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Abstract

Purpose - In this study, it is classified the service quality dimension of mobile shopping app using Kano model. In addition,
it is evaluated quality factors suitable for strategic management from the viewpoint of service provider through mobile
application through binary dimension analysis.

Research design, data, and methodology - In this study, seven quality dimensions such as information quality, reliability,
immediacy, convenience, design, security and customer service were derived through related studies to make binary
shopping quality app quality measurement. 37 sub-variables were set by each quality dimensions. Each questionnaire was
composed of positive and negative items like Kano's proposed method, and the satisfaction coefficient suggested by
Timko(1993) was examined to understand the influence of each factors on customer satisfaction.

Results - As a result of research, shopping app users perceived unity quality factor in most items of service quality
dimension such as information quality, reliability, immediacy, convenience and customer service. In addition, the satisfaction
coefficient showed a good impression, quick response of the result, fast delivery, and the unsatisfactory coefficient showed
more interest in personal information such as payment method safety, and transaction security. As a result of research,
shopping app users perceived unity quality factor in most items of service quality dimension such as information quality,
reliability, immediacy, convenience and customer service. And, in information quality, the information overload was classified
as an apathetic quality component, while the related information provision belonged to an attractive quality component. In
reliability quality, customized service provision was classified as an attractive quality component. In instant connectivity, the
quality of the connection during transport was classified as an attractive quality component. In convenience quality, access
to product information was classified as a one-way quality component. All components of designs quality were classified as
attractive quality components, and in security quality, all of their components were all classified as one quality component.
Lastly, in customer service, they components were all classified as a single quality component. In addition, the satisfaction
coefficient showed a good impression, quick response of the result, fast delivery, and the unsatisfactory coefficient showed
more interest in personal information such as payment method safety, and transaction security.

Conclusion - In the online service environment, which is difficult to differentiate in terms of upward upgrading only by
technological implementation and function, the results of this study can be suggested as a differentiating factor for major
channels with customers rather than improve the brand image.
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= E3tE HZELUA REEM MER AEE FEStD At
(Kwon & Park, 2015). A|&E HZ2E = U= AOIEEO|2=
7ol d¥a 2HY ofEZ|AH ol S4% HE2 =HHY
ZHE AEQ| dEo| J|gtolgt & = ULt AH|Xp= AOE
22 0|83%t0f ~WFo| AZAMOT XX 2t H(App)df
ME MES F0iS5tD JUCHChun & Lim, 2012). O|2{st AHZ2
2 AEel dE2 AYXA UM MER 7|27t Eiot &
Aol AFEAL BHEOIMS| MH[A FSE0)| gt Aol R0l
CHFE| D ACH
7192l oEEEEHoIN 7|l MED M7 E4AQl
201 MH|A EX2 QIEFOIANFOIM 2210 s ALDE
ANELE FEAFO| Hateho a2t MH|A ERO| gfE
QSHAH FlME| QCHZeithaml, Parasuraman, & Malhotra,
2002; Parasuraman, Zeithaml, & Malhotra, 2005; Han, 2016).
AOIEE WEE Syl HEE @l MH|x 22 Moy
of CHst AFREEZ Z748tn QJACKShon & Park, 2013; Han,
2016). MMARLESS HEEH, AOEE AFOM MHA &
Ho| MUMARE EME MER HEE 7iHdl= LY Km &
Oh, 2006; Lee, La, & Song, 2009; Kim & Kim, 2011; Han,
2016)nt 7[EL| Zztellt 221l MH|A FHMTE ZHHY
AEO| HESHLE &HSt= HFE0| RUCHRoh & Chung,
2005; Park, 2010; Lee, 2011; Han, 2016). O|2{3t 22}2! A|
A2 7HeRE 3t MH|A EFHE e-AMH|A EFO2= JHE2
2 g3of 21 =0, Ol= & AO|EQ 7|=X® EF X
H, 04 0= EEE2 = K 2|1 HAOIE MH|A 2
Z X2l £ 374X X0 E=E/1 QUCHAKinci, Atilgan-Inan,
& Aksoy, 2010).
ol2fst CHERS| MHIA EF QOlof ofpt AFE2 |As
2 YN oA didHo| SHAE JHX| QUCh= TO|A O
galog EH £42 BRI RUE=E o7l it It
2% (Kano Model)O| JHEE|ACE OB ATE W0 Cist &
A QQIEk ol2fst BN, S7|-2/M0|E2 7|EIeR Bt O
HH 22 2RYE &8¢0 HMHEAQl dakol AUt ER
SiCh J2{Lt 7|Eol= AEEUE HMCR Ft-EHE 0|85t
MH|A EF QIS0 gt ¢77F A2l O|FOX[X| RARUACL
metM 2 978 8ol 7ty e 28510] £TIU| M
Qg ZRECZN TEE Zz|o XNt EXHe

