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The Effects of Service Quality and System Quality on Customer’s
Satisfaction and Continued Usage Intention of N-Screen Service

Regarding Mobile Network Condition
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Abstract

This paper studied the effects of service quality and system quality that affect customer’s
satisfaction and continued usage intention regarding mobile network conditions. The hypotheses and
research models were completed using research factors of service quality(reactivity, empathy) and
system quality(connectivity, ease of use, channel-mobility) borrowed from previous studies on DMB
and IPTV. The hypotheses and research models were verified through experiments and surveys. The
key finding showed that customer’s expectation on service quality and system quality under fast
network(Wifi) was higher than that of under slow network(3G). Furthermore, it showed that users
react more sensitive to service quality than to system quality such as network speed. Based on the
results, this study has the implication for expanding the understanding of the factors used in
previous DMB and IPTV studies by applying them in N-screen domain.
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(Figure 1) Research Models

HI @ N3 AH| 2o tjgt o] &=t AH]|
2 FALE ARt J&gS v Aol

H2 @ NZ&=3™ Av] 2o gk o] 8§zt AlH]
2 FAL AFo|goo g3 uH Aot}

H3 @ N9 Alx~lFde a7k 4
&S mA Aol

H4 @ N&==Z"HY A2"EFELE A &Ko 9%

A=)
=
=
N
_N
1o
-
2!
oL
ot
o,
2,
>
Z,
[
u
e
>
=

20| DAHU=EN X020 OIXls e 227

o%
1>

)
o
o

=B
-
oo
=
e
M
o
o o

l_‘ﬁ
e
H
o
fo
2
30 gt
oM,
it
i rir
1o,
p‘L

o
-
2
£

[ °
ez = o
[l oy
b
2y
Ny
Ho R
o B

N

IOl

(o]

-~ >
oy

[
. il

—

:oé‘
o
=
)
ol
lo
i
=2
>
My &L x@ ofn

)

O:
)
juve
o,

2
e 2
- F>~

a4 2718
g3l EAH =
Hio 539 29
#gieh,

B Aol ALgE WEE
1

o2
o=
=2
S~
%

v}

o
3
o

)
S
oo offt
o wo
ok

ol
1A
>
ol
ol
47
o

(e
o
o
B
2
>
N,
=)

b
=2
=
o
LS
2
O}L OZ’I..

o
z
z
[»
[
o
X
=
[
1o,
_)AI_I‘
©
o
o
~

o > X
e
e
[¥ & W 9 oo

,d
_OrL
£
kW
_i\‘

~ =
T

> ogh
o
>

o =

B
Rl3 orE oo o foopn X g lo mo

>
rlo
Z,
[
u
rY
>
oo
>
&
N
RS
&
k=
Job oy

j|

N

»
tlo

a3t AFE
A3z #sA A
23Ade] Ade] fu
wahoh[22][24]. 37
Zlg) o] TS
Nezds AFs
ek}, ol <E 1>

oo
oo ox ot

o]

lo
re
2

o, 9 %2
z
>‘

o o o rff
>

k
il

%
©
oft

==

ol
i)
L
o,
ol

ol
i)
s
4

N
o
e
Z.
[>
iy
i
=2

1o,

of
ol
)
)
=
Ry
b
s
L ofo
b poh
_O‘L

o o
AN
<

XN,
B
2
|o
ku
g o
fu)
ol
o olr

-

r_o.i’, ot
=2
)
ol
o
£
>~
Rl
I ol:o

[ Mo o
\o o

2

2

o 8
H

O-
it JE

~

Q‘L
2
=
al
X
o Z
f
e o ¥
2
i ‘:OZ
ot 3:94 o
4 &
_O|L
B oW
—

o
4
2
o
il
M
N
(o8]
&)
T g

2
o
e
ofe
Mo 4z =t Hz o rlo

5
—_
=)
S
N
-
B
ofN
S
1
=2
>
>,

{0 om
2 ML

oo Qe & 4

— o
©
(=)
tlo %é
>~
>
oo X
O}
ol



2911 3 W g
e 5
A = 52 51
o] 50 49
) 2G 3 2.9
A}g5he=
Fe s 3G 57 559
I=E
LTE 42 412
SKT 47 46.1
24} KT 43 422
LGT 12 11.8
st 39 38.2
FE RS Saas 39 382
s
9% DMB 1 1.0
et} VOD 14 13.7
N2==1 9 8.8
249wt 58 56.9
VOD € 27451 Y 32 31.4
A & 579719k 11 10.8
1R 7271 1 1.0
24 59 10091 1) gt 102 100

