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Abstract

Purpose - Mobile devices, especially mobile terminals capable of
telecommunication and wireless connectivity, are leading the advance-
ments in consumer electronics. Digital convergence drives the func-
tions of various devices, such as cellular phones, MP3 players, per-
sonal digital assistants, and gaming, into a single device. This trend
would continue and applications such as digital audio and video
streaming (including personalized content delivery mechanisms) would
soon be on a handheld device. As customers want mobile con-
vergence devices, manufacturers are driving new initiatives in the
emerging mobile device market.

Given the roles played by device design and service content in
user satisfaction of a mobile convergence device, this study focuses
on identifying and measuring the constructs for the process by which
user satisfaction is achieved. This study synthesizes the expect-
ation-disconfirmation paradigm with empirical theories in user
satisfaction. Device and service levels are separated, and nine key
constructs for user satisfaction of mobile convergence devices are
proposed. Insight into this process could help web-based businesses to
improve usersatisfaction, thus enhancing the effectiveness of e-com-
merce for sellers and buyers.

Research design, data, methodology - This study draws on three
users of mobile convergence devices as examples. To test theresearch
model and hypotheses, survey questionnaires were sent to 607 mobile
device users. Mobile device users were initially identified from sev-
eral members, and subjects were randomly drawn. Data from 577 sur-
vey responses were finally analyzed. The unit of measurement and
analysis in this research study is at a personal level.

Results - The measurements for the constructs were developed and
tested in a two-phase study. In the first phase, the device and service
dimensions were identified, and instruments for measuring them were
developed and tested. In the second phase, using the salient di-
mensions of the device and service as the formulating first-order fac-
tors, instruments were developed and empirically tested to measure
satisfaction of the device and service.
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In measuring satisfaction of mobile convergence devices, the crit-
ical tasks are to identify the key constructs of such user satisfaction
and to develop validated instruments to measure them. Hence, the re-
sults of this studyhave immediate implications for businesses and for
research in user satisfaction of mobile convergence devices.

Conclusions - This study provides reliable instruments for oper-
ationalizing key constructs in the analysis of user satisfaction of mo-
bile convergence devices within the expectation-disconfirmation
paradigm. Hence, convergence device makers will be able to examine
whether their websites meet their customers’ expectations by examin-
ing the device aspect of the mobile convergence device customers,
and the service aspect expectations and disconfirmation. Moreover, the
introduction of expectation and disconfirmation constructs brings the
marketing aspect of convergence devices into focus for such retailers,
an aspect crucial to the effective design of websites for online
businesses. In addition,this study provides the metrics required to ini-
tiate future studies on user satisfaction of mobile convergence devices.
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Satisfaction, Expectation-Disconfirmation Paradigm,
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22. 7|f-2UX| O|20f 7|gHSt st T

7|t-= LXK 0|22 Ot E(Kopalle & Lehmann, 2001), AH|XFH
S(Szymanski &Henard, 2001), A{H|A EZE!(Kettinger & Lee, 2005),
QIAIZZ|(Hom et al, 1998) S2| ZAF3to| CiAsH ZOMOA HE
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HHEA|AE AFERXLQ| J[CH7F AFRAL THERO| O{EA F™¥E OM=
X0 S FALCt
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JItj=E2 717 HEA|IA"” ALEAZL HEAMEo=Z =2 J|Ci
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=21
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Deng et |- Utilitarian 2 {11 A A PNE=ES]
al. (2010) |- Hedonic &M ° —-- pNE=Xel)
EN
Doong & |- Usefulness (E-Ne otsiation NE=2S!
Lai (2008) |- Positive disconfirmation g ArEoIE
System)
Shin & |- QIX|El AH|ZHK|: 7|5H NEs
Kim | 7HX], ARSIR 7HK), R|E AnlEE .
INE=el)
(2012) N

E3|, Mckinney et al.(2002)= <12 1> ZH0| McLean(1992)2]
HE ZZ(Q; Information Quality)dl A|AH ZEZ(SQ; System
Quality)2 7|CH-=YX| O|21f Zglsto] 4T AO|EQ| nzd Oix
o OjX|l= 7|ti-2LX|E BSSHIUCE

Mckinney et al.(2002)| EDEWS(The Model for Expectation-
Disconfirmation Effects on Web-Customer Satisfaction) 2E-2 2 1
2 o= =H™HE 9 AO|IE EXH QAE  Web-IQ(Information
Quality)2} Web-SQ(System Quality)2 &5t 2X& M JjEE
2 oI5| fls 58 =TE JWLSIRICE EDEWS ZEOAM 1
20| A POKE e O YIS WASH=T| ASY LS BT
7122 Td%t7| Ql5to Tof ZARar o FEE o[ ot o
St QUL 7|Che ME E-dat datol et o|lEH 7|2 o
Sk, X|ZHE dote ofF MEZEar 289 87, e g1
22U OEA FSZA7|=X| 2AEQ| X222 Folsta ULt
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Performance
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10
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Performance h Web-SQ
Satisfactio
50 faction
Disconfirmatio
SQ
Expectation