|

L o

L5S TROM BIKOLIA}L Sihh 59|, KanoZE#2 AMH|A
FES 288z FMECEM Cest EF MHA FE2
oY #E ofL2h, AH|XHA QA EE +EIA| Ttefsto]
HMAIZ = Ak

Ol &3, =222l o= 7|¥=2 7|2H0|1n X|5HL

% —_

MEl& B2 L8 52 RAIBP| 2ot =50 R0, 20t =2
WHez= FH 2|7t O|RO{MOF St= MH|A FF KRS
SOl XHEHQ ME|A FIgets mMAg = A AolCh 2
HI 7|7|29| O|88tZ0| Hatoln = AIFHO, 2HY &8
W2 GOl HAOIES| ERtY 75227t ot ziutol ==
2 fHE= QIAE|0{0F StH, 7|E ZHAIRfe| YN RHEH2
2 Hog 5 s Yoz 28 5 US A= J[itt

0| fl5t0] MAATFSS HIY22 TS0 Cieh Chefet
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HAlsH BEEA+E dHE02N 4TEWO| MHA EFH o
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2.1. BHY ATE MHA ZF

Z[Z ZHFY AIEE2 2009 ORO|EES AlZ2E AOIE Z
ot HER PC S ADIE 717|9] 2g0| ZO{z|HAM O|8ER
g Botetn QUCL AOIEEO| Eg2 7|ES| PCYZ|HHo|A
DHIUZ BASI0] H|ZLA MAO| FAHCH2t HalE &Refsie
ULt ZHFY 4E(mobile shopping)2 F41QIE{HE 0| &30
QIEUIO2t= AlSZHE TOHOIM ELCh ARER ZHHY H=
LiA SHE0|M AH|XPDE Jsts o200 MH[A0| CHet FREE
EASID FOiste W2 & 4 UCh mMEtM 7[E PC 7|8
o QU ATWO| L2 O3 da SAH02t= & Xto|H
2 A[L|H, O|&X7t HE[sh Azt FA0AM 40| 7+s3ICt
(Kim, 2014).
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CIMEX| 422 70 = At W22 SiASHRACE

7t E 280 Ao AEed WHE HEXRME &
o 2t MH|A 2 29010 E4E Yot = ZO0|Ct O|E sk
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ot Aoz HE MAATSHM oFQ UHSE0 YEY
O S&¢2 =0t La{™ ACE Jin and Lee(2012)= 2827
20| EH0| O|8=FZ0 SFHLl S FCta AL,
Kim and Yun(2012)2 SNSo| HEZZI0| =0 388 g
2 £t I, Lu and Lee(2014)= ZHIY HAMA 4
o YEEHO| R0 3N &S ECH SHRACL 0]/
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2 EFZ S| flot 201z MFSIRACKShon & Park,
2013; Lee, Seo, & Song, 2016; Han, 2016; Jeon, Kim, &
Jeong, 2016).
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(Park & Lee, 2008), AH|XIS0| NE2 TOiSHA] Qf
FRJAU0 = Hoto| Chet 41 ZEO|HAIZ} IHE S8
Q09I9I Z{o=Z LIE}GHCHNovak & Hoffman, 2000). EESH ¢4
H MH|A EF MBATF0|A Zhang(2018), Chun and Lim
(2012) 50| EOotMHE MH|A EFHE FHGY| gt PIe=
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rot ™
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21.7. DZMH|A
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OHaFgoiA Dol 22X =52 FeiE dfZotn =M
F

rlo

=

=2
k=1
=

=

= = (==
Mg YUsiCHJoseph & Stone, 2003). O|= At=X|€
MH|A 52 ZESHH Lee, Kwon, and Kwon(2010
QF OflIo| A/Se| Ho|d2 uATEe FEE &
M o MH|A EX MABHAT|M Lee?t Lee(2015), Lee
et al.(2017), Chun and Lim(2012), Hwang and Lee(2018) &
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g
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22 It

