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TE 23 thHsiao et al, 2016). ET3F 0|23t AnfEE gES] P
ekl 7]7)9] Wl BATERAL EkAel IS 7|4, mukel g
3t ﬁ‘?‘ﬂ’ {15354_1_ ]]q'(KOUI'OUthdndbblb and Giaglis, 2012). X]:LW]'X]

o Qoll TEF AT AskE DA 2014 BHL AR BHO

O
= m}l_‘
flo
[>
1,
ul

r>4E

o X

oo

2

Er_l
)

0_L4

ok



ofAlolz] R M9E M23(SH 183), 2020

ol5 flol AREAF oA mekYd Qo] a&A 9 wEEe BElE dAT9ES
21383 YThHoehle and Venkatesh, 2015).

W W B E o2 At IR Wofl Bt Aot ol =gt
T AFES FE4], GPS B 91A] 7|9 A&, ZHER A, dE A Vs 5
of thet Aoz Hutd Yo AMS F8) = 7ley ddd ol /S
o] 211 itk 2% Qv et al, 2014 7117} HE}Y ofZajA o) A2 T T
g HlolEE #Alste] Aejstal Qiok. 150 dAto] oJstd ol2Rh XK E 7]
i B Q52 270 FRE 9 AFshL, 1§ uAS0] fFEAHIA
2 QAgsfiorst ARg-o] 7hsdt P = Afn|AE AL Qlekar Attt o]t P
O] Au|27t f= HHEA W9 & Frtol|l g4 S = ojHpA|RtkaL A5kl
At

|

2, I}R], 2HE 3 2oy o =of ek AT

12
1o
Pl
J\I
I'E

i (App perception)

aHAEO] ANEE Q) 2B o|§sh= FH ol F sl 20 &
2 3he S8 ZRIWE 7|2 wj7|x] ZaadEg A Fofd 5= S
Aolgk= 717 tiio]thikuo and Yen, 2009). LA 02 Q AT ojofA A
= W2 7159 A StE Z2OYSEY 7h4o] & Holt, of=Hlute}l B
E(Jarvenpaa and Todd, 19979 ko]l W= Aol thet x| Zko] SIEul Ftufjo]]
ARAQ AFE L dgskal loed, anAkES et AlEa A9
o] Arg o] zpol7k Q= wf S Hgttkal A9siiitth 29 7HH = FE
WA U2 7152 ZFA] o] th(Turel et al,, 2010). FH O] 7H]= &HAES &
A A Zbo|| Biglg Tl ARE-ShE qioll tiRh 4xR|A} FIHE Rtk £ 7HA]
BA7IA R Fa% v2Y2o HE 29l 59 shubolt) whebA] ghof
o = FEY 7HA|of el arAEe] g Bl eof gk A RS Asleitt o]

rr
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Chpeng et al, 2014). & Ao A= 4o 2|7t aRle e 7H4 2 F4S A6t

et

2) 1124 AMH| 2 (Customer service)

I AH| A AEA ezel Aol e AEsts F23% 840]

oh 2HAES HE FUY o] ZAECR W oyt S & ARRA
= =3 Qe o]k 2 1A AH|A Bl wAl= 4O AR ’eTE &

e WA F ool B2 FEREIT QlTHYong et al,, 2014; Chen and Tsou, 2012). Z|7-

Holl et W Au|AE & T AlgstA sty 913t Mae=A v, B4

d, AFA, 304, B84 52 1 AUthman etal, 2013). 2 A= &

KB 251 Yokl AR AN A0t Bl R4 BAh 7

W 1A P ek, Wk, R, B4 52 Al

3) T 2| M(Perceived ease of use)

