J. Inf. Technol. Appl. Manag. 26(3): 99~120, June 2019 ISSN 1598-6284 (Print)
https://doi.org/10.21219/jitam.2019.26.3.099 ISSN 2508-1209 (Online)

Effects of Mobile App Service Characteristics on
User Satisfaction and Continuance Usage Intention

Byung Gon Kim* - Ki Won Kim** - Hong Il Seo**

Abstract

The purpose of this study is to provide information necessary for establishing a new strategy for customer
service improvement by deriving factors affecting user satisfaction and continuous use intention of mobile app
service user characteristics, system characteristics, and social characteristics. The results of this study are
summarized as follows. First, reliability, innovation, familiarity, convenience, and self-efficacy among the
characteristics of mobile app are analyzed as factors that have the greatest influence on user’s perceived usefulness.
Second, convenience, mobility, and visibility are some of the characteristics of mobile app service. Third, identity,
security, and expectation agreement among mobile app service characteristics are analyzed as negative factors
that do not affect users’ perceived usefulness. Fourth, interactivity, familiarity, and self-efficacy among the
characteristics of mobile app service were analyzed as positive factors that have the greatest effect on user’s
perceived ease of use. Fifth, reliability, mobility, visibility, and convenience among mobile app service characteristics
are analyzed as factors that have some positive effects on perceived ease of use of app users. Sixth, identity,
innovation, and security among the characteristics of mobile app service are negatively influenced by mobile app
users’ perceived ease of use. Seventh, the perceived usefulness of mobile app users is analyzed as a factor
that has a very positive effect on user satisfaction. Eighth, the perceived ease of use of mobile app users is
analyzed as a factor affecting perceived usefulness positively. Ninth, the perceived ease and expectation of mobile
app users are positively influenced on user satisfaction. The tenth, the perceived usefulness of the mobile app
users was analyzed as a factor having a very positive influence on the persistent intention to use. For the eleventh,
the perceived ease of use of mobile app users was analyzed as a factor having a positive effect on the persistent
intention to use. The twelfth, mobile app user satisfaction was analyzed as a factor having a very positive effect
on the persistent intention to use.
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(Table 1> The Distribution of Sample

Category Frequency |Percent

Male 185 59.1

Cender g nale 128 40.9
20~29 145 46.3

Age 30~39 103 32.9
40~49 50 16.0

More than 50 15 4.8
Community college graduated 79 25.2

University students or

Clzfﬁ); bachelor degree 1 56.5
Master degree 11 3.5
Ph.D. degree 46 17.7
Student 13 4.2
Private company employee 212 67.7
Oceu- Public employee 41 13.1
pation Specialized job 23 7.3
Self-employed 11 3.5
House wife 13 4.2
Total 313 100.0
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(Table 2) Validity and Reliability for Undependent Variables

. T (Table 2)9} 72o]
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SN

. Factor . . Extracted Variance | Cronbach
Variables Items Loading Commonality | Eigenvalue Explained Alpha KMO
INNO2 831 1173
INNO1 .816 144
Innovativeness | INNO4 812 143 4.113 24.023 916
INNO3 7198 141
INNO5 7190 683
CONV3 .864 178 0.812
. CONV2 .825 139 :
Convenience CONVI '819 798 2.872 17.743 .835
CONV4 .796 114
FAMI1 857 709
Familiarity FAMI3 .852 108 2.335 13.816 814
FAMI2 75 667
SECU2 921 816
Security SECU3 .816 .803 2.586 23.513 913
SECU1 814 801
RELI2 879 129
L RELI4 75 682
Reliability RELI3 779 680 2.459 21.638 788 0.764
RELI1 127 639
MOBI1 845 147
- MOBI3 182 .646
Mobility MOBI4 64 625 2.142 19.198 713
MOBI2 115 618
INTES3 .816 818
. INTE2 814 875
Interactivity INTEA4 '302 368 3.425 34.052 921
INTE1 137 185
VISI3 823 911 0815
Visibility VISI2 818 824 2.812 27.143 924 )
VISI1 .802 1617
IDEN1 .855 158
Identity IDEN2 .840 693 2.125 20.165 165
IDEN3 7168 575
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(Table 3) Validity and Reliability for Dependent Variables

. Factor . . Extracted Variance | Cronbach
Variables Items Loading Commonality | Eigenvalue Explained Alpha KMO
EASE3 .862 179
Perceived ease | EASE4 843 756
of use EASE2 | 830 785 .91 26.847 794
EASE5 789 7196
USEF3 75 655
Perceived USEF4 154 619 0.866
usefulness | USEF2 | 746 606 2.426 21.845 875
USEF5 699 547
FExpectation EXPE2 .834 127
con%rmation EXPE1 815 672 2.315 18.327 753
EXPE3 179 595
CONT4 872 842
Continuance CONTS3 870 .806
usage intention| CONT2 | 814 728 2.938 41.680 792
CONT5 789 672 0.837
SATI3 .827 .669
Satisfaction SATI4 798 .649 1.974 27.198 .865
SATI2 790 .602
o] Aol e SR A W RS A2 AR A6 S ARSE 2ke] AR} 0.8
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(Table 4> Confirmatory Factor Analysis Results