Ft-B&(Kano model)2 UEO| aXIQl Ft 2|00
olsf BHEO0{TI O|R2 2N, d= EF 0|20 Lttt AF1E &
s 7IEo| YR BEOIMMUS N 0N ZHOIA
do| Tadg oIS, RSN RS0l FEE X0,
=2 FF 2559 A EWUE 12510 FZHS
0= QICH(Kano, Seraku, Takahashi, & Tsuiji, 1984).

Feago) o5ty EUease AN EIes, N
Edes, 9od Edes, R4 EIes, 9EFes S
57tX|2 FEEICHKano et al.,, 1984; Kim, 2010). 0|& &3}
7| QI8 HEZALS WAL, 48 2Yse 2t Easo|
Cheh 57kX|e] MEAX|E 7t 38 A1 #8% ZE0| ¥
2 O|R0] 0|52| 5'5=257X| S =g w2t STt
S20)A EICi<Table 1>.

Table 1 : Kano evaluation table

Answers negative questions
like [must be| neutral |live with| dislike
like Q A A A (0]
Answering | must be R | | | M
positive neutral R | | | M
questions | Jive with | R I [ | M
dislike R R R R Q

A= O (Attractive) ZZQAO0|CH
‘30| ECHE SEHUALEN 552 4

BN AHZ0 CisiMe= gHsioy, ‘off =0| ik, ‘st
£ & QICF 89| &S EO[X| &= SHOR 252dE =
o2 YOF|X| Y=Lt

O 2LIX(One dimensional) EXQA0|CH XA Z20
Cisll ‘oS0 ECPE SHECEMN FFE F2 UES 2o
7|0, 285 HE0| Cisi ‘0120 QHELCFE SETHCEMN =
SET 42 2 2o7ICL

2 oA (Must be) 22 QA0|CH 2HE ZEZ0| CHs gt

SO LIEILIX| Y= SHOoZE EUYs U30| QIX|EH 28
HEO0| CHs{ ‘OFSO| QtECFE SHEYCEMN =52 42
=g Yo?Ict

l= 22t (Indifferent) Z2XQ40|C ZEY 20 HHH
HE D50 USoE LIEILIX| Y= SHOE FFOLY F
TSHA 82 LoF|X| ALt

R2 Y(Reverse) EHQA0|Ct. Ol B5FE 4% =02
Yo =k Y1, FEESIHEIE THES Lo = ULCL

OX[to2 574K EHaA0| £3HX %= Qe SEHQ =
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Z=(Questionable result)g °o|0|3tCt. 28N EE
2 B50| ‘O30 ECF £ ‘OR300 HECFE S SHSt
Q7| W20 SEAIL M2 SESHK| 4Rk |

Ol4e| #Fet Z0| SEAOI; 28 & 0lof it
Zot7h LA £|n, e 2 2lo|A JHE 0| LiE}
HeAT XFTHO EHEMO| =Ct

