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A Study on the Factors Affecting the Use and
Satisfaction of Internet Ticketing Systems

Sung Hwa Woo, Kyung Kyu Kim, Ho Kyoung Shin, Hang Bae Chang

With the development of information technology (IT). various information systems (IS) such as Web-based
systems and mobile systems have appeared utilizing different technologies. However, recent studies on 1S
use and user satisfaction rarely account for technological differences among IS and environmental character-
istics where IS are intended to be used.

The purpose of this research is fo investigate the determinants of the use of Web-based ficketing systems
for culfural activities and to empirically validate their relationships, Environmental psychology suggests that
human beings respond fo external stimuli from environments with their emotions, and their emotional states
influence human actions, e.g., 1S use in this research. Applying environmental psychology to the use of
Web-based systems in the culture and entertainment industry, we propose that web site characteristics
first influence a user’s intemnal state of mind (ie., flow) and then the flow state influences the IS use. Studies
related to the state of flow collectively affim the key role played by the fiow construct in shaping individual
aftitudes and behaviors toward 1S.

Users’ flow states are captured by their shopping enjoyment, perceived behavioral confrol, and the level
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of concentration on the IS use. Referring to social presence theory, we have included such web site charac-
teristics as content quality, context of web site, and community quality. In our research model, a second
order construct is ufilized fo represent web site quality, because flow theory suggests that holistic experiences
with web-based systems (rather than individual characteristics of the web site) are important in explaining
the IS use. Further, we have included frust as another important factor influencing the IS use since business
transactions on the web encompass higher uncertainty comparing to offiine transactions.

In order to test our hypotheses, we have conducted an online survey which results in 1,141 valid responses

in the final sample. The data were collected from respondents who have experiences in infemet ticketing
systems. Although it was a convenient sample, the somple represents a wide variety of user demographics.
Vdiidity and reliability of the research instrument were tested and research hypotheses were examined
using PLS Graph 3.0.

The results indicate that web site characteristics significantly influence the level of user concentration,
user's enjoyment in shopping, and perceived behavioral control. Further, the use of Intemet ticketing systems
is influenced by users’ fiow states and frust in the web channel, User satisfaction is tumed out to be affected
by the use of Infemet ticketing systems.

Unlike extant research on the relationship between web site characteristics and its use, our study hos
found that, in the culture and entertainment industry, the impact of web site characteristics on 1S use is
mediated by a user’s flow state. This finding has a practical implication that web site design should include
as many features that enhance shopping enjoyment and concentration. Other practical implications of
these findings and future research implications are also discussed.

Keywords : Internet Ticketing Systems, Web Site Characteristics, Flow, Trust in Web Channel, System
Use, User Satisfaction
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B ALl F3E nA = A2 YEgtHDavis,
1989; Davis et al., 1989; Gefen and Straub, 2000;
Venkatesh and Davis, 2000]. &, Al2® A&7}
7t A2 AE7|Eol YAIEE ALLs) o}
g 228 A2E AL PAE BAL £ g

I, EEAN AR By 222 AT gl
TR =719 A 2" ARgo] Bt 4 gl ol
F71E ATE vHoR B AFME AEY
A" A28} A8E Ao FAE = o
L2 o AR HAY A2R ARl 371
Aolghe 7Hd& dAsgo

7Hd 6: AAE AT FAI Fold4E QEHY
EAE A2g ALgo] 718 Aot

Delone and Mclean[1992]& Al 2® A+4-9|
=AY AL ALY TEHE FPANGD
St A71A AL BHEE ARAQ Ao
E AN ZE89 4524 Jehde 483 4
& oju]3}u[Cadotte et al, 1987] Al 282} A&
o 2732 £ 4 glth[Hogue, 1987; Nelson and
Cheney, 1987]. @etA £ A7 e Gid &
Ag FEAN77] 98 AHA HAR A 2"
ALTFE AL QF AR AP A
Ao JHE FENYLEN AEA BFoZ

olold Rolgkn AR

7WE 7 Y EAE A 2E Ago] FMEs
E A82 &S} Zotd Aol

3.3 SH B AlAH ME|

A7 AE g P59 #AE 2F AU #A
o 4 3Z 3 Mayer et al.[1995]°] 93H M2 A
g1 e Ay FAAES o A I
AE T o ol g ZAU FA O Bl
ol Aty P& Aoz Aeviy g A