<Table 2> Characteristics of Respondents

<( 3> AF &

T HlE AE WE Fawd
N&ad Anz=e] A
HA4E& FA #e sbsst
o
WA
N&ad Mulzaes A%
A wAe]l as A
ig=s
Nz==d Aujz=s 2
A2 Rae a2 [18]
o o] Fol& stEA # [21]
E 4g ¥k
N&==d Aulzs 17
T | BEY A¥aE AT
c}
Nzzig MujzEs 7
o] B g5 A o9
st slck
N&=d AREAl #7114
e
=g a ) =
A4 NZ=Zd AFEA] 8 &
9ol o
Nzz# AFEAl 3t A
BN
N&=af2 Abgst7] 3
A2l 3}, [22]
z7 Abg N2&=Zd BIpAu s =% [24]
gold | AL 4
N&Ade AdA A
A8 7hHs
Nz AdelFol
A ke
o4 | NaaUe A3 oF
gt
Nzad AHlz=gs o &
Fozy FyEH F
Z 5
A N2z Anj 2o 7o) [21]
P Anr} B
N&=d AHlz o] &2
et Aot
N&zd Auag 23
2| %ol 4o = stal A EHHo g ol g [12]
©] %7} 9tk

<Table 3> Contents of Survey

T2 L*x}(51%>, o] ZH(49%) =

el a, A1 EslE FuEe
3G%<55.9%), LTE(41.2%)E 29%% A%
97.1%7} AUfEZ o]l&x Q4. F2 R WE
ERE FHoEE AT FEEe] vE
882% % Aoz mgkom NaId AMu]s

o

> o o



fd SF0l OHE NATB2 MHIAS

2t Al

FAE Bk =
FEROT TE 100

ZA% TIEo] dUdRSFE AMgE F Qe
A g A= FAANE AENE g
(Cronbach’s alpha)#t¥ Bt gk =2 EA AT
2t gEe] AEE AFE 03 Atele Hem
A%, 1o 7heFE B =22 A4S

o}

=
Lol e
=
o

889, L

7542 YERGE
<} 4> AIE A=
3G Wifi
Al &= AF =
T I (Cronb A (Cronb -
ach’s ° ach’'s 5
alpha) alpha)
s | B8 | 0771 2020 | 0880 | 354
e | ozt 2,869 0659 | 3881
2 | 0667 | 2067 | 0718 | 3.801
Ag
A28 0637 | 2709 | 0631 | 3686
| 8o
e
A
o | 0889 | 2745 | 0847 | 4030
RIS 0630 | 284 | 0754 | 3863

<Table 4> Validation of Reliability

4.2 N&Z-hY MB&FAG A|2dFAo

2ARES AAE 4

N&=R o] AMu] 23

3T

Avp Az ELo

] 7

>

20| DAHU=N X020 OIXlE S 229

| MA e d%s AHET] 93 5E¥Ed
TEW MR A Z2dE FE
74 (Regression analysis)S 2] 3}
e 3G FAAAE vwH
046, A2=®1EA 163)E
Ao, Wifi BAdAE 25 AT o
S ] Bt 314, Alz=#=52 .300)9]
&

=
L s .
gye 2%m gun @+ A

2
k3

(e A= R PR =3
9 o 2

>

<3 5> MH|=EZY A 2HEA0]
AR WX G (N=102)
2y | €} t felels
a WEg-Ad
107 1058 | 293
A1 H] (3G)
EA |
= °ere 205 2031 | 045
E4 (36)
454
3G o 133 1339 | .184
b, (3G)
Az [ esel | - B
a) X (30) 245 1.959 053
£ [ Adels
12 97" 332
4 (3G) 6 ™
c. Wk-S-A
479 5716 | .000%
Al (Wifi)
2 T4
= ' 312 3730 | .000%
=4 (Wifi)
q54
Wifi 341 3593 | .001%
Ha (Wifi)
Al 2 A8 o
]I 148l 088 883 | 379
9@3F | A(Wifi)
k| Aol s
: 251 2502 | 014
A (Wifi) ° >
a. £&WE AAE(3G), F-3.4201, RA|%=-0.046
b, &M DANE(3G), F=6.369, RA #-0.163
c. E&WE AATE(WifD), F=22.386, R4 %=0.314
d E%WS LATE(WIif), F=13.981, RA%=0.300
* p<.05 *xp<.001

<Table 5> The Effects of Service Quality and
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<Table 6> The Effects of Service Quality and

System Quality on Continued Usage Intention
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<Table 7> The Effects of System Quality on
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