SHX|EE Fte2EE S THX|Q| BHAEE ZHK| e,
oA 2ROM 71 B2 St L2 A8 EFEHS

£ i3t 4= ¢ICHKiIm, 2010; Lee

et al,, 2017). 3t ZH™E SHRAE 40| OfEA o= &

| OF.
o
AN
or
ox
(@]

il

Srlo

OHOFZ0| 7} QUCHTimko, 1993).
2.3. DO A =

FHeR2Yol HAE ERSE7| [ Timko(1993)= ST
AR FRECEE 3 2FUOIAM 2HEL STHERO
OX|= XO0|E F2 & UA=E DHUFAHSE KISt
IAREA = 00| ¥EQ FE 208 s O TS
SWHO0| Of= = LIEHE 4= QUA=X| Tpdt Al4=0|ETimko,
1993). AAIZAE MES| Qo 7HeEEol =A4ENE
28 &=, 221H 0| SFE/AS W THF| I7(0]
gt OIXl= iy 2 LN SEES Hotn 0| 14
of SR W2 IS DX Y 2, LY FE
gy B2 FEY FES € ¢e= w0 Zpistlnt
(Lim & Park, 2010). 2UFA+E +Pg517| ?[ot0] THEAet
Z0| 22= SYoP ABSIeH 2UF0 IS OXl=
LN FEI SN FHQ e 2NE At = 29 &
2 Fob U2 SUFATE ALSIACKTimko, 1993). O[O

Table 2: Questionnaire contents

et BEEA e 225 A

DI =(ARIE+OHIE)(ARLE+O8 E+MUI Z 4131 )

=UEAF =08l =+ME /A = +O I =+ MBI =+ & )(-1)

olo
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SRIEZAE 1-00] H9l2 MBEIC

o, 222= UEA Tt

ot 52 7IEQR oiK

Mo CiA Chabrich 2nzs 2X583

(A ) 22ts L27|=(0,

B9 E0i2 90I|E(0, M) BERLE

TAZ MSHOR MHED, HEALE 0-19] Y2 A
o, £22s 55 23S o

EESH=))
te A8 € = A=
S vna@ Rt ZR/E ARESHA
@1 E23ES 7IE2E SE= ¢
8% g30| ALt
M EFRLE, ZAEE E52E
Atgstltt. &, 2t
JEj2 MEEH, 252 39 U2

A2 CheTt 22 HE
o7t Hlgolets S

Num. of item
Factors ltems — - References
Positive | Negative
an exaggeration of info. sufficient app info. Shon & Park(2013),
Information | Q&A, Review, Accuracy of Info., Reliability of Info., 8 8 Lee, Seo, & Song(2016), Han(2016),
Appropriateness of Info., Relevance of Info., understanding of Info. Jeon, Kim, & Jeong(2016)
Reliabilit Good impression, Customization, Privacy 4 4 Shon & Park(2013), Han(2016),
y Reliability of Service Jeon et al.(2016),
Instant Instant connection, on-line searching, response velocity of menu, Chun & Lim(2012), Kim(2012).
Connectivity response velocity of output, Access velocity, Connectivity, Mobility, 8 8 Shin & Kim(2013), Kang(2014),
Place Lee & Lee(2015), Zhang(2018)
Anderson & Shugan(1991),
. easy of learning how to use, Access goods info., various payment Berry et al.(2002),
Convenience methods, easy of composition 5 5 Seo, Chun, & Lim(2012), Kim(2013),
Lee & Lee(2015), Zhang(2018)
. . . . . . Kang(2011), Park & Park(2011),
D | e e e P | 6| 6| vu & Km0t Fog & LooC0t)
Y picture, gement, Yoon et al.(2017), Park(2018)
Securit Transaction info Security, Payment methods stability, Privacy, 4 4 Novak & Hoffman(2000),
y Preventing usage history Chun & Lim(2012), Zhang(2018)
A . . . Joseph & Stone(2003),
C;:Sir:eer gﬁv;ehablllty, Clearance of compensation regulations, quick 3 3 Lee et al.(2010), Chun & Lim(2012),
i Lee & Lee(2015), Lee et al.(2017),
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Table 3: General Characteristics of Sample