Y ARGl SlotA HOAEE B[R] 2 ofF oy =8 lo] Awkzlel
AE"E SAE = Aol tiet =7=7He YERH 30| thCho et al, 2009;
Hess et al, 2014). THE Wp50] 2T ARARSS B Heleh Al28S AEgh
Ch(Jiang et al, 2010). 9§ ARE-S] HOJdof tigh 2142 ) ARR-S] §olA, S|z
= AEO B HE ol thgt Bt dEEo] Qlthsueh et al, 2014). 20151
Strategy Analytics®] Ao W2 W AB|REE AntEXZo| ThE 4n) A 4=
S vl wak R skt w9l

= ATl o AFg] ROl ta A4S ZH5k7] 9 4ol atsuch
et al, 20140 2J3f] A% FLul] 7 (Purchase Experiences) 3 H4=o] AR&-A}2]

ARG B ol TiRE Wl A ) 45, FE9| e, Al bk 5HE 7t
1=

< ek e o]zl § ol &5kl 9]

S A B AR 52 AAIH A 49 o3
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=, F=2 "e, 2Alede] tfd Solt

4) C| X2l (Design)

20EE Q1o) TRIQlE HF Al e zeel miate] oAkl nt of-g-Fct. Anf
EE Q49 ow| A7} HAIA Q] vkt A tulf SJAte]l 3721 FakE 71Xtk
THE SA= JARE AP E olm| 2|7} Hupd AwA0] 29 @ dlojeh= A
2]9} olwi and veh, 20109] A5 S8l FHE U TARRLE xH[Abof| A X
e =7A s, 259 Hw =S w0l A= AFHE fF=gtha
and Yeh, 2010). YRHA O 2 AREAFEE o] thet 2[43he] AgheE ARRES 7h
AL St oARE A7) o] Y& aASh= QI H o] A YRR AFEA}
Aol 2 TS n|ZIthxu et al,, 2015).

AYATLEL PRI @47 ASHRAIT AFol 713= FE dASH=
9] 23 A Th(Tractinsky et al., 2000), A1 @A muld 7AQJo|L} Yrto|Eo]
3t 7FxE ke F3FE 7] ZTHCyr et al., 2006; Ha et al., 2007). 2] 1]d QAL
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ElHGA, Ao E 7E ), SUAEEAE e, T 53 AT
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(Batra and Juneja, 2013; Agarwal and Bhatawal, 2015). aC ﬂ?—oﬂkl—“f N _/lﬁoiﬂ o4
e 23] 18 HROR ME dli ol BAE, ME $7 SE, AR A%
X 52 ARt

2018 AR = o thNoida, 9l Bio] Ajmapof| AULEZES AYAts)7]
91t S ddjH g EFstglen, ol & Sl )l AlgolA] AnfEZo| 3
golalz} shi= et SAE Ho| a1 Qlr} IDCE 2017 Q1=8] AnpEE
AZyo] Fat, mlate] o] A 39| ol 2018%01]% uag F93 A

o

0% FAsR Yk AT ARG AEE otk AFH FFL v
o= Amul Sl ool 84 B4 ook e, S} vl ze) g
BrjR RO, o] AEE o AlglE FEuT girk 53] A7) <
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o AOR o dHuA, 1estE de 7 5 e S 1Y de v
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2 Y OEE £E 201249 66.59 oA 2017 L7HA] 15699 Ao 2
Ao m AR 20184 Vo2 2 EEo] 2Eoo S5E
2508k 7olH, of & ] AE oY Q) RRE F4 = 1,7709 g 7155kl
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=7hd f 2E0]9 Q7] ZH A& AR, 92 A9 19]=
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ST ol

. 2ol

AL 123 olgA A de) 1AV} 1 W Ay 2o of
LAg 245 9ot RS 1Y 13 g,

1) QHO| J1 ZHT|X|(Customer value of the App)

A7 A = o] A Ao FRa3t 52002 AT THKim et al,
2007). °| A2 7RIS AP AlE T MBS IF AT ARG A gt thcrurel
et al,, 2010). AR&A} IO A AJF} AH] 0] ZRRE olsffshe A AEA
O Hero® QIAE AL glom, W 79 HubA Q] v =Y A Aduto] AZ T