<&l 1> The Model for Expectation-Disconfirmation Effects on
Web-Customer Satisfaction(Mckinney et al., 2002)
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= dit= 22XE Sof UE| 2Nl = 0jX)7|= ot
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Oj7 4= glo] ZFAQl deE O|X|7|= sictn 7PgECE =Y
K& DZio| N mEtoz 59| 7|Ciet HHotEQl gate| X|
Zto2HEQo| ZAntz H™o|=ICt 0| Mol= Spreng et al. (1996)0]
ofot 7|t Mghde| JHEnt |ASICE &3, 20| A59| 7|HHE
M 52 XZ4E AEHNEASe Fof 2ol HEe
2) AM =ZEE 7|t=F0|| Ciei Hlwstctn oict SYX|ls 4
EG0t0| UAMHEIIL 420 Cfeh ARHEE V|H2RE COE o
LO{LCE AL RHEE= FEA X|HO| oot HILEM EMEH
o AMZIEE d2| oI™Ero AL QUCHIves & Olson, 1984;
Doll & Torkzadeh, 1988; Delean & Mclean, 1992; Seddon, 1997).

Mckinney et al.(2002)2| EDEWS ZHOjA DHOIES HEEXR
QFE(Q Satisfaction)dt A|AH! ZX| OFE(SQ Satisfaction)2 2 L&
s SN BEOM HEIULCEL 1 o|F= 10| HAO|EM
QIEHl &S O|ZSHHM T2 d(access), AHEL| H2|d(usability),
Sbol| M (naviagation), 12|10 MSA2M(interactiviy)df ZH2 A|AH
EZ80r otL2f, HEO| Relevance, Timeliness, Reliability, Scope,
2|10 perceived usefulnessdt 22 HEEZE TA|0| DA H
7ts17| -20|LCt.
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2%t 7|52 &2 A, Dey(2000)2t Figge(2004)= AOEZN ZH2
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= O OCIMLE ADIEES 3t 24 IFUel F&ol2ts 7|
OHXIE 7HXK| 2 denf QIEUl MH[A ZHHO|M O|F FFA|7{0}
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H|A ZTEE0E ofL2l AMSt
u] e

XS7HX| 2HFY QU MH|A0| ot B2 QIS EH R2Hf
o Y| BdE 20| ¥ T™MEY RCL 7|E AFE S
Stof 2HHY =gt (ot BEE Q152 37tK| EMeE 2R
StH CHE2h ZC Hold(ease of use)y2 ARES=0Ol RU0IA 0
B2 LUK Y= BEE oOfsith &, MES AR8%t= =E2
HE|de USCHDavis, 1989; Segars, 1993; Morris, 1997;
Karahanna, 1999). 2HIY ST = ALXRZL CHIO|AE ALE
el =X X=E ARESE7| Qs PCO| HISH HOHFc=Z %2
2320 SHS F|IEQl EHE Adfof iCh 0|23 =HS
AFSHOMTEA| 2HIY SIS ARBSH| M e, AFEX}
7t BRE oI5ty He|StAL W8S &QISH | HK|2] THAZt &
1 ZHHSHoF St O|2{gh HHY SHetthar|o| Hold2 79|
ArERHEO| Heks O|X|A| ElCHLeem & Lee, 2003) FCHA
(Portability)> RHMY GHE7|7F NHE|O UX| UL T FOISH
1, o|Fst7| Mo HME A7t FAle ME AFBO 2% 2
oloz AtSICHHahn, 2002 Durlacher, 2000, ARC, 2000; 2X}QI,
2000; Han et al., 2001). D HIY 23tctat7|o| JHE ™2 HEZ 0]
S0 JASMEHY, 2001) EHo QAHHO|ANE 5t 1
Ag FA5Y = U ASHO| 2 = AUCh CIXFRl(Design)2 O]
E OtELCIE S M3EEM AKXl BME &A 0lF £ ULk
Weber et al.(1987)= AIRESE2 oS QA5 X oY=
20| O thee AlZ4H AHEetE A™Hoz 0|85t ULt §
ALCE zZoil= HE|OIC|Y HAls &% 52
o2 QEhEDt OfLEt 7K CIXHeIst UCt 21X CIXtel
O] 7= A0I'90] AF8dutet =2 S22t 7t AS0| HHX| 2

|.

OF 1l

OT- O L -

QCk(Tractinshy, Katz et al, 2001; Han et al., 2001). [t2tA] QYA
ol =53 CIXIQIat MTE AEIY2 ARBX; BHEO| F8 FeE

0|%& Z40|Ch(Hofmeester, et al. 1996; Nielsen, 1996; Sutcliffe, 2002).

