = & kTH(B=0.080, p=0.200).
e AdEAe o aARES fog Ao dEFE A AEFAL oF nARkE fold H(+)o IS
A= Ao 2 HAEATHB=0.481, p=0.000). 1] ZTHB=0.306, p=0.000). L8] A}EA w5} R 17
o w1 ek gPo R @ /MEARA Ads Aued, W] o A+ FFES R Th(B=0.522, p=0.000)
A7k 29 Ao RN Beld FAS ATLEELS v R A7k 49 AHoRH 9B DAVELE Ao
ol e Aol GES v FITHB=0.710, p=0.000). =3+, & & oo fo]g H(+)2 FES vZITB=0.818, p=0.000)
8 4L AaELA AW JFS WA folsA et FARTelE HH)el JFE vAAR 215
T RUTHB=0.139, p=0.067). 3k FEs2-8E5DS AoE 22 Ao2 HAHATHB=0.136, p=0.203).
<Table 7> Synthesis of Test Results of Research Hypotheses 1 to 4
Hypo Original Simple B B Approve
Group theses Path Sample Mean STDEV STERR t-val p-val or Reject
H1-1 ICS - PQ 0.351 0.353 0.071 0.071 4951 0.000 Approve
H1-2 ICS - 1Q 0.240 0.241 0.068 0.068 3.546 0.000 Approve
HI-3 ICS — 0Q 0.001 0.001 0.062 0.062 0.012 0.990 Reject
H2-1 PQ — 1Q 0.401 0.404 0.068 0.068 5.942 0.000 Approve
Elr?lt;lr;l;ele H2-2 PQ - 0Q 0.244 0.245 0.063 0.063 3.884 0.000 Approve
H2-3 1Q — 0Q 0.498 0.499 0.058 0.058 8.596 0.000 Approve
H3-1 PQ — ECS 0.298 0.298 0.061 0.061 4.854 0.000 Approve
H3-2 1Q - ECS 0.053 0.050 0.073 0.073 0.721 0.472 Reject
H3-3 0Q — ECS 0.481 0.484 0.068 0.068 7.088 0.000 Approve
H2-1 PQ - 1Q 0.710 0.710 0.040 0.040 17.930 0.000 Approve
H2-2 PQ - 0Q 0.139 0.140 0.076 0.076 1.842 0.067 Reject
H2-3 1Q — 0Q 0.607 0.605 0.072 0.072 8.376 0.000 Approve
External | H3-1 PQ - ECS 0.080 0.083 0.062 0.062 1.286 0.200 Reject
Customer H3-2 1Q - ECS 0.306 0.302 0.078 0.078 3.926 0.000 Approve
H3-3 0Q — ECS 0.522 0.523 0.068 0.068 7.673 0.000 Approve
H4-1 ECS — IOR 0.818 0.818 0.037 0.037 22.422 0.000 Approve
H4-2 ECS - WOM 0.136 0.123 0.107 0.107 1.276 0.203 Reject
- Here ICS: Internal Customer Satisfaction PQ: Physical Quality 1Q: Interaction Quality 0Q: Outcome Quality
ECS: External Customer Satisfaction IOR: Intention of Reuse WOM: Word of Mouse Effect
<Table 8> Synthesis of Test Results of Research Hypotheses 5 and 6
Equal Variance Test t-Test
Hypo Whether to
Item Grou N Mean -
theses P assume equal F p-val t (b o?h \;?é es)
variance
1 202 4.5347 -776 438
H5-1 | Physical Quality Assumed 2070\ 003
2 204 4.6017 not Aassumed 177 438
1 202 4.5866 -.959 338
HS5-2 Interaction Quality Assumed 4420 036
2 204 4.6729 not Aassumed -.960 338
1 202 4.6881 2.004 .046
H5-3 Outcome Quality Assumed 4.364 .037
2 204 45147 not Aassumed 2.006 046
Hé External Customer 1 202 4.7554 Assumed 4.098 044 3.158 002
Satisfaction 2 204 4.4725 not Aassumed 3.161 002

Group 1: Internal Employee, Group 2: External Cstomer
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