Ul o 2 7hA= A8 A(udlitarian) 72 F 2 (hedonio) 7R 2 UE T
(Poyry et al,, 2013). 7] @|(Kim et al,, 2011)= HH}Y Ja} st 11 749] AH] 7}2] 9]
Al 7HA] 2H G154, AR, A=) B[R] Sl oo ke m|Ritkal A
gkt

2HZ}F o] Te AFES AFE Be AHAE Y8 dF YETt 5429
7110l o8l 2h-EHE Hof S YlthKim etal, 2012). H-82, A, A=
2 AFg)A Sme] 71A7F Fagh adlojgh= Ao] JFE I @l thBanerjee and

Kumar, 2013; Chiu et al.,, 2012; Kim et al,, 2012). W2}A] E4=9] 73] 29 a1}7} 5

i)
.



AOEE o] 7R [ O|EF

Aol BE2] dl&89l o2 dBEofof gt

¥} 11 E]<(vang and Peterson, 20042 A|Z+E 71X 7} av| o] Ae A A of oJ3F
S 0] Byl ol e}, WAYE, WA ALGOIE, FAES 2E A9lA AvtE
e FF= AL FABA AL AR ol AR S o] ol ThE
e A9, ohA] 2 Aol 7hA AulE 25 Hkveh and 1i, 200, o2
Sol, m7jo] g 22Eolo] 4 mukel QL Fujske: 3 uf, 2=ole] AXE
o] 74A] 9l EAdol|= G WA, A4l o Fufjof tieh v ol 24
S 2 OIhKim et al,, 2016).

AR TR olA FERt AA7ER], B, AT o tof #EE = B2Bot
B2C $H7ollA AH7FR], vkt At o= ko] AT WAIE AR A
AR R AH| A e 9F AH|RL E FokollA thpo] AE Folf AL
AZHl VSR ZH| Y2 SNS A H]|A(Lu and Hsiao, 2010), X&) IT AH| A Ket-
tinger and Smith, 2009), M H}IY F7}7}X] A H] AKuo and Yen, 2009), HH}L Al7] ]
(Basole and Karla, 2012; Dutt and Kashyap, 2013)2} 2 thoFgt Aol A AR&E] 1 )

th &, 149 A7} wEel] FAA G FUA, Ao e Fa A

AsH= 7o) ofs) Woehe e makeiy,

al
AFels MR LA Lol AE AT 7R

7ol e 27] A7 3
oW p e AEe B FHE T Ao, Aol ABe) Y
WEOE AT Yol §A 7hu k. WES VAL Fuskn §A5

i)
rlI.

Aol 7]
o] Azl gt AvtAl 14 Solth T Aol A EH}‘” SLES AHL
L Ao anjzte] HEAQ AR zto 7 A AR Aolgitt Ag-}e] uk
S A &A ARGl BEE AtF mutd 4o AtollA HAAQl o= He

2= 1371 Q) Thsiao et al., 2016).

e



OtAlol2|F H9H M22(SH 182), 2020

A Ql(Chen etal, 2012= HHFL ARGALY] = AYoh= A HRE A&
A AR om7h St LA AR SRS AQkskGie) o] mElof A
AREARS] A &A QL Q== HHEY o] ARG RhEIE 2|49 mutd f AR

Azt D472 AR E BRE 2 0] MEES 7P AR A
Al ol 2ekel S ARgSE= AT Q=g 7HAl= Rkl qlrkal
ok &, 2Hpd Qo] vk} |44 o Ato|o] HAl= AP AR HAFHS
(Thong et al., 2006; Wang et al., 2010; Chen et al., 2012).

ojAY WHFA Au|2of I R o] AFts ERF RS0l Juf & 9
FAOR YIS vtk FAstAL glon, o)z who] X£4] oo

L
(o) 1
A 2 209S ol

JE

2) BF=(Level of overall satisfaction)