232. DHFY Ol AH|A

Kim(2001)= @HIY OlE{HI0[2t @HIY Z, PDA So| Hrig
71712 S8 AlZtnt A0 TOf WX| gn BMoz Yshe ME

g Z0Eg & Y MHIA2LT HOISIYCE RHR QIES At
Ao HHL HEYATF 2= T FUHY SO St |
SEA0| 0|5y, FOIY, OISk SO H42 ZECHE oIk
DHY GIEY AHIAS S SA| HeT HEHX, B0t Ol

0|4, H|EQ| MEHOE HmE X} St

ZA| E&d(Instant Connectivity)2 A|ZHO|Lp ZrA0] AF2IO|
QIE{Llo) H&ol HRot HEE AMSIZLL 0|83t AS TolCt
(Creativegood, 2000; Dey, 2001; Durlacher Research, 2000). AFZX}7t
Ol &Y WL &= AFHE 0|8 + 8= 4EUMZ KO
Tez ot FEt A2 2 2 HUS S oS HaY

= ULk ol2fet E82 MERSOA CHE OiM7t MSoHA| Zot
= 7HE T F22M, 2HY QEUE A8%t= g 38

Moz Wk Aol EiEEE MBsh & oItk
HHX(Contents) = 7|0 ZHAS M2 XD AEUS §
A

of Maots B ME, B, 2212 ME 8), 7I1ES] ¥

o

HEHE HUAES S =AHot7| ol HaEle dR(QH 1,
I FAL o), QIEY Zof §), dA2|1 FHEef #HE M2
2 7152 M3t Z(QHU EE, QAHU A, IEu W,
ZE[OIC|Yf HHX H[=L|~ F) 50| B& HHXO| s{Fotct
Ol LISt 7|52 M&st, Fefet HEE MSSH0{of oot
(Galitz, 1989; Jones et al., 1995; Jones, M. G. & Okey J. R., 1995).

QIE{H|O| A(Interface)= EHFY QIE{UMH|A FHHO| AJEI 2

O|OFRO|Lt, T2{E, HMAE CIXIQl, 52| FEMA| Yolg =eldt
= JHgHel 248 onjpitt xZ0l= olsSd TR TH

> |0

2 DoiMES| ZEt7t X|RI0| ItsSHELEM T|ES| HAE o
of ZHIY QIE{HIMH|AOAM 2iE A= HHYO| It R
DHFY QRS MH|AOME FMRIHY & AIO|ENY HCOf CHef
sim Dol B T 4 Y =0 MBS ORI uY 4
UA =[ACt kM QAEHO|A0AM A[ZHE FHedut AlZHE Ot
[t 2AE n8e 7t UCKGalitz, 1989; Jones & Okey, 1995).

°Q |

0!

3. Ape
2 FojME BHATE Sso] £3E Q952 Y5 9
¢ GTDHS HABKL ARIHO| EE WESS IOl

Xa7tk| 2HrY Sgb TH2(eF MH|A0 CHEr 7|f, da), =
dx|of chet &Y HF 7hstt 450 ATt E|Of UX| Qfof,
22 g7E S0 I Q2SS EE5tn, o|F M50 2ol
ASSIOX; SICE o FOIAM A& Hieb 20|, 7|t =YX 2H
AL Mckinney et al.(2002)2| @-TIZHAFEO| =XM1 JlEE A2
£ HIECE ZHIY 5ot th7| ARSAL THEOf| OiSt Fo WS
of #+M Q0IZ =elsty| 2zt HEA ZE2 <8 2>9f ZL}

2 AFEEE2 CHET|QF MH|AO CHS AREARS| Z|CH=E1t
dap=Fo| YN o2 IS UXE AFEStH, 7|t =YX|7L 4
FE = 7|0, A2 ds, 32| 7| 2YX|7F 2 28510
AERIZE AAH A-Bo2RE ZRsts ME|H HENQl AHEX} B
EE Z2HoCHe AS EOolECE TEY|9 J|0iQt dats 804,
BOA, CIXIQIES MBMQQIoZ St AMH|AQ| 7|CHQt Mit= =
ANEEY, ddx, QHHOAE MARICE ot 2K R Ql(second
order factor)Q 2 ==L

+ ;g
N

<72l 2> A DB S (Dual Expectation-Disconfirmation End-user Satisfaction
Model)
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3.2, H=9| HO|

= GTZRE2 SEEERVI2E A2 ZICH, 8o, oj7HEH
(Tr712t MH|A 7|0 ga-2 X)), SEHS(TRY| UF, MH|
oHE, NEH 22 A5 RACE THRV|eF MH|AS] Q1o
OXls =2 2252 Mgt S8=7E 7|1 7oA
QL LR Hy F, dd AFOM CHROXIX| @2 F53
of ChehME of2] Z=AF 7|0 HAIR 2 Sab 200
EESICEL = AFOM ARBE B Folot dEEY2 LE
P

2 0% 2t oQ [> 4>
Jlo 1@ oo
Ot mjo

i 2ok 22 g2 2o MEZAE o 8 dES O
2EoEN O|F HECRE 2210l 422 HAISIRACt

<E 2> #149| Fo|

EES ol

CHo| 2|oH DHtY S8 T ®E ALE O|TQ| "W E(of
(Device-Expectation) | = HM|Z0f CHgt 7|Ci==

ZHY ot BEY| ME AE 2, 7ItE HE
LOiLt SFoI=A| 2= AMSAte| 2N Eot
HqE

Tey| gt

(Device-Performance)

ME|A 7|o) ety =8 7| MH|A AFE 0| Q| HdE(of
(Service-Expectation) |l= 7|Cf =&

ZHrE 58 TR MHA M8 2, 7|TE
HIE Ot SFSHER L= AFERRS A2ty
gt 8=

M| g1t

(Service-Performance)

=24 HME2l oM gatet Z|thel xtolof Chet Bt
(Disconfirmation) | AMH|A0| MH| gutet 7|CHO| XO|of Cpt Fot.

