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A Study on the Online Quality Evaluation and Improvement of
Shopping Mall in Public Institutions: Focusing on Offline Quality
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r Abstract The scale of e-procurement through online shopping malls of public institutions including government
& _ comprehensive shopping malls is increasing day by day. This study aims to examine how public officials
evaluate products, delivery, and post service of online shopping malls for public institutions and to explore ways of
improving their satisfaction. The results from a survey conducted among public officials of public institutions who have
experience using online shopping malls of public institutions showed generally high satisfaction levels, although there
was dissatisfaction with product diversity. Perception of delivery quality was generally positive, but there was room for
improvement in delivery service. Furthermore, employing structural equation modeling, the study examined the
influences on satisfaction and intention to reuse. Perceived product quality, delivery quality, and delivery service quality
were confirmed to influence satisfaction considerably. Therefore, more efforts should be directed towards managing
the information and quality of products to prevent returns, exchanges, and repairs and, in case of issues, handling them
promptly and transparently.
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To achieve government budget savings and contribute to the national economy
through professional and value-creating public procurement functions

Provides efficient and transparent procurement ‘ D Operates government-wide single
services of goods, services and public works [ | e-Procurement portal (KONEPS) that covers

. ige |\ Public Procurement | R
for all public entities Service the entire procurement processes

o

= &
Contracting Stockpiling Mgmt. for Operation
Service Goods & Properties of KONEPS

(O 1) LIHEE (SIS EHREZAAL) 7HQ
(Fig. 1) Korea Online EProcurement System Overview
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(Table 1) Demographic characteristics of the respondents surveyed

xo| AREASE S

Characteristic Frequency Percent(%)
Male 205 49
Gender
Female 214 51
20-29 53 12
30-39 160 38
Age
40-49 145 35
50+ 61 15
National Agencies 83 20
Organization Local governments 168 40
Else Organizations 168 40
General shopping mall 395 75
o ing 2l Experionced Innovative market 80 15
(Duplicate response)
Venture World 55 10
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(Table 2) Technical statistics of the satisfaction survey

Variable [tem Average S.D Total Average Total S.D
Demand Satisfaction 3.63 1.065
PI‘Odl‘JCt Type Diversity 3.54 1.096 36342 -
Quality Product Diversity 3.60 1.077
Quality Excellence 3.77 1.032
Delivery Safety 4.18 .945
Delivgry Delivery Timeliness 4.12 .986 L1586 90797
Quality Product Consistency 4.24 964
Place Satisfaction 4.21 994
Procedure Simplification 3.76 1.049
Post Response Friendliness 3.89 1.015
Service 3.8174 98361
Quality Processing Speed 3.86 1.044
Expedited Deposit 3.75 1.052
(B 3) Q012K U T BAZH
(Table 3) Results of Factorial analysis and Reliability analysis
Variable 1 2 3 Cronbach'’s Alpha
Type Diversity 0.277 0.3 0.808
Pl‘Odl.lCt Product Diversity 0.2 0.249 0.889 093
Quality Demand Satisfaction 0.224 0.287 0.86
Quality Excellence 0.381 0.36 0.715
Product Consistency 0.838 0.284 0.288
Deliv§ry Place Satisfaction 0.795 0.363 0.265 0.951
Quality Delivery Timeliness 0.877 0279 0.233
Delivery Safety 0.853 0.322 0.249
Procedure Simplification 0.284 0.841 0.331
Post Processing Speed 0.352 0.837 0.295
Service 0.961
Quality Response Friendliness 0.367 0.827 0.309
Expedited Deposit 0.37 0.767 0.376
Figen value 3.620 3.438 3.397
Explanatory Power(%) 30.169 58.819 87.130

KMO(0.931), P(.000)

YHotgH 73
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(Table 4) Model fit test table