= 523 AAH #ANA Bty Fx
H 1 9l Fukuyama, 1995; Gulati, 1995; Willi-
amson 1985]. & A E| 7} o2k} Fufz; Apof ]
AR H AL ZodZo g T AL AHA
o7 FIMNZITGE HAA 1 F84 dE 3
Z5 1 9th{Jarvenpaa and Tractinsky, 1999; Kol-
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AEIUl E[SUE AARQ) ALSD

peindy_ Bt

lock, 1999].

SEAG AR A9, AdgA oA dojd
T A AY 2452 U3 A HS F83)
. AEUE B3 o)FAAE H2RYzgAE
SR AAZF AYE Hd 2 gEo AnAE
< B9 EHFE LA @[Jarvenpaa and
Todd, 19%]. 1€ €°1, JEHU e A= oz}
7 FulAET ARE ¢ @ol A1 Y3 1A
o ARE BuAAA FEIF ZoR o] &31A
U ARE 59 glo] A 37 A drle 59 7
394 PF5& 3= Ao L=l Hen
O 47 Qi Jeflg o] &3 A B9
A7t 83 APagoz 223 Reichheld
and Schefter, 2000; Gefen and Straub, 2000]. I
HEg 2ele & AddA 24 85 2 &
A YojM Fad 29& v A= o
AE AHHEE st ol Mishra and Mor-
rissey, 1990; Morgan and Hunt, 1994; Reichheld
and Schefter, 2000]. ¥ A7 FoFl AEH E)A
B AzgoA £31 853 #E" AYS e
A% AL A FARE Axdel A Fae)or
o o] W JE B A" Aol thd A7) ¥4
Hd A BAY A 2" ALgo] Wold A
dq43 ¢ ok 2doz A EAE A
o Adol gig A7 F42 JeY g§AE A
28l ALg s uAY BEEr} F18 Aol

£ 479 2h2 2385y BAd Ay
BAY Nadd Aed BEe Jgg A=
291¢ FEHE Aoy geby & A7y B
& AEM o144 F ALY HAE A2E of
$30 & AWel Yk Qo THFY 2

Byl B A2" AEuE o) 43l F3l/
q7F BF9 Ad, 28 AX 4AA o), ¥,

1, dwlA, I8, 2t 717] Sl
g A3 BEE A2EE AR5 o8
 UEHNIR dFstd AAeE ALE ¢
AEE & A2"e T3
B ATE 9 989 AE FEEF AHE A
e dEso APA L HES) AdM AF
A5 £3 Aol A HAEE AAFHG A
HAEE 2942 AAHAE, 1A A HA&
E UAAE AA A8 2ol $3Ae YAt
A 32NEe 4RSS SHIEES 31, )8 89
248 53t 72t EEo] AZ UAE NEE
< SH}EAE AASAT BT AA HAE
SHAEY AEA A e AY FAdHT, &
AT A RJAEFE B HE FEEY o]
T FA A AF ZAE 9T ARE =
Aol A= IEY EJA" A2 o] Ayl gl
€ AR E 5090l Zdsigth. 1 A 2 A9
AE B4S AMEson 24 B A
Ao ozt thEA fHH Aoz wuFo] 4
AstAch HEFHoE B Ao »o HEAE
AT FASH 2L Aty F 0EFS
2 FAHAG
MEZAE AHUE &3 o] Fojzion 7
AEo] UG W4T SAHZ AAE AR
A SReEE 248 TxIE HEAE AL
st AAFEHGT HE A EFNAN UdEY g
A" A 2g o] g RS B3, o] & AYo] Y&
S2AE oz HEL AR, 2890
2 HES AYsE 48 FESES SA
A AZOo2 P F494 TLAFL AIAEE
AAsAT F 1429719 $8A F vEAHHA
; .