33. Xtg =3 9

2 dF0Me 2HY E3 CHY|(mXE, ADEE) AEXE
2 ez 210l 42 HARCE 22l 4E2 A ME
(Self-selection Bias)Q| 2|7} HM|7|=|0 UX|TH giHo| W2 &kt
#E2 FE LHGampling)2| FHES Soff AZH U= AT SR
2 QI T QICKKehoe & Pitkow, 1996a; 1996b). 2 GITL0f AL
g2 o Ao EEEO| HEE E22E T TAEHC 2
sy MEH E|QUCH

TO| oHst XtE =82 2011H10E 2ot 118 ST 2
U HAEE N £H-E HEXE 7HX1 20114 11
128 7R oF 2F:7tof| AN THE|ICH, 2 EIAt
HE AFEAL 367U ADLEE ALKl 240HC = HZ20]
A2 & 607HOl Aoz TAJACE T SEA S0
OIME A 367U ADLEE ALEX} 240HCE & &R
LH=QICE Ol MH|A AREO| QA0IM £ AF0|AM XHO|7F U
202t Ol &f=|7| IiZO|LCt.

O 7h2H =48435tH e At=-0E &0, 2F Yot
F2 U 42-= 24 ojidolA HLAIZICE olz{et ubd
AN ZBHC=Z ZQIE [AF 1] 33681 [AF 2] 24182 |
SEXO| izt 2T SAHEH FEE <& 44 2L

El g M

f
E

2
I

oo mn me rE
I rlo 4 1o

g

A

mo Hu >x

fot mjo o

<E 4> 2 420 Qu ST e A7 S

il

Hqe

TRl () ok %

o= HEof oiet 25, 2% F= OMEZE AL (A& 1] 20EE [OF 2]
= DHIY OIEUl AH|A0| THEH BHE, 20IE FE i 5 218 (64.9%) o 155 (67.1%)
(Satisfaction) M=o st ®MA|E ol o= S= P o
= 5t A= (Overall) 9 OHE of 118 (35.1%) of 76 (32.9%)
SEX+ 336 241
10CH 13 3.9% ) 10CH 11 (4.8%)
s Mo ot
<H 3> HdE 2% ol 20CH 133 (39.6%) 20CH 100 (43.3%)
—’F—il P o =5 30CH 190 (56.6%) 30CH 120 (52%)
El=E _ HALE 13 (3.9%) HAE 12 (5.2%)
ol Al HEZEQl HE ZZ2 HE|SIC) Davis (1989 X | CistA 58 (17.3%) CHSHA 29 (12.6%)
B8 | mzel aig wyol mapsiey, [P 1%
=2| M7 7+80| HE[SIC 7|Et 50 (14.9%) 7|Et 32 (13.9%)
= Han et al.
7| CH = HME2 sostzlol "Est 37|0|tk | (2001) B . 3
gt | T ME2 olssH=| 7HECt Dulacher M0l AFBE & 577989 ot SAPRY 2EE HEWEH §
=/2X| _ _ (2000) HAFE F40| 66%E 34%Q1 O dELCt 32%7tE W2 AR LIE
Cixpel | S CIXRIO S50k, AAHOIG |- Surcliffe ST I 30CHOl SEAIH 50% 0|40 Elion|, Qg At
= |REe 12AYD, NEE AEFAO|CH|  (2002) "
= = = ) = ol 60% ol)\l- j{l.xlol._ﬂ_ O||:|-.
Chae & Kim ° ”
mamay| MHIAE GHIEX 018 it | (o0
TS TS |IMH|AS OfCIO|MEX| O]8%F %= QICHKim & Kim
ol cm |4 24 gl A}
7y fhys HExg Mawcn |0
MD L ES A|Al MEZ H2SHC ) o o e
| 28 ot S TIAS sy | Kim & On 2 anojlME mHIY =8 S| Mo o MY ot
== T TTE e | @ O|2XMoz ZATSIA ¥m, 02| M ATZHE BEHSE 7}
219 790l 2 E|OfUCk Galitz (1989)  x|71 947| 420 2, Anderson and garbing(1988)0f OJsH H|QHEl
olEHol2| oto|mE M Sme & eI | Joes & |2 27| W 4, garbing(1988)01 OJ3H X QtEl

=

AL Ofs5t7| e FAEIO ULk Okey (1995)

o] 2] Age BEAEC [

ot Heb| Age ECH 0ty

op | AHIZ (A OB AHIA0 s B L T
B | MHs mge spEck Pl P

cis| o | VBV OBIN EAE22 e | o

HES A% M8F AOICL

Two-Step approachS AL 1THY| =X DEO|AS SPSS 17
2 MBS BHME QolEME MA[SHY 2 A 2¥ol X7t
HolSHX|E 2QI%t 2, LISREL 8.52 ARSI =N QQIEME
HAISHLCE