Model Modified Model Recommended Values
CMIN 1085.047 222.107
PCMIN/(df) 4.932 2.363 3 or less
RMR 0.044 0.028 0.05 or less
GFI 0.799 0.938 >0.9 Excellent, >0.8 Good
AGIF 0.748 0.911 >0.9 Excellent, >0.8 Good
NFI 0.919 0.973 >0.9 Excellent, >0.8 Good
TLI 0.924 0.980 >0.9 Excellent, >0.8 Good
CFI 0.934 0.984 >0.9 Excellent, >0.8 Good
RMSEA 0.097 0.057 {0.08 Excellent, 0.05 Good
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(Table 5) Results of Confirmatory factor analysis

Factor Estimate SE C.R. P CR AVE
Quality Excellence - Product 0.887 0.04 23.5 bk
Product Diversity = Product 0.866 0.05 22.6 ok 0.90 0.76
Type Diversity - Product 0.855
Place Satisfaction - Delivery 0.951 0.04 30.2 s
Product Consistency - Delivery 0.946 0.04 29.8 ek 0.95 0.85
Place Satisfaction - Delivery 0.872
Expedited Deposit — Post Service 0.909 0.03 31.6 ok
Processing Speed - Post Service 0.943 0.03 35.5 o
Response Friendliness = Post Service 0.941 0.03 35.2 ok 0% 086
Procedure Simplification | < Post Service 0.918
Overall Satisfaction = Satisfaction 0.922
Interest Satisfaction = Satisfaction 0.841 0.04 25.6 o 0.93 0.81
Service Satisfaction = Satisfaction 0.937 0.03 34.2 e
Revisit = Reuse Intention 0.956
Continuous Search = Reuse Intention 0.958 0.02 45.3 . 0.96 0.89
Continue Using - Reuse Intention 0.912 0.03 36.4 ok
(B 6) SRR eIy BT
(Table 6) Results of Discriminant feasibility analysis
Factor Product Quality | Delivery Quality |Post Service Quality| User Satisfaction | Reuse Intention
Product Quality 0.869
Delivery Quality 0.672%** 0.924
Post Service Quality 0.763*** 0.716*** 0.928
User Satisfaction 0.815%** 0.727* 0.797** 0.901
Reuse Intention 0.759"* 0.770"* 0.732%* 0.882%* 0.942
p(0.01
oA HI-1(AE F42 o] 84 BEeo] o3t 4§ A HI1-12 AEEen AF F4do] Z3f=d
=2 nE Aolth)= "e‘ﬁ% H A FHol E L7 PEHUE e AT 5 AT (& 7o
o IF= A= JAASE 0433012, B2 A HI-2(ME F2L oA W5k 23 4
= 006017 $SHOODE T 4 S TRb H T 53 AoIhE Aol W EAel
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(38 3) 337| 20 AYE FH ot

(Fig.3) Quality evaluation of online shopping mall of public institutions

(B7) 37714 d32n

(Table 7) Test results of research hypothesis

Hypothesis Estimate S.E. CR. P Test Result

Hi-1 Product Quality — 0.433 0.06 7.95 o Supported

Hi1-2 Delivery Quality - User Satisfaction 0.209 0.056 4.58 ek Supported

H1-3 | Post Service Quality | — 0.317 0.057 5.88 ok Supported
H2-1 Product Quality — 0.069 0.059 1.27 0.2 Unsupported

H2-2 Delivery Quality - Reuse Intention 0.276 0.05 6.58 ok Supported
H2-3 | Post Service Quality | — -0.04 0.05 -0.89 0.4 Unsupported

H3 User Satisfaction - Reuse Intention 0.66 0.06 10.7 ok Supported

of GFE AL AAASE 0.200003, BEO  HY UEE PAANE AL AT 5 Ui
R 0056017 $ORHp.001)E & 5 Utk o CE oI HI-3(H e
oA b HI-28 AEsigon e o] 4ot oak J3S v|A AolthE AviRu A5 Fol
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