67

Category Freq. Per. Category Freq. Per.
Gender Male 158 61.5 Number of Less than 3 133 51.8
Female 99 38.5 App. use 3~5 109 424
Age Below 20 8 31 6-8 8 3.1
20~25 224 87.2 Over 8 7 27
26~30 15 5.8 Frequency of less than 5 times monthly 125 48.6
31~35 2 0.8 App. 5-10 times monthly 72 28.0
Over 35 8 31 11-15 times monthly 29 11.3
Main Auction 19 74 16-20 times monthly 14 54
App G-market 44 171 21-25 times monthly 4 1.6
Interpark 12 4.7 move than 25 times monthly 13 5.1
11st 31 121 Monthly less than 50,000 KRW 101 39.3
Coupang 65 25.3 purchase 50,000 ~10,000 KRW 77 30.0
Wemaketprice 32 125 amount 10,000~15,000 KRW 29 11.2
Naver shopping 86 335 15,000~20,000 KRW 19 74
Etc. 37 14.4 20,000~25,000 KRW 14 54
25,000~30,000 KRW 7 2.7
more than 30,000 KRW 10 3.9
Total 257

31. gy A A

= AT0ME 7t REE 28I, 222 aFEnt
¥ S UATE Sof =Y, M2, FAGEY, HolY,
Cixtel, "oty Sl DMHE|A 5 77He] SEXHOIM 30742
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£9], 2HE &8 ¥ FE 58S 2 780 2 2
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sS4l 3¥Y 2 Bl
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F =30 gLt (4) B
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e
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B st2g2 J1E510] A5 CHPodsakoff, MacKenzie, Lee,
& Podsakoff, 2003; Ko, 2013).

3.2, AtEagidrd
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HE29| AFSAEE E41 £+EE o 0|8 SH2 O
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158H(61.5%), O{40| 99%E(38.5%)2= H40| UL AHH
O ALY 20~25M|7} 224H(87.2%)Z CHEE0|QUD, 26~30A|
153(5.8%), 20A| O|DkD} 35M| O|Ato| Z+Z+ 8TH(3.1%), 30
N~35K| 2H(0.8%) &= L}EFFCE.
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2TE W o|2HITE ¥ 53| O|0H0| 125E(48.6%)22 7HA
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on, MAEEI H Eskn, ME|A0 M2|7F 7
= 227|H Hilel 3e0s 2ES e27Ir).

