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Tab. 4—3. Discriminant validity analysis results
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Effect of E-Service Quality of Fashion Mobile Applications
on Flow, User Satisfaction, and Service Loyalty

Jhee, SeonYoung - Han, Sang-Lin~

ABSTRACT

Due to restrictions on offline activities caused by COVID-19, the use of mobile applications is increasing
along with interest in online shopping, which are non-face-to-face commerce. Accordingly, mobile
applications and various industries are combined, and the number of cases of using mobile applications in
the fashion industry is increasing. In this study, the effect of e-service quality of fashion mobile applications
on user’ s flow, user satisfaction, and service loyalty was examined. To conduct this study, a survey of 274
people who experienced the ‘ABLY’ fashion mobile application was used for analysis to verify the
hypothesis. As a result of the analysis, it was found that informativity and responsiveness among the
e-service quality of fashion mobile applications had a positive (+) effect on flow. And it has been confirmed
that informativity, reliability, and responsiveness affect user satisfaction. In addition, flow has a positive (+)
effect on user satisfaction, and user satisfaction has a positive (+) effect on service loyalty. However,
among the e-service quality of fashion mobile applications, reliability did not have a positive (+) effect on
flow. And ease of use did not have a positive (+) effect on both flow and user satisfaction. Finally, it was
confirmed that flow did not directly affect service loyalty. Through this study, we intend to contribute to
the establishment of marketing strategies for fashion mobile application users, who are increasing with the
development of mobile technology, and provide practical implications for the post-COVID-19 era.

Keywords: Fashion mobile application, e—service quality, flow, user satisfaction, service loyalty
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