2 A7 A" TR 2AHL <E >0 <H

10 Z3YHLsHR
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3> e gl

58.3%
476 41.7%
o+ 194) o]} 42 3.7%
gk 20~254] 218 19.1%
a2 ok 26~304)] 295 25.9%
ok 31~404) 453 39.7%
"k 41 ~504) 119 10.4%
T 504 o)A 14 1.2%
55t vyt 40 35%
sy z_%érﬂ_ = 178 15.6%
Wetm sl = 813 71.3%
R dAst/ £4 110 9.6%
& A 193 16.9%
T ¥ 81 7.1%
Al 628 55.0%
29 HEF 88 7.7%
A4 79 6.9%
FTarE 1 0.1%
7 3 53 4.6%
7 18 1.6%
<i 3> SEXAQ oedl 3 olgdl EHE Al=
=

30& ~1A17F gt 66 5.8%

seEgg | 1NL~247 1) 216 | 18.9%
AEY | 2A12E~4417) 7] 418 | 36.6%
AREAIZE | 402k ~612F 1) 206 | 18.1%
6412+ ~8A17 T 91 8.0%

8AIZE o] 129 | 11.3%

W g 19 1.7%

F 1~23) 215 | 18.8%

ﬂag 9 1~23) 545 | 47.8%
E@% 27] 1~23 181 | 159%
g W | 60E 1~23] m | 97%
d 1~28 64 5.6%

71 & 6 0.5%

rlo
A
=5
=N
7

o AeEo) Yk BE AT WSEL Likert 7
¥ AR = 28 184 Q) 4 = 250, 7
= ¢ 2FHE o $3hel FsAT

V. 97 4 o 2+

PLS(Partial Least Squ-
ares) Graph version 3.00& A-83t9th. PLSE
HFE Aol 9] Qi A HAFo #88 =oln
[Barclay et al., 1995], 3] A7 ®<7} Format-
ive Measure2 7449 7% A3t 24 =
& (Measurement model)# +% X ¥ (Structural
model)?| A5 #A4 9 Hi= i3 2o

51 &8 289 AF
A7 ArEd FHET hE A=A (relia-
hd (construct validity)S %

371 918t

24 22 FA(confirmatory fac-
KR
=

4t ol g 98 S EA0

A

23l B8 el (discriminant validity) 2 4
=
=}

= & ZA8 A e )
I (construct) 3 #& T ¥2EY 8¢ AA
#(factor loading)0. & Hrldit}, NELEEL
23 A gkol 0,601 A AF A e A
02 ZHFEY Yoo et al, 2001]. WA dBAAHL
THLA NEG A4 (composite scale reliability

ok
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CIEUl E[ZE AJAH S| ALBD DhZo| FEE njRE ¢

2REE 924 TS 90 AHY BAE Axde) |
Zd=(Content), 3 29 (Context), AHEAHE A}o]
o] 43F-E(Community) A=7F HAsA FAH]
de A

=38 F 4FEE FulEy] 93 AdE ga" Alx
do] AFste 7% 59 ol&AAd EALE =7A
He A

A gAY AAdE olg3dtd gAL Fud o
O dof W] 1 gn E3lgE JdAAd Fu P9
A% A5 ¢ Jde 3=

Rayport and Jaworki[2001]
OFE)

YAolE 2

Koufaris[2002] (3%%)

Koufaris[2002] (3%}%)

B BAR A2h Agel Y BEE A4S B
T3 2 AlFe ) Y | E)
AR asEA | L e O e aae o | Tavlor and Todd1996] (43%)