41 X B 24

g apE

[

=5
- o =/
SHIZ|X|E AHESIH K¢l




94 Seung-Chang Lee, Eung-Kyo Suh / Journal of Distribution Science 10-11 (2012) 89-99

& XM (principal factor analysis)d} AZt3|FO| SELIQI H|2|2H
B (varimax rotation)S O|&3|FLCt. THAT|QF AH|A Mt

KA 37Hel ez EREIUCL Q2 4 Zils <H
Ch 2= AN, F2E 3712 o2 27| Xtalel #H
o, |id, CIAMIOb MH|A XISl A H&d, HH=L; 2
o

Blm|Oo|~0|CL FEE 202 HA| 0] 25 08 O|¥e=z F&
oFf
=

N

V

o

-

my —

o M
=
OF

Ob T

EEP =1
TEE)\'E

Bt 20| 2E 2| B X7t 7|E

=]
=42

g5t £Z=T

=0| o= F= LAY A FH
2 uz
|5t LISRELZ O|&dl &% IAZHIS
(Cronbach's Alpha)?} QAtSH 7| MZ| = (composite reliability)2} =
O|83IRULCE 2 AFOM Alzld

Mo

o =1

A

<E 5> TH| MmOl R SN 90l 2 o| AlZ|A0| 2 mohg|oic
1XF 29I =X B 2901 2912 2913
DEY?2 0.832 0.007 0.040 <m 7> 121 MR =
or | oevi | oss | o | onss 15 2¢] e MEIE(060) | BFEIFES050)
DFY2 0.470 0.199 0241 DE1 0.72 0.57
oL DLY2 0.160 0.898 0.108 11)31;411 g-;’ g'zg
DLY1 0.170 0.863 0.203 : :
iy DMY2 0.117 0.166 0.875 ]])35422 g;? 82‘9‘
DMY1 0.138 0.125 0.869 : :
DE-H0|, DF-7| 54, DM=%CH4. DL-CIx{eIZ olojzt. pL2 078 0.64
DE3 0.84 0.73
DM3 0.83 0.71
<®E 6> A{H|A doto ZHoh EHAMAE 90l BA DL3 0.79 0.64
1A @0l | =H # 200 2002 29013 Sul 0.79 0.65
SIY2 0.842 0.143 0.136 SCl1 0.8 057
SI SIY3 0.823 0.088 0.158 SI1 0.83 0.62
SIY1 0.735 0.245 0.163 su2 0.72 0.57
SCY1 0.071 0.808 0213 sC2 0.81 0.58
Ne SCY2 0.126 0.793 0227 s 0.86 0.67
SCY3 0.276 0.702 0.007 SU3 0.81 0.68
U SUY2 0.184 0.203 0.856 SC3 0.87 0.69
SUY1 0.185 0.151 0.851 SI3 0.89 0.73
SI=QIE{I|0| A, SU=FA| F&4, SC=HHEX £ o|O|g DSA 0.78 0.63
SSA 0.85 0.74
. ASA 0.72 051
2 =20ME AH|A doto 2 O0K= 2212 5719 2 DE-Ho/ A, DM_S 0} 4. DL= CIXtoL SU-Z=A] SeIEES
RloZ KAISHRICE 2Lt dYM Q0 2AM At <H 5, 6>0]A SI=QIE{H|0| A, 1=7|C}, 2=A1}, 3=2UX|, DSA=D-TFE, SSA=S-Ot
B MY 2 lel Roloz BRECL JlsHe Holss  |asapHEs o

HE AHZE O FE7| WEO A FYoM Sttel elez
LIEFLER| @b B2 dZEICt.
et 2 7ol 58 28 F2= <O 3>1F 2ok

chbo ks
(D-satisfact)

EEEFRE

(S-confirm)

Ay Anks
(S-satisfact)

<H & 182 Alg|

X 20l e 2= (>0.60) MFEE (>0.50)
DEI1 0.76 0.62
DMI 0.79 0.65
DL1 0.86 0.75
DE2 0.8 0.75
DM2 0.81 0.68
DL2 0.84 0.72
DE3 0.85 0.74
DM3 0.79 0.65
DL3 0.89 0.81
SuUl 0.84 0.73
SC1 0.85 0.66
SI1 0.86 0.67
SU2 0.78 0.73
SC2 0.82 0.61
SI2 0.79 0.56
Su3 0.87 0.76
SC3 0.86 0.67
SI3 0.82 0.59
DSA 0.67 0.51
SSA 0.5 0.33
ASA 0.57 0.41
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DE=H2|Y, DM=FIl4Y, DL= C|A2l, SU=SAIZ &Y, SC=HZE,
SI=QIE{H|O| 2, 1=7|L}, 2=d1}, 3=2 YK|, DSA=D-Bt=F, SSA=S-TI=,

ASATIHBIES oj0j3h

4.3. =2 E=Hd(Convergent Validity)

=3 EfEdo|g ofH 7Y 22 LIl Aolgh By
o X|&#7} MEEl= R0z |FARRE 2 OISHA| LIQIOF 2t
L= A4S 2ottt = 3 7iEE 58stks a4 U= o
0| =10 OHE JHESte = =3 EFH0] =2
Ao 2 WEHSICE =3 ElE Zb Q19| 2k HOI
o 2Y ez HHL|D, 22| tvalue?t ROSIH =& EIF
40| Ues Ao Z HCISICHAnderson & Gerbing, 1988). LISRELS
0|8% T EIZEo HIte QO EERQXIC| HEE &
ol O|FO{ZICE &, 29l HIHZO0| 0.6 O|40|HM Fo|H(t>2.00)0]
2t = EfYE7F QCHD 2 %= QUCKBagozzi & Yi, 1998). £
ZALO| AFBE ROIE 7Ho| 3 EfFdE ZAISH| 26 &5H
29l EXM(Confirmatory Factor Analysis)S AA|SIQUCt 2E5H Q 0l
= A= oh2e| ®ERb 2Tt Pvalue = SEAL =7t 2009 O]
4% 222l 7t UE I 3R XHE HFEX| U0t
(Doll, W. J. et al. 1998). =2 H3tE X|%= GFI(Goodness of Fit
Index), AGFI(Adjusted Goodness of Fit Index), NFI(Normed Fit
Index) 52| 242 HHEH, ML £FO0| 7t IXot 2 =8

=0 U0 Y=ot & 4 UCE

-

40

0x
rlo
0
i
2
0
tu
}I_

A
ol
—

0z A

<# 9> 1 Loading, T value, and R for the first-order factors

95
<H 10> 2 Loading, T value, and R for the first-order factors
Expectation Performance Disconfirmation
tems|] L [ T [R][ L [ T][R| L[ TT]R
EA E-EA P-EA D-EA
El | 0.68 | 11.56 | 046 | 0.8 |[10.52|0.64 | 09 | 456 | 081
E2 | 088 | 418 | 077 ] 084 | 789 | 0.7 | 0.82 | 8.83 0.67
MO E-MO P-MO D-MO
Ml | 083 | 7.85 | 0.69| 085 | 878 | 0.71 | 0.8 6.99 | 0.65
M2 | 078 | 10.84 | 0.61 | 0.8 |12.15]| 0.64 | 0.81 | 7.77 | 0.66
DE E-DE P-DE D-DE
L1 [ 089 | 7.19 | 0.8 | 086 | 10.5 | 0.74 | 0.88 | 8.15 0.77
L2 | 084 | 1204 | 0.7 | 084 | 1228 | 0.71 | 092 | 469 | 0.86
UB E-UB P-UB D-UB
Ul | 083 | 792 |0.69| 079 |18.65| 0.63 | 0.8 | 1844 | 0.64
U2 | 087 | 778 | 0.76 | 091 | 6.78 | 0.83 | 0.94 | 3.88 | 0.89
CcO E-CO P-CO D-CO
Cl | 08 | 12.79 0.64 085 | 1131072 | 0.88 | 726 | 0.77
C2 | 087 | 891 075 0.8 |16.67 | 0.64 | 0.82 | 14.09 | 0.67
C3 | 0.78 10 0.69 | 1620 | 047 | 0.76 | 13.73 | 0.58
IN E-IN P-IN D-IN
I1 | 0.81 | 9.19 |0.66| 0.81 |11.05] 0.66 | 0.8 | 10.87 | 0.64
12 0.84 | 8.59 0.7 | 074 | 19.03 | 0.55 | 0.75 | 18.33 0.56
13 0.8 | 11.32 | 0.63 | 0.67 |20.11 | 046 | 0.77 | 1432 | 0.59
EA= MOl , MO= R{CH , DE= C|X}Ql
UB-SA| H&4 . CO-ZIEIX | IN- QIEJHO|AZ /i3,
CFA(Confirmatory Factor Analysis )
Chi-square | P-value| df Rmsea | GFI | AGFI| PGFI | NNFI CFI
(0.05)| =9 [8) | >5 | &9 | =9
1261.65 0 786 | 005 | 0.79 | 0.76 | 0.69 | 0.97 | 0.97

<H 11> & 1 R value for Second-order factors

Second-order factors

First-order factors| D-Expectation D-Performance | D-Disconfirmation
HolM 0.9 0.2 0.23
S 0.27 0.2 0.33
C|X}2l 1.03 0.57 0.45

S- Expectation S- Performance | S- Disconfirmation
EINESE-P5| 0.72 0.68 0.73
HHE 0.7 0.34 0.35
OIE{H|0| A 0.83 0.34 041

Expectation Performance Disconfirmation
tems] L | T [R[ L [ T [ R[LJ[]T]R
EA E-EA P-EA D-EA
El1 | 0.7 | 1015 | 049 | 0.89 5.49 0.8 | 0.78 | 14.71 | 0.61
E2 | 08 | 652 |064] 07 14.19 | 049 | 092 | 4.68 | 0.85
MO E-MO P-MO D-MO
Ml | 085 | 879 | 0.72 | 091 7.16 0.82 | 0.87 | 823 | 0.76
M2 | 077 | 123 | 0.6 | 0.74 | 1889 | 0.55 | 0.81 | 13.36 | 0.65
DE E-DE P-DE D-DE
L1 | 087 | 652 | 076 | 0.86 949 | 0.74 | 0.75 | 1435 | 0.57
L2 1077 | 1298 | 0.6 | 075 | 16.84 | 0.56 | 0.84 | 884 | 0.71
UB E-UB P-UB D-UB
Ul | 0.82 | 1046 | 0.66 | 0.72 19.16 | 0.52 | 0.78 | 182 | 0.61
U2 | 0.8 | 1122 | 0.64 | 0.78 | 13.13 | 0.61 | 0.86 | 9.25 | 0.74
CO E-CO P-CO D-CO
Cl | 077 | 1033 | 0.59 | 0.83 | 14.57 | 0.69 | 0.85 | 1534 | 0.72
C2 [ 0.79 | 1051 | 0.62 | 0.81 | 12.68 | 0.65 | 09 | 8.61 | 0.80
C3 071 | 11.52 | 05 0.64 17.8 0.41 | 0.75 | 15.96 | 0.56
IN E-IN P-IN D-IN

I1 [ 08| 103 |0.67| 083 18 0.69 | 0.82 | 20.33 | 0.67
12 1078 | 12.64 | 061 | 085 | 12.81 | 0.72 | 0.92 | 647 | 0.85
I3 1076 | 11.65 | 0.58 | 0.77 18.69 | 0.59 | 0.82 | 16.26 | 0.67
EA= Ho|M , MO= ZC§4 , DE= CIXtQl
UB-ZA] H&Y . CO-ZIHX . IN- QIE{H0|AS olojg
CFA(Confirmatory Factor Analysis)
. Rmsea | GFI | AGFI | PGFI | NNFI | CFI
Chi-squre |P-value | Df <005| 9 | =8 | &5 | 9 | =9
1074.02 0 786 | 0.03 0.86 | 0.84 | 0.75 | 098 | 0.98

<¥ 12> & 2 R value for Second-order factors

Second-order factors

First-order factors| D-Expectation D-Performance | D-Disconfirmation
Hold 041 0.5 0.42
k=1u 5} 0.55 0.5 0.48
C|X}ol 0.87 0.83 0.74

S- Expectation S- Performance | S- Disconfirmation
EINFSE=SS] 0.84 0.56 0.5
HEIX 0.87 0.67 0.67
OlE 0| A 0.86 0.91 0.9
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<H 13> 15 1 Loading, T value, R for satisfaction
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Items Loadings T R
D-Sat
Dsal 0.74 8.66 0.54
Dsa2 0.84 5.21 0.7
S-Sat
Ssal 0.95 2.34 0.9
Ssa2 0.76 11.92 0.58
Overall-Sat
Asal 0.92 2.59 0.84
Asa2 0.55 13.15 0.3
D-sat=Device satisfaction, S-sat=Service satisfaction
Overall-sat=Overall satisfaction
<# 14> & 2 Loading, T value, R for satisfaction
Items Loadings T R
D-Sat
Dsal 0.68 10.83 0.49
Dsa2 0.74 6.69 0.55
S-Sat
Ssal 0.53 10 0.28
Ssa2 0.62 9.99 0.38
Overall-Sat
Asal 0.76 7.25 0.57
Asa2 0.49 13.57 0.24

D-sat=Device satisfaction, S-sat=Service satisfaction

HEEX |2t Moot 7+ JWES FEstn JUCHH O|F 7He| 4
2H40| =X| 2kOtof S} 2t RQlE7Hel MHEIEE2 35X /
Ol2M(Confirmatory Factor Analysis)S Aot = 2t Q0I5 7t9|
AR AZE 08520 Mo M TEEIFE0| e Aoz M QU
CHKline, 1998). 2 ATO0ME EHE EIFES FE5H7| fIs dat
H=0| "Wt HA*** U2 O|8sINCt 2t Qlso| HHEiF
= ¢l M& 40| siE Tdidat ohE Tl THEte] At
WS ZorstH T EpEdo] MBI 2Ot <& 17>2 e
=2 08¢t ohd EfEd ASZa iAo BREMFELO
MEo] But 2o AtAl=gt Eot 0| LERRICE et &
ZAO| ALBE HE 2% Alo|ofl= EHE EFEEOl EXSHE AS
2 = QUCL Chg B T
<& 17> & 1 TEHErEY 2440
DE2 DM2 DL2 SU2 SC2 SI2

DE2 0.64

DM2 0.04 0.69

DL2 0.11 0.12 0.64

SU2 0.07 0.08 0.1 0.57

SC2 0.04 0.04 0.11 0.23 0.58

S12 0.04 0.06 0.1 0.23 0.12 0.67

<E 18> JF 2 TEEEY 2420

A
= T
A o
SEte 43

58 2go|M2
]
—

7oz m

[

-

[

4.4. Tt Ef=Hd(Discriminant Validity)

m Efge Mot TAE Zos &
S8} KH0|7h LtERLIOF SHChs

g 21

Holck &, 5

STYEIYEE JPYE BX P Q900 ot
i o] 29l HE Aset BE Qxfo] AES Sof ot
Uk SloiA M= bloh Zo| & w70 ASE 3F