Chel ok

32 08N FEQ4 67, LY FEa4 297, Fay 2 SAHAG HHE ZEE2 RF Y¥Y EEQLE 2
HaA 17, AEHLA 17|2 2FE|RICI<Table 4>. FEIRUCE F, UO| FA| HEED, HAZteZ HMED, Oy
Y HHE ZYE2 REE LY EEQAR &R o £t WEN, Wo| SEHEZLIt HED, YHKTI) W2
CIeL, FEo| Yol Ef IEEQAR EREUM, 2HH HAM, £YE 0| HZHO| EE|1, O|FFUM HAZFR0| &
HE N3 EM EXesz BERCQUCL F, 0Nz &X onf, Fa0| 2AG0| HAZEO| Ot RS Yo7 gt
=2 Yol YEYo| MIECHH O|8XE2| HES, MIZX & oio| Zeol= 2252 €27tk
=0 2SS LoT[X|0, IEE HET7L HSE dR00= Ho|ldut pHE ZEE2 2ZF YRY FHeLAE BERE
35| EUES Yo7|n, MEE FE7L girtH HES Yo ALk &, 2EE Ao o|8HHE AS|7| H4, JFFEY
ZICh ot HHAEE HE2Z Qo HHEO|L; 252 LIEL} Oist 290l £20, ZMY-O| thefst, Yol 45 0
Xl @& Aolt Si5h7| HChH DRSS Yo7|n] ditfel HR0= 2UES ¢
ME|EaH HeE EeE2 2F UM EEQAZ ERE o7ICt
ALt =, O|8AML E2 A2 =71, SHEAMHIAE HS
Table 4: Classifications of Shopping App attributes
Quality Component
Factors ltems A M o | R Q KANO Sl DSI
an exaggeration of info. 3 3 3 68 179 1 R 0.08 -0.08
sufficient app info. 47 46 110 47 3 4 (0] 0.63 -0.62
Q&A, Review 38 50 94 66 5 4 O 0.53 | -0.58
Information Accuracy of Info. 28 53 138 36 1 1 O 0.65 -0.75
Reliability of Info. 33 35 150 36 3 0 (0] 0.72 -0.73
Appropriateness of Info 28 35 111 78 3 2 O 0.55 -0.58
Relevance of Info. 54 37 71 89 5 1 | 0.50 -0.43
understanding of Info. 67 23 116 47 1 3 0] 0.72 -0.55
Good impression 40 10 172 34 0 1 (0] 0.83 -0.71
Reliabilty Customization 83 10 106 53 1 4 ) 0.75 | -0.46
Privacy 10 70 155 21 0 1 O 0.64 | -0.88
Reliability of Service 25 68 131 32 1 0 (0] 0.61 -0.78
Instant connection 58 33 101 60 5 0 O 0.63 -0.53
on-line searching 85 28 92 51 1 0 (0] 0.69 -0.47
response velocity of menu 69 24 117 43 3 1 (0] 0.74 -0.56
Instant response velocity of output 67 23 130 35 2 0 (0] 0.77 -0.60
Connectivity Access velocity 68 30 125 33 1 0 (0] 0.75 -0.61
Connectivity 43 42 110 60 1 1 0] 0.60 | -0.60
Mobility 47 37 85 78 9 1 0] 0.53 | -0.49
Place 70 31 104 49 3 0 O 0.69 | -0.53
easy of learning how to use 69 33 87 64 2 2 (0] 0.62 -0.47
Convenience Access goods info. 67 24 120 45 0 1 (0] 0.73 -0.56
various payment methods 67 34 80 72 3 1 0] 0.58 -0.45
easy of composition 60 27 97 68 5 0 (0] 0.62 -0.49
Attractive design 100 8 73 73 2 1 A 068 | -0.32
Harmonious design 92 10 68 84 2 1 A 0.63 -0.31
Design excellent graphics design 95 9 79 73 1 0 A 0.68 -0.34
layout of letter & picture 89 13 83 70 2 0 A 0.67 -0.38
color arrangement 88 11 73 84 0 1 A 0.63 -0.33
visual effects 106 9 75 64 1 2 A 0.71 -0.33
Transaction info Security 16 74 142 25 0 0 (0] 0.61 -0.84
Security Payment methods stability 10 74 146 27 0 0 (0] 0.61 -0.86
Privacy 10 74 148 23 2 0 O 062 | -0.87
Preventing usage history 17 75 118 37 9 1 (0] 0.55 -0.78
Customer AJS reliability 43 41 138 35 0 0 0] 0.70 | -0.70
Service Clearance of compensation regulations 24 62 138 31 2 0 (0] 0.64 -0.78
quick delivery 76 26 119 35 1 0 O 0.76 | -0.57
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Table 5: Results of m-shopping mall quality with Kano Model

KANO ltems Quality Factor S| DSl

DS1 Design 0.68 | -0.32

DS2 Design 0.63 | -0.31

. . DS3 Design 0.68 | -0.34
Attractive Quality DS4 Design 067  -0.38
DS5 Design 0.63 | -0.33

DS6 Design 0.71 | -0.33

Indifferent Quality Inf7 Information 0.5 | -043
Inf2 Information 0.63 | -0.62

Inf3 Information 0.53 | -0.58

Inf4 Information 0.65 | -0.75

Inf5 Information 0.72 | -0.73

Inf6 Information 0.55 | -0.58

Inf8 Information 0.72 | -0.55

Rel1 Reliability 0.83 | -0.71

Rel2 Reliability 0.75 | -0.46

Rel3 Reliability 0.64 | -0.88

Rel4 Reliability 0.61 | -0.78

IC1 | Instant Connectivity | 0.63 | -0.53
IC2 | Instant Connectivity | 0.69 | -0.47
IC3 | Instant Connectivity | 0.74 | -0.56
IC4 | Instant Connectivity | 0.77 | -0.6
One dimensional IC5 | Instant Connectivity | 0.75 | -0.61
IC6 | Instant Connectivity | 0.6 -0.6
IC7 | Instant Connectivity | 0.53 | -0.49
IC8 | Instant Connectivity | 0.69 | -0.53