282 ¥ £ 3tz 9 A=

VY EAY N29e Fol 2SS 94EE )
S A9E 0S5 A AHY HAL Axdol A
Fohe M2z} Al 26 $$ & ol W

Ax

NEEIEEE

W A3 AT 5[2003] (32)

Ginzberg[1981], Taylor and
Todd[1995], Gefen and Straub
[2000] (43=)

JAEN AR
A& ALE

BHBE 94 THE A5 AHY DAY A2Be
A 3w

T3EF JFEL Fuidy] s JEd AR A&
92 AR 3 JdEU BARE A" dig Zdst
5 A=

Solomon et al.[2003], Suh et al.

AR A= [1994] (23%)

inde)® AHgatal Wrbshsdl YA A5
07 ol gol® 2 Wsel 24o] WA A& 3

[Barclay et al., 1995]. &8 E}gA e & & #H
7he 2221 A A g (cross-factor loading)# &

01 g tiFornell and Lacker 1982]. #¥
B34 Hrte 329 P E4HAVE: average
variance extracted)] Al ¥ §h-& A3} Bar-
clay et al, 1995). +A BEEFH & AF37
As FAA 2 BAHE 5 FE29 #4 A9
o g AadA £4& AASAG. dutd
o2 PEEgA 248 dd 329 HEEA
(average variance extracted: AVE) #to] NI E
L ABATY AF g A R
LAY AFZ ghol AT #FRT A3,
07 ool ggidel de Aoz Hrido

o

A AAe HnE FHA o]Fo A + drt.
7+ 2R 99 AL 2l AAH®
B} wolop BEEIFAo] EAsE Ao H
7ta .

B2 AdFdME A9 A A E4E F35%
ok YAlClE AL 23 Q9L A H

=)

B AR FES
7bs st ErEAl 9, 2005]. wWetA Aol E A
213 89 ¥4 Y 2E, 2z, ARFYE
202 745+ Formative Measure2 A2 A 319

12 ZYFHeAHT
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SlEIY E|E AARo] ALZR DiEof Yaks olxls 29

T}, Reflective Measure®= 2] QAlo]E A& <E 6> YAOIE Aol 1& 29 #igol A
TARE M 7HA P4 2UE Aol Bl dad X BUEYd
FBBAE Q7 W Eol} ‘
SARY AF F38L 1A YatolE A9 13
£ Wl g A Bgde BAg

o] Fol, Zt a9l W49 Q<Zk(latent variable
score)Z HAMOIE Aol 13} 891 W49 243 0.879
2 et HF A7 Wge A4 9 8yl AFUE | 4 | 0906
< B4 <F 559 <& 6>E YA E
Ao 124 299 AE2E, 2=, ARYEHY g opon cx ool HE AT MRS g
A B8 24 Ak HaAHe . gaagu gy 24 Anst wegse ok

q
RUliee |
E Dol & T ARl A 3 A A g pgir @7 Wesd U@ 34 BEE

Adgel 27 06nt A9, A3 2 AAIE o gol AAgel mALY AAGE BAZT,
HE 29 <G e of SAFES) WALUR  pa ma 0eE 24eE A $59 29
43 TS T AL RAEL. aggol 0soldE UENF 24 28 BAdA
SHAL AAY AT LT 07102 A 2 Jogqy. ge 2E B2 2 AAGE 5
AFEE Aol vt & & 9o =8, > U= wAasl AAYRAY I, 1 V=
T8 WA AFT gol BF 070140lH,  pe ggolaroltt o= A gEo| AugE A
e BFs) AWAF gUT BF D) HE g0 99 By 24 A% 2oz
A HD I8 FESol BEEHPY 2L WF g oo yH BT B B 24 2
AT = 7 Yo ol <& 6> PP LAY B2 w2 <F SlM & 5 Y50 BE
of A¥AT WY (correlation matrix)ol A FZ& 2380 NHA AL} 070 0R 7 24 3
R RN AT e TUYAFY AWA = nmye Yo B £ U =8 328
o Ao AP Ao, BAuade) AT ol BE 070)4ol0, thE
E 5 Halole H| 1% 9ol sas go x VB AWAT UNT SF 5228 Ha2