EYE0] EXfohs B g 4 ok

AN

Overall-sat=Overall satisfaction DE2 DM2 DL2 suz 8G2 SK2
DE2 0.75
DM2 0.25 0.68
<¥ 15> J& 1 Loding(Tvalue) for Second-order factors DL2 041 041 0.72
Expectation Performance Dis-confirmation SuU2 0.18 0.18 0.3 0.73
Device E-Device P-Device D-Device SC2 0.22 0.21 0.36 0.38 0.61
Hold 0.95(12.41) 0.44(8.59) 0.48(14.5) 12 0.29 0.29 0.49 0.52 0.61 0.56
k={u1PS| 0.52(10.11) 0.45(9.45) 0.57(12.91)
C|X}2l 1.02(17.96) 0.75(13.76) 0.68(15.23) 1= = acl Mo osto ez A
Service E-Service P-Service D-Service INEERURS ZMO| AHEE 2E 2¢e| EfdES HTHER(Ct
ENEES| 0.85(9.23) 0.83(12.81) 0.86(15.03) Bfgzo| 2% FXREIFd, +=HEIFY 12|10 THEEH0| 25
HE=X 0.84(10.8) 0.59(11.73) 0.59(12.33) == ZHo 2 LIEGCE
OIE o] A 0.91(10.75) 0.58(12.28) 0.64(13.91)
<® 16> & 2 Loding(Tvalue) for Second-order factors 5 7E:| =
—
Expectation Performance Dis-confirmation
Device E-Device P-Device D-Device
_ = = X AHl HQto =2 or=7n E|O 7H ]
HolM 0.64(7.94) 0.71(10.32) 0.65(13.25) - 2 gd7s OEil—E‘ 20Fe| AHEAH L—I._‘J'} o gel 12 ot
SOA 0.74(10.37) 0.7(10.35) 0.69(13.75) Zo| O|2X HiAS HIE oz ZHIY =3 CHt7| ALXL BHES0|
C|X}QI 0.93(14.65) 0.91(13.89) 0.86(13.41) 0|X|= MAHR0IES gmig,ttr. DHY 25 7| AFZAF Ot
Service E-Service P-Service D-Service =o CXe] Ciof A K}elo [
=INFSEPN 0.92(9.64) 0.75(12.83) 0.71(11.89) =8 Jlt-=Ex ol EE.HE ._fE7.|9f i Xl-é_i. HE
_'9_|;'|;° 693(9’ 2 0.82(13.23) 0.82(13.02) 0 £tAO| Dual Expectation-Disconfirmation End-user Satisfaction T
AR . . . . . . oo S TI=E o 01 =) H"
OIE{T| 0] A 0.93(12.49) 0.95(14.12) 0.95(13.39) dS MASIRAC AFEAISO| =2 oftHst Qolof| o5 s

=X, 22|10 2Hte St BR[| thek 7(oiet gatEo| Afﬁ
Aol TFO| FS DX =XE DIME ABAL AF11F AOKEE
MER OF22 ASOIRACE MY 22245 S0 HE7| Xt
o 7icHet dup 2E Has Hold, |oid, TRl Ml
AHgol 7|ttt gup A Has SAIPSY, dHE, QIEE0|A
2 EEoIn 5ERE2 w2 ME[gN 8 ot BEdS
HAISEACE.

= g7= ZHE Hg H-I| AL A0l AREAte| HIEO
Chet Z|tHel SF0| AHgAH THFRO| OjX|= 2258 =Z3AC
= AT AIAFE2 Ch3at ZCh

Ol2HQl ST = A= 2ot Sgt BT AR 25t

=
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ARERF BHERO| ZR4E MAIRCHs FOICE 7|E =HtY H3t chdt
7] AMRYUTAE EE 7|28 32™(TAM: Technology Acceptance
Mode)S 7|82 HFHSIQUCL dBfLt J7|es=82H2 a0 of
ot 7|07t QIX|E R8d &, "EI|&0|Lt £ A2 A0
AHlo] R BHIE A Ao|2t 2 FaA 20|22 Anf
EE OME, BiEX PC § ZHIY F3 tHT| AREO| A0
Yrez HMESPU|ol= HESHK| QUCL mEtM "FHEZ|E"0l2t7|
HChk= "HZ | BEMNM 7|H-2LX| |22 ol ALEXF BHE
2 SHSIALE Mt 2 AFoM = BEEY FeE OX= /
PIo2 CHH7|9l £=F1 MHIA =FLZ L+0f ABSIRCE 1

Za S| =0 MHIA SE2 g0t P 2ere S8 B
7|0 AMER RS AFol=H U0 FYE F= BTUS
2OIBIRACE 2 ATOA Erddat Meldgo| HEE SZETE
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