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Abstract

Internet web pages can be classified by three major types such as texts only, images with texts
and videos with texts. The purpose of this paper is to analyze how customers recognize and
respond perspective of perceived risk and media richness with regard to design patterns of
internet web pages. Additionally, we will examine the extent to which aforementioned factors
affect customer satisfaction.

Analyses with perceived risks revealed that customers feel less personal risks including
performance, psychology and time/convenience when used web pages of text-images and
text-videos, compared to text only based web pages. However, customers feel that web pages
consisting of image-text or video-text have higher points in terms of symbolism and social
presence in media richness, compared to text only based web pages. Finally, we showed that
personal risk and text-based Web page negatively affect but symbolism and social presence
positively impact on customer satisfaction. Therefore, this study suggests a clue that why
video—-based Web content did not grow different from many people’s expectation.
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