B 7L AFEaE Aul o] Fole) du) Ae] 2SR Alzke] A

d
&
flo
B>

o ufet A EE WA Bh HEES QJu]@ThChor e al, 2009, HYFA W
o $Ee AET Aul2e] W, Bod 2AS EsHE Ae) chord Z e
BelElo] k. A&H LS Bl S aulAe] FHES §AL, &
A9 S R olth, WS o A T T A7 Ak Alols] Aol
of ZNkA 0 2 RS u)Ae uhe-S Wl

B Aol AR BEL SR Rolu Auls o), 5 L] Aol of
o ulahe] Zgkaolm ANl Bk e ofnlEThou et al, 2015). THEEA
£ Aol Aol gEe Aot B oA Aol nARET} PHE, A%
3 Aulso] gt W, Beld 27 B3 2 ol ot Aud BE A=g

3) MO0 2| (Repurchase intention)
Aol ol Qf AEofolA] Hoje gk w2 Fuljgt FF

(]

| gl dwixirt

A ol ot 4o dai A e e o seel)
24 29 95t W BrhA aglolth A4Heln FHH 1A o3| 4
2H e A ABol G A1, 1A A 945011 ofaf shjeck



ADIEE o] D2}x | 0B

Qiol z]1zF 291 | Kuo and Yen (2009), Jarvenpaa and Todd (1997), Turel et al. (2010), Peng et al.

(20149
W AE| A Yong et al. (2014), Chen and Tsou (2012), Tan et al. (2013)
HolA Cho et al. (2009), Hess et al. (2014), Jiang et al. (2010), Hsueh et al. (2014),

Strategy Analytics (2013)

tjz}el Li and Yeh (2010), Xu et al. (2015), Tractinsky et al. (2000), Cyr and Ivanow

(2006), Ha et al. (2007), Speckyboy (2015), Xu et al. (2015)

=37 Shimp and Andrews (2012), Valette-Florence (2011), Okazaki and Hirose (2012),

Vasileiou and Rowley (2011)

el E 9d Atilgan et al. (2009), Kim et al. (2012), Xu et al. (2015)

424 Kellogg et al. (2014), Wei and Lu (2014), Batra and Juneja (2013), Agarwal and
Bhatawal (2015)

=) Choi et al. (2008), Xu et al. (2015)

Aol o= Thong et al. (2006), Wang et al. (2010), Kim et al. (2011)

(Thong et al., 2006; Wang et al., 2010; Kim et al., 2011).
AB7hA) A et Bl A7 E Aelsh E 13} 2.

2, H7oHe

1) DT PA|Qf THEOf| 25 7t

Ut o2 7= Al8-A(udlitarian) 7FA| 2} # 2 A (hedonio) 7FA 2 W TH
(Poyry et al, 2013). FE7]E] BN 7= AlEL AH|AE B5s5H7] 9%
571 59 71541 7HA et v 7521 BA A, AFSA Rl 7HAE Egslo] 9
31l QT Turel et al,, 2010). 7 Q](Kim et al, 201D HHF N3} T2 st 129 &

] ZEX] 9] Al 712 A1, AAE, AslehS 28|RRe] Sl oo ke m

Aok A9tk F QChoi et al, 20092t 77 2lxXu et al, 2015)= 7] o] th3t
T AR g e 44 de L 749 Aoy AlE T 2 8
Qlof gk Lo 7 FAYE Tl Hlrh & dAtoflA = St qiol ot
T2 AFARE ] "ol tigh 3 AQ1 AR 7|E Ay dEE wEn
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At =T 1A
TH T
=
of,
o2k

744 1 @l Qo) Az 29l

M 141 ol A e} 27k 8.9l
P14 1:2) @A) Q)] 12 A Kot o

[7HE 1-3] Sh=oll A Q9] Ho A2 whEoll F o] daFe mE Ao]
[7Hd 1-4] ol A A9 TARelS Tkl H o 97 v A
7HE 1-5] @bl A § ool A st S FARE W ool 9%

u| 2l Zo|c}.

ol A o) AN E o] Hars Wl Awe] 9FE A

Zlolt.