. Standardized Standard Composite construct| Average variance
Variables Items . t-value R
factor loading error reliability extracted
INNO1 0.916 - -
INNO2 0.934 0.034 41.862
Innovativeness | INNO3 0.805 0.032 27.973 0.846 0.805
INNO4 0.886 0.028 34.518
INNObS 0.788 0.035 23.018
FAMI1 0.824 - -
Familiarity FAMI2 0.692 0.047 15.138 0.875 0.719
FAMI3 0.827 0.026 16.248
CONV1 0.729 - -
. CONV2 0.778 0.072 17.236
Convenience CONV3 0.867 0.070 18,382 0.830 0.789
CONV4 0.776 0.068 17.165
SECU1 0.857 - -
Security SECU2 0.922 0.048 29.181 0.922 0.868
SECU3 0.864 0.052 26.162
RELI1 0.675 - -
R RELI2 0.710 0.086 11.856
Reliability RELI3 0.674 0.077 11662 0.862 0.753
RELI4 0.683 0.092 11.732
MOBI1 0.667 - -
. MOBI2 0.629 0.082 9.381
Mobility MOBI3 0.632 0120 | 9.815 0.814 0.712
MOBI4 0.606 0.082 9.520
INTE1 0.824 - -
L INTE2 0.915 0.048 28.383
Interactivity INTE3 0.824 0.062 98398 0.932 0.863
INTE4 0.815 0.052 27.713
VISI1 0.838 - -
Visibility VISI2 0.947 0.038 34.146 0.921 0.871
VISI3 0.952 0.045 34.364
IDEN1 0.869 - -
Identity IDEN2 0.747 0.068 11.925 0.846 0.715
IDEN3 0.669 0.072 10.944
B tati EXPE1 0.776 - -
Co’é%iinz ti%?l EXPE2 0.785 0.088 11.515 0.818 0.693
EXPE3 0.659 0.084 11.535
USEF2 0.786 - -
Perceived USEF3 0.729 0.075 13.037
usefulness | USEF4 0.673 0.045 | 12553 0.837 0.634
USEF5 0.638 0.079 11.772
EASE2 0.859 - -
Perceived ease | EASE3 0.846 0.046 22.878 0.815 0616
of use EASE4 0.818 0.047 21.812 : :
EASES 0.758 0.052 20.053
SATI2 0.769 - -
Satisfaction SATI3 0.786 0.133 9.069 0.794 0.627
SATI4 0.696 0.137 9.178
CONT2 0.784 - -
Continuance CONTS3 0.864 0.044 22.933 0.917 0.769
usage intention| CONT4 0.902 0.042 23.866 ' '
CONT5 0.678 0.058 16.809

Chi-square = 2671.3, chi-square/df =1.983, RMR(Root Mean-squared Residual) = 0.025, GFI(goodness of fit index) =
0.893, NFI(normal fit index) = 0.867, AGFI(adjusted goodness of fit index) = 0.913, CFI(Comparative fit Index) = 0.918,
RMSEA(Root mean square error of approximation) = 0.042.
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Fo & 7k Aeks ghdsiodel. CRgte] 1.96 ool 7PdE BA Z2a% AMOS 18.0& A&t 714
FElEE o] 0.05 mlnbelRl 77 2ellx f2l3k 3] g A3t Al d7AsE 2dd S+ AR B4
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(Table 6y Estimated Path Coefficients

Path Estimate Standard error t-value p
Reliability - Usefulness 0.289 0.086 3.494 0.000"
Innovativeness — Usefulness 0.267 0.044 3.474 0.000™
Mobility - Usefulness 0.175 0.077 2.275 0.024°
Familiarity - Usefulness 0.299 0.055 5.576 0.000"
Interactivity - Usefulness 0.269 0.048 3.158 0.000™
Convenience - Usefulness 0.212 0.028 3.147 0.001"
Visibility - Usefulness 0.143 0.046 2.108 0.032"
Identity — Usefulness -0.034 0.027 -0.927 0.365
Security - Usefulness -0.035 0.035 -0.871 0.388
Reliability - Easy of use 0.218 0.122 3.248 0.003"
Mobility - Easy of use 0.176 0.106 2.072 0.034°
Interactivity - Easy of use 0.348 0.063 5.234 0.000"
Visibility — Fasy of use 0.148 0.066 2.415 0.014"
Identity - Easy of use -0.013 0.034 -0.063 0.962
Innovativeness — Fasy of use 0.084 0.067 1.325 0.177
Familiarity - Easy of use 0.278 0.078 4.578 0.000"
Convenience - Easy of use 0.179 0.041 2.130 0.030°
Security — Fasy of use -0.029 0.057 -0.708 0.478
Expectation Usefulness 0.035 0.033 0.880 0.388
ii%iﬁii‘iii - Satisfaction 0.188 0.047 3.282 0.002"
Usefulness - Satisfaction 0.376 0.056 6.776 0.000™
Easy of use - Usefulness 0.228 0.043 3.352 0.004"
Easy of use - Satisfaction 0.194 0.044 2.930 0.003"
Usefulness Continuance usage 0.208 0.066 3.439 0.002"
intention
Rasy of use ~ —  Continuance usage 0.189 0.047 3.044 0.003"
intention
Satisfaction ~ — ~ C_ontinuance usage 0.289 0.096 2.958 0.000"
intention

< 0.05 “p <001, "p <

0.001.
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