Az anesl s ST ool 2 A7y 34 3Es0) B g4y

zA¢ BEIGR B 4 g

T 29 A2 ¥4 A#t <ad >H
<E 9>of gofEo] Utk ® AT RIS HZA
79 FAA w9Y4e B8l Hste PLSY
bootstrapping 71 & AH&3ATH FARFET
o AAAAE BAT F2EFY ARe <Y
3>3 Zoh B4 AFel sid, YAtelE d&
2259 EAR KA FFE WAk gt
A 7Hd 10] AR E ATkt = 29560, p = 0.000).

AR 4
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JAE PFEA1 0423 0.217
AXE P55A 2 0453 0.330
AAE AEFFA 3 0.383 0.180
AAE FF5A 4 0.410 0.261
A1 0.448 0.341
Az 2 0522 0.372
2% 3 0.534 0.411
A2 4 0437 0.407
AHE-1 0472 0.367
AHE-2 0.480 0.414
ALE-3 0.350 0.386
AME-4 0431 0.450
AHEA BHER 0.540 0.405
A2 TR 2 0.550 0.434
<E 8 7 I oF ol M M HEIEY

HrtolE A 3 0.861

EA% 3 0.882
33 3 0.857 . 0.81
AAH AFEFA 4 0.923 0483 0.286 | 0598
23 4 0.895 0.589 0460 | 0.593
AL & 4 0.865 0.553 0502 | 0.561
AMEAF RIEE 2 0.941 0.579 0445 | 0542
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3

H\‘
H3:0.483%**

F) * P <010, * p < 0.05, ** p < 0.0L

R2=0.272

E-L| AR
- AL - ki
0:0.520%%* H5:0.121%%* H7:0.474%%*

R2=0.233

R2= 0.591

H4:0.230%**
\ R?= 0.547

H6:0.245%%* l

<3J3 3> PLS &M At

i jﬁilﬂé 48 SBS AT FE ] g | 20500 | 0000 A
i 32]}35 88 WIS A3 FHE I gsppe | 15054 | 0000 e
H3 3;j°liﬁ% VAR VS AN FHL| ggeee | 16882 | 0000 e
4 ﬁfﬁ 7%%7:% iﬁi}.%ﬂ AR A= g | 769 | 0000 A
H5 ﬁ%;léiii}.%w AR A= AR e 3258 | 0.001 A
He 323 jio]% 277}}@%5 ;Tj VAL EAR ] s | sses | 0000 Al
H7 f‘g‘iﬂgf‘i Q;T;j gﬁ:g STREEF A g | 11624 | 0000 el

F) * P <010, ® p < 005 *** p < 0.0L

AolE e HAFd fold
A 29 A9, t=18054,p=0
FANE FoF Y-S vH
= 16.842, p = 0.000).
EES s
HFt =3258, p =

5.865, p = 0.000)=

&S mH oY (7]
000), 1A E Y5
(7H 3] AH, ¢
ZEA%(t = 7.609, p = 0.000),
0.001), LAE FFEFA t =
|26 Abgol fod TS

o, Al2E AR 547%E AH3 AT <l
Hull B A 2" AL AHER T f9
& e o, AR TEY 591%E A
Bt webad 74 7o) AEE ATht = 11.624,
p = 0.000).