PH 17) stolA] Qhe] AR Bl Aol GRS 13 otk

1> rlo f
re
A
2
2
E
1o
of
ok
o
=)
e
pocs
©
o

rSL [L’lo

[7H 1-0]

M

7H 2 QUEoIA] Qo] IAZEA] Rl W] Hne] e v]A Solck
P14 21) QA 9he] A2 8918 gl Fene] GaFe B8 Aol
AN

[7Hd 2-2] Q1 ol A jo] 12 Au]

(7 2-3] 1=l A o] Ho é%

(71 2-4] Q1= ol A <fof TjRpqle: v

[7Hd 2-5] Qlmofl A |ff ik oA AAste S0P TEoll oo FF
< WA Zlofr.

D

=)
JN
2

P14 26 Lol B AR o] Bt el Fnd] G v
Zolet.
Ph4 27] QLo o) AN wE] ool GaEE WA St

2) IZ7ER| 2t RO O|E=0f CHet 7h
% 2|(Thong et al., 2006)= A7} } T of| U3 Aol A Au]|R}Q] F
W SR RSl TARE o] AYECT T, By @A
(Kuo and Yen, 2009; Wang et al., 2010; Udo et al., 2010; Kim et al., 2011; Ding et al., 2011)°]|

ofsff LA7IA|= AT ool A AR BA e wrE



AR 58 AE] Al ZHE Ho] ofuet AulselA% €
= —é—@E]I’_ 0. (Choi et al., 2008), © —3— ]'1:61' W& AFATE AH A A
SLES 19l Q

717)9) %7} Ao wat 3ol

e
o) w*ol 498 2 992 wo}% Aok, upetA] £ Aol At Qe
A R02 WaEo] thgut ol 714

7H 3: ol o] AZEA] 8912 Al oo Fnel Y= vl Flojok
%

[7Hd 3-1] F=roll A 9] 212t 8912 At o o]l o] P2 vl Aot

7HE 3-2] b=l A q19] A Mujs Al Qo] Fwo] I v A
ojtt.

(71 3-3] Sl A Qo] HOlAJ2 At} of ol Hhe] 97

PHA 3-4] SHkol A 4o Tlxkele A o)mel Aol Gare md Zelck

P14 3-5) @ael M Q) sl gl AAlshe SAAARE o) ofwe] Hew
o Ggre u A Aol

P} 36 gFel A 4e] QIR 1ol s Ao omo] Heel JF
2 w4 Aol

7He 3-7) b=l A qie] A2 At =0l Fwe] Y= vIE Aol

7Hd 4: Aol A e LATRA] 2.9l Al o] Hwe] Y wA Aol
[7Hd 4-1] Q104 4o 212k 8918 Al Qo] H@e] P vl
[7Hd 4-2] QI=ollA q1e] 12 |2 Al So] Hwof S vE
ot
(71 4-3] Ql=oll A ief w2 At om0l Hhe] F2 vd A
(71 4-4] 1m0l A o] HApQl2 Ajtul] 2ol Hhe] L& vl Aot
[PHE 4-5] Aol A qf sdrfjabgol A AAafshe FARE Al =l A
o] Y& mE Aol
[7He 4-6] oA o] AR E o] FEs Al ool Fne] ¥F
< vE Aol
[7FA 4-7] Q1 ol A] Qo] AAAL At ool He] P u]H Aot}

