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A Study on the Satisfaction and Reuse of Real Estate
020 (Online to Offline) App Services
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Abstract

Real estate brokerage app service is an emerging online-to-offline (O20) business model. This study
analyze the relationship between the satisfaction and reuse of real estate app services through a survey
of experienced users of the application. The results show that “ease of use” and “usefulness” of the
online app service positively affect customer satisfaction and eventually affects reuse. Moreover, ease
of use and usefulness of the offline brokerage introduced by the application positively affects customer
satisfaction and eventually affects reuse too. One meaningful finding is the stronger impact of useful-
ness on customer satisfaction than that of ease of use in both online and offline situations. This finding
implies that the value of usefulness is bigger than that of ease of use because of users who purposely
use the application to find relevant real estates. The effect of online customer satisfaction on reuse is
slightly higher than that of offline. This finding suggests that need to develop a strategy for online ap-
plications that focuses on enhancing the usefulness of real estate brokerage app services in the 020

market.
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