CVv1 Convenience 0.62 | -0.47
CVv2 Convenience 0.73 | -0.56
CV3 Convenience 0.58 | -0.45
Cv4 Convenience 0.62 | -0.49
SC1 Security 0.61 | -0.84
SC2 Security 0.61 | -0.86
SC3 Security 0.62 | -0.87
SC4 Security 0.55 | -0.78

Cs1 Customer Service | 0.7 -0.7
CS2 | Customer Service | 0.64 | -0.78
CS3 | Customer Service | 0.76 | -0.57

Reverse Quality Inf1 Information 0.08 | -0.08
Con_easy of composition
1.00
Rel_Customerization
IC_on-line searching
Des_layout of letter &...
Des_visual effects
Dgs_excellent graphics ...
-
oo e
Con_kasy of learning how to use 2o
Con_various payment...
Id_Mobility
Sl 0.50 Info_Relevance of Info. s
Info_gn exaggeration of info.
-
0.00

CiRfolat gl B¥Se 25 0jY Elgsz 2Eg
QT =, CIXIQIO| Dj{Z0|ALY, ZetEALE, azjmo] 94
Si7iLL, M9t TRlo| BiX|ZL E2LE AAto| & BHE|Of @
AL, AIZER Bt SO 9E2 L)X/, i AP
Ble 2UES YoF|XE SHeCh.

HOMdT} pEE EHSS @ UYUE EXpiz HEg
ATt =, HYHRO| Cfeh moto| HASlm, X|2Alo| OFY
Holmi, Jjolert wSE D, ALY SEeEAMo| Cte
BiEg Yoo Hifjo| Aol 2oEeS Yozt

DMHAQH BEE ERES mE UYUH ENpsm 2
ZEQCL =, ASTL AZE F1, BATFHO| T, His
O] Al&BICIR THES Yor|nf giTjo| A0 205 U
ozict.

o

rc

422, DHUZIH0| BE £F

Timko(1993)0] SEWHO| Wat DIEZset SUEZ)
3oj0f wat 2 MEl2 £42 2Es0] HABE Chol
<Figure 1>1} 2T} O|F EIAAdE=z Am=, CjgDt 2
ot Yol A2 HEo| WHo| REA BUQL|, BN
2 H2e ojEy 2ol a3on 1 oot 25 U
N ZHgrz SRUQICL A4 7|2 AHEH, L@
Edas0l Hoo| WS MO UEALT} 050~0.72, 2
OFEA =71 -041~-0.7322 LIEIGCE =, BEMH2 M=
ol MEo| BIEE, LUEE Ao & Ak A2l AP
ENHA HEL 0j2Y EUe40), 1 oos 25 AU
Edesz ERECh AS0 |3 MEEY, B}
0.61~0.83, 20t=2|5=7} -0.46~0.882 LIE}GICE =, AZ[HO|
£2 A9 0|8X} BIEE AXD, HIY A EUSE =2 4+
RUTh ZAIAZNO] 49 05 & FPEIL fy Euas
of, 1 o= 25 YN Euesz ERECh Aol 2
7|8 MEHBO, BEALT} 053-077, SUBALTE 049~
0612 LIELKITE 5, SAQZ4L HH= o= FEo| B
£, 2UEE 9oz 4 itk HolMo| AP NEm FI
Mo g E-aAl, 1 oos 25 oj2y Zugsz
225Qi0h A0l 27|18 MEEH, BEA%7} 0.58~0.73,

A

IC_Instant connection
IC_Place
Info_understanding of Info.
IC_response velocity of menu
Con_Access goods info.
€5_quick delivery

. Rel_Good impression
IC_response velodity...

cs_a/S reliability
Info_Reliability of info.
cs_clearance of...
Sec_Transaction info...
Sec_Payment...
Sec_Privacy
¢ * Rel_Privacy
Info_Appropri...
L] - -
o ' info_sufficient Spn info. “rel_Relisbility of Service

IC_Connectivit
Py ! Y &'- Info_Accuracy of Info.

° i Y
Info_Q&A, Review Sec_Preventing usage history

IC_Access velocity

o
o e

.

0.00

-0.50 -1.00
Dsl

Figure 1: Service quality attribute classification using Customer Satisfaction Coefficient
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