ABA Uk R AF
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3) BHES 1t R ~FoH o|E=0off CHEH T
RHE3} Q7o) oo Tt 71Ee] Qi wEso] A jwe] FHHe
A0 2 YR ChHsueh et al., 2014; Kuo and Yen, 2009; Wang et al., 2010; Udo et al., 2010;
Kim et al, 201D). 5, TFEo] Fuff & ejeof FFa n|A|H o]2|gt B == Al&S|
A AT ojof kS Rtk Il AU, oJoFs, AFEAl 422 AH|A
ARE e s g S 9] v Jw=rt At o=E F7HA7]
© Ao YEyton, o]z ukEo] A+t oo JFE vA= Fagt a9l
Q)& mo) 23 glr.
mutel Au| 2o ek ABATAE ATS0] FHA P ool 7
o] UATFL B THKim et al, 201D). O] tHFEES] Al HREA|AF Bl upAY
Aot AR AE Kol Zlojn, ®uld AH|Xoke Tho] A|&A ARG
o] ZHe3t aglo] "= 2 ofn|git
= AR S0 o] Lyl S n|g o] 4xHlA} ), 55| At
whe o) O AR S Bl B FR3 S T Aoleh Qolut Au|xo] o
HHQ) dnlA 2 A Bt RS AES Tl o) o)
o

Aol FAlol th2 ARolAl #3314 & Aot Wk 2 A+te v

52 Al ool H o] FFgFE v Aok
Z-2 Al ool Ao] gk v Aol
4) eh=2t QIO TZHTLX| 9| Afolof CHEH 7

wutel Qo] WAL F7PER ALGRAolt FTFHE BE FolA B
Zpol 7k Qle. 2upEEo| AAH F Yo = =7t 7071 4k, Fh=2- 907
Aol 1y 175 B8t Al ARESh= 49 Tl AE@s 7 TGs
Hop 25 o @k 293l 5FF Bt AREEw A9 e d=azn7t b
©7/HET}F B WThMobile App Download and Usage Statistics, 2019). 912] &322 nfj&
chopste], E7pEE oY) i A Lslelw we Holzt ek wate] A
oz ~utEE ALgALY] Yekivt B POE Bt HAA el ol4atn, 1
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ADIEE o] D2}x | 0B

2 TEO IFEAN EN
Gl = g=(%) Q1= (%)
A w4 55 67.4
4 45 32.6
o] 15~19A4 15.4 13.4
20~25A] 41.1 33.6
26~30A 16.3 253
31~35A) 14.5 17.9
364 o)Ak 12.9 9.8
AUEZ ) AEO] 1H 3.5 11.5
E 2~59 11.4 27.8
6~20 18.4 39.2
21~50H 49.8 9.7
508 o)A 16.9 11.8
T Y AEol 30& gk 5.8 14.1
A3 A 7E 30~60-& 18.1 35.7
1~3A|17¢ 55.6 39.5
3AIZE oA 20.5 10.7
A Q] 2Eo]o 102 wjgk 43.2 29.4
ARESE v 10~30<2 25.2 33.5
30~50< 2 17.3 26.1
S0Eey o]A) 14.0 11.0
ste JEE Adust 23 o 2 918E A £ AL 2Pl ol
QA= 0] QUEY o]§- A3} Fo] S7PET). Bhte] A9 Ante
Zwgk ol YAE, wEH, ZEAYY] 5O TR AAE AMste] o
EHUlS o] §5tal QIX|NE, Q&9 QIEUl AFE-S] 7§ AntEE o]Qlof thE &
29| Bggo] wols AnfEZ| tf3 |2 ES} o} &2 Mol Fhate] 7
% Yolup =2 O] ARB-o] TheFRt 7|7 E FAMEl= Aol AN, f1kE9
39 AHgShe BE olut Zelxr} AntEES FAOR FEEHIL 9lojq 2
ntEZef o £ 8-S Yl Ao AztErt o3t AR SPAE] TE
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ATl AFGE A Az, 12 Aulz, B, HRel, H7, AR
21 S, A ool theh HEE] ARy U gy
492 Smat PLSE 9 AASISIE & 33 o] A A% AEAS 27

1 oA ZