Journal of The Korea Convergence Society
Vol. 13. No. 5, pp. 85-96, 2022

e-ISSN 2713-6353
OI : https://doi.org/10.15207/JKCS.2022.13.05.085

QIR M S1EAM 71EH°I HHIé Q9010] JIZHEEM} XHO|ZL| 0] D0|Xl=
siofl B3 SEAT
e, Que?, Uy’
TEHTIST ADIESHAASS SADFE, TEATfe ADIEHERES T4, BAUE M 14

A Convergence Study of The Effect of Service Factors Used
Book Transactions in Online Bookstores on Customer
Satisfaction and Reuse Intention
Jin-Won Yang!, Yen-Yoo You?, Jung-Yol Kim?

!Ph.D. Candidate, Dept. of Smart Convergence Consulting, Hansung University, Korea

professor, Dept. of Smart Management Engineering, Hansung University, Korea
3Professor, Division of Social Sciences, Hansung University, Korea

AT EH2 AEUAMHA F2 AHAR A FAL Qs FUEA A9 AHlA gRlo] 1R
P 1AREE0] Aol 8o x| mA|= FFS EAok= Aolgith 20t oY FaLLA AAHIA o] 8AE
HES 53) 235719 BE-S S35k HAIFS 5ol 205709 AES A=stgict. SPSS22.03F AMOS22.0

T2 IHE o83 8Q1EA, *?45 A, FREPEAE B 7HEE ASoHAh AlulA 1Tt I AREEL |
ollﬂ_g_o]o] x]x];,]M_,_ _,__7141:1]— XHO]'Q‘AEOﬂ q]oﬂ [*X{e) ]- Oﬂooh_ u]x]_,__ Mcldon:] E/\«] /ﬂi X]—Eoﬂ tq-E zx—l
BIVE ASE RIS dEY H@—A Mulae A BESET Qlo] IAES APEAAS W7|A] Fotal Jlenad
19 EAe] wet ApESHE Au|A Al Zofor & AoR HQlth

71:1_‘2_

T,

ZHO| : QIEUAA, FIEA, TAUS, AolRolE, Ll B4, EAMTA, 2EET}

Abstract The purpose of this study was to analyze the effect of service factors of used book transactions,
which are becoming a major service in online bookstores, on customer satisfaction and the effect of
customer satisfaction on reuse intention. 235 samples were collected through a survey for users of used
book transaction services in their 20s or older, and 205 surveys were adopted through the refining
process. Hypotheses were verified through factor analysis, reliability analysis, and structural model
analysis using SPSS22.0 and AMOS22.0 statistical programs. Some factors were supported between
service factors and customer satisfaction, and customer satisfaction had a significant effect on reuse
intention, and moderating effects according to the preferred genre of reading were founded. More
differentiated services should be considered according to the customer's preferred genre, as the services
of online bookstores are becoming more standardized, customers do not feel differentiated.
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Table 1. Operational Definition of Variables

Measurement . . . Mea
Y Operational Definition of Variables
Variable sure

provision of price discount information,

Price price comparison, degree of discount, 5
(PR) degree of free shipping, degree of price
discount
possessing  various  books, recently

Product diversity

published books, best sellers, out of| 4

DV, )
ov) print/out of stock books
convenience of search function,
. convenience of movement within the
Information : P
- website, easy and accurate classification
Provision 5

P system, provision of necessary information
(authorization, book review), and provision
of recommended books

provision of customized information upon

Personalization I .
. access, notification when books in the
Service ) . ) - 3
field of interest are received, and provision

PS ) )
*s) of the latest information
accurate delivery to a designated place,
. accurate delivery on time, damage-free
Delivery B - - : .
oL delivery, real-time information on delivery| 5
process, ease of returning the delivered
product
overall service satisfaction, comparison
Customer with expected service, achievement of the
Satisfaction purpose of using the  bookstore,| 4
()] satisfaction with the decision to use the
bookstore
Re-use reuse intention, continuous use intention,

Intention(RI) ~ |recommendation intention
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Table 2. Demographic Analyis

variables devision frequency(No.) | ratio(%)
g male 81 39.5
gencer female 124 605
under 30s 40 19.5
30s 51 24.9
age 40s 80 39.0
50s 29 14.1
60s and over 5 24
high school 2 1.0
education university student 11 5.4
level bachelor 134 65.4
over master 58 28.3
student 9 44
office worker 167 81.5
b production worker 1 0.5
lo service sector 13 6.3
housewife 6 2.9
etc 9 4.4
) ) Seoul 82 40.0
residential Gyeonggi & Incheon 12 54.6
area
etc. 11 5.4
Sum 205 100.0
Table 3. Demographic Analyis
. . frequency| ratio
variables devision (No) %)
to help for work 47 22.9
for study and finding a job 2 1.0
t.o develop common sense in 56 273
X liberal arts
reading
motivation | to gain new knowledge and information 59 28.8
to spend time 5 2.4
to gain comfort and peace 31 15.1
etc. 5 24
infant/children's books 7 3.4
educational book(study/reference book,
employment/examination book/certificate, 6 29
etc.)
literature(novel/poetry/play,essay,etc.) 73 35.6
humanities and culture 1
(philosophy/psychology, history/culture, 54 26.3
reading | religion, humanities, etc.)
preference | hymanities and culture 2
genre (economy/management, politics/Society, 28 13.7
etc.)
practical books
(self-development, hobbies/entertain 22 10.7
ment/sports, home/life, etc.)
academic books (IT/computer, natural
: ) L 14 6.8
science, technical engineering, etc.)
etc. 1 5
Sum 205 100
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Table 4. Exploratory factor and reliability analysis of Service factors

Aeotoct. 24 Bl 7HE a1
2 BEoIh B4S vpdl nE 4
4040l KMO Zro] 75802 6olAt
1, Bartlet 2739 |-9]&E0] .050]5}<1
kS golstnt AgletA] &
QuEA ﬂﬂE-l%*—’M 2=

EEEE

factor loading cronbach « if
latent variable commonality eigen value| variances Cronbach o
1 3 4 5 6 item deleted
IP2 737 .841 .072 .098 .005 021 -.122 746
IP3 .769 .803 102 -.017 079 -.128 .302 .755
IP IP4 567 711 AN .072 194 .049 .061 4.493]  23.645 777 .809
IP1 671 652 -.036 .343 177 112 -.289 792
IP5 542 .608 277 .205 .008 131 191 790
PS1 772 .058 .869 .031|] -.056 .090 .009 747
PS PS2 782 .098 859 -.046 .035 .090 150 2.838] 14.939 675 .807
PS3 .682 261 733 -.032 104 -.107 .230 778
DV3 .750 093 -.027 .842 179 -.018 .006 .665
DV Dv2 704 .084 .003 817 160 .064 .022 1.879 9.891 715 .789
DV1 .690 .268 .004 .730 152 -.130 211 762
DL1 722 100 -.047 .269 .759 106| -.225 .600
DL2 647 .061 .041 .266 728 163 -.131 616
DL 1.479 7.785 719
DL4 545 .053 .019 .089 .709 .087 153 .681
DL3 616 .206 059 -.017 .657| -.318 192 727
PR1 .804 112 027 -.131] -.061 .838 .261 -
Pl 1.343 7.067 .736
PR2 741 .007 .086 .070 194 .824 110 -
PR3 .690 .061 1100 106 .016 185 794 -
PD 1.022 5.378 604
PR5 624 .047 .357 .082| -.006 223 .662 -
Table 5. Exploratory factor and reliability analysis of Customer Satisfactions
latent variable commonality factor loading eigen value variances Cronbzcgefeéf item Cronbach o
CS4 744 871 790
CS1 .588 .863 799
CS 2.801 70.023 .853
CS3 711 .843 811
CS2 .758 767 .852
Table 6. Exploratory factor and reliability analysis of Reuse intentions
latent variable commonality factor loading eigen value variances Cronbzcgefeéf item Cronbach o
RI1 .842 917 .836
RI RI2 .905 952 2.474 82.455 .768 .892
RI3 727 .852 924
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Table 7. Confirmatory factor analysis

fu

R2-2 Toby HEAIZ=(CR : Construct Reliability)7}
7 ©l4, HFEASEZ(AVE : Average Variance
Extracted)tol .5 o)A, &85 AA4(Standardized
Regression Weights) %to] .5 o<l A= &2
ABIAE AU UcH38) 914 QQ1EAM S E3
T&3 A3 gigt AFAEE(CR)E . 790~.9342
oj4}9] 7]%of FE3191L, AVEgEe] .557~.826°02
olg9] 7o) FE3E gRlote] AFEF IS FHTH
gRlstatt

WS AR o 700l gt S84k
7ol A7} Rotof 3k oujsty, Pt AR
(AVE)#tol AAI(Correlations)] AlFatETH Fho]
A9 wEeEgdo] = ALCE SiARIH38]. Table 8
of FAHS ko] AAS FolA AY #hol & A2
S79(ET Aolger)er, 1 ALY Al
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V'::Izglte mea?g;mem (Bia> B SE. P AVE CR SMC  |Cronbach a
P2 707 1 500

P IP3 794 1127 127 8.903 583 807 631 783
P4 726 1.099 128 8578 527
PS1 734 1 539

PS PS2 854 1 112 9.891 557 79 730 807
PS3 71 842 092 9.151 505
DVI 694 1 482

DV DV2 721 1.130 129 8.775 600 817 519 789
DV3 839 1.099 116 9.460 703

DL oL i ! 727 840 78 762
DL2 702 895 116 7.721 492

Pl PR 1 - - 000

PD PR5 1 - - 000
cs 815 1 664
cs2 677 959 095 10.128 458

cs 730 915 853
Cs3 767 1119 094 11.845 589
cs4 841 1.120 084 13.250 708
RI1 889 1 790

RI RI2 964 1.161 055 21.039 826 934 928 892
RI3 746 903 067 13.408 556

Model fit IFI=.947, TLI=.929, RMSEA=.059

CMIN=246.942, df=144, CMIN/DF=1.715, p=.000, RMR=.048, GFI=.894, AGFI=.845, CF|=.946,

**%p( 001
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Table 8. Analysis of Correlation

[ PS DV DL Pl PD csS RI AVE
[ 1 583
PS 330

557

(0?) (109) L
DV 306 014

(0% (.094) (000) L 600
DL 216 -.039 489

) (047) (002) (239) ! 727
PI 101 160 -.088 -.062 1

(% (.010) (.030) (.007) (.004)

PD 187 453 091 -027 310 1

() (.035) (.205) (.008) (.001) (.096)
cs 540 182 466 518 127 174 1 230

(5] (.290) (033) (217) (.268) (016) (.030) :

RI 368 056 610 579 119 065 727 ] _—

(09 (.135) (.003) (.370) (.335) (014) (.004) (529) :

4.4 JH8AHZ

ATEFe 7HEFAES EAZZ I AMOS
22.0& ol-&sto] APstgon AIk= Table 99+ 2Tt

IATNEC FoJgt FFS FE= AujA8 0L 714
JE(128%, AEFAA(229™), BEAF(353*),
Hj5(388**) 02 FQIE o, TAUNELS Aol
olwof {93t H3H.759*)0] U2 YLt

Table 9. Hypothesis verification

Model B B CR. P result
Pl — CS 128 .060 | 2.090 | .037 | accepted
PD — CS .029 .012 423 672 rejected
DV — CS 229 191 2.657 .008 | accepted
IP — CS .353 295 4.297 i accepted
PS — CS .026 .017 .342 732 rejected
DL — CS .388 337 4.273 i accepted
CS — Rl 759 956 | 10.345 i accepted

CMIN=285.828, df=150, CMIN/DF=1.906, p=.000, RMR=.053,
GFI=.878, AGFI=.829, IFI=.93, TLI=.910, CFI=.929, RMSEA=.067

% (001

45 ™S}

A AZ 20 wt 2789 IEl s HEA
ARE AAsty 24an BAS s AR
Ak dE H|wsto] 2po]FFL AAIStY chi-suare
ol 14.202% GRA(AK >3.84)2 5E3}o] =A
AT A= wgt A gt 8L ol

Table 10. Hypothesis

model ACMING?) ADF P ACMIN/DF

Default model 14.202 7 .048 2.029

TF12 28} IZNYA 1S AN ER At
IFoE 4ol 76%, 309 oI5t} 58%= o]

AoH, IF2e SAMASHET} Fol/oksA, WA,
A8, staA, 78Rl IFo=  EAo] 64%, 40H]
olgel 78%= FAH AT F IF BT it
JEATS T AR F83% FFE F=
AuagRlolgloy, 7HAEE A HA IFoAT
ol 28R, JF2 T2 F HA 15l
Ak IS o 2919 RISttt o3t
300 ofste] ¥lFo] &2 1770 wid) FEAS)
MR £o IAWS FFE FAL Ao, &
43t 404 BlFo] &2 205 M e FEASHEFD)
H& &0 NARE Y& Fil ol IF
Aol AT & A3 2 7€ S8 2EadE
RlsAlE Xatdoy AJd dgdizt s e=

SEO. =X 0]O0 O O =%l AN O
e FI USS H3T & Uk

Table 11. Moderating Effect

Group1 Group2
Path
B P B P
Pl — CS .084 .026 -.008 846
PD — CS .041 .286 -.059 .150
DV — CS 190 109 221 .002
IP — CS 214 .031 .288 xxx
PS — CS .064 .385 .059 .320
DL - CS .381 .001 .205 .012
CS — Rl .808 xxx 1.303 xxx
**x (001

Group1 : literature, humanities and culture1
Group2 : etc
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