2 A7 24 43, EY A" iAo E
AL 3 dAE std talel A 9 -
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SIE|UY EINE A|AR9| AlZH}

ra
AP
2
02
0%
o
o
Rl
rir
Fo
re

AT orstE HY2E, YAtolEdA A F3} F 594 37 £4& Tt YAlE BA
T AR Zdz, 283 YA E AT A 3} 2259 A W BAE BHEA
TA4ES rste ARUEHE 7AED e A E42A7 <& 10>0] AHA gid.
A" AolE ojgate] A% A5 2 UA <E 10>4 & 5 %ol YAIE 54L& 74
g 35 FANE B HAH AojES Ho] e M WeEES 2299 Y MFER B
FEE UAH, AU BAY AzE Ao T SAALE 7Y BAE AL Y RL
MOlE o] g 2AEH T % AXNH FF 2 UERT gt Al E 54 F ARYE S
AT 92 vAL ¢ F doh =23 AHY ZES s T AT BAE BAHLE £9
BAE A" AHgo] SHE4E A2" A4 vk g ARE HAFH. &, 23 AOE
e BEET Fold e ¢ 4 AUk oAzt gL griste AFYEE A
&2 AR dAE ATFAdE I¥FE
5.3 BAOIE M1 ERRO| Y M XY, A2d ALY EFsE AFHe
Zt B BN BAZE 42 A2 gyt olgd £4 2%

=27 Qo TAHY & 97Rd A% 2%
BA2d ASAL DAL AR G o gAsE, oo neAHA oulE 2= Qoz
A7t AL FHlolnl, ERHoR FHE A B 4 o
292 7Y B0 A8E © 241 RREA

WHE  AtHBloch et al, 1986]. TetA YAfo) VI, 42 9 5 dF 34

Eo ojujd §4o] F249f ofHP FHq o

FE HAT 7HE ot skt o1& A8 6.1 HE U AIAH

HE2E, AME, ARUHE AAE fAolE

540l 224 U4 A%, AT 2 94D @ QB BHAY ALRE ARA2FOAA F
T A vA = 42 @%koﬂ el S 24 Ao Z3b/s7 AAE A3 A 2 P =
= 3% A Sof, BY2E7F A% M4 $2 AgEc 28EE  d7As JHY
= 9% AAER AAE Pg BAN A= § HAY A2d S 5 dFE vHE £

<E 10> HAlOfE EMD

ik
Hu
o
1o
S
NE
g
4>
)
2
X
oY
oM
TN
=

Regression Coefficient
AL 2E - E2AS 0.278 8.213++* 0.000
T2 - 2AS 0.119 3.235%++ 0.001
ARYE — A% 0.399 14.276%** 0.000
AHY2E - JF 0.424 11.105%** 0.000
2z — FJF 0.106 2.555%* 0.011
AFYE — JF 0.047 1.487 0.137
AE2E — A Y5 &4 0.360 9.523# 0.000
Tz — Ad Y5 =4 0.272 6.648%* 0.000
AFYUE — 929 Y5 FA) 0115 -3.672%+ 0.000

F) *p <010, " p<005 **p<00L
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& Aol ot FF A7 ME JEHY EAE A
28] o] g9 AT EASH EAL 1ysd =
Be FEHoF E Aotk =8 2 o
ElAE A2 2 ey HAR A2Hoz o
7o S AU XY gAY AxH
< YA Az rEHHE ngos gy
AEIeE 883t nAdA EAE A
Hs AFst=d F 5o o} 284 R
Y HAY Aade Heoe 2 A7 il
AEY EAH o= Asto), AP A5 &
7], QuiA, 2ok, ¥4 gAY JzgrEY
HE B Al 5 G¥3 Wyo] EA3ta glof
2 97 2#E & §¥9 gAd gAY A~
Aol A8 F& & Aolth WM T& A
T UAY HAE A 2d kg AR E S
HEes 2 A7 A48 A5 davt ok
2 474 E JEY EAE Ar"dE Ae
e Mds Wdez dgoey gAE AlxE
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DeLone and McLean 1992]. &, 224 /A<l
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MAL Ao M F2A oty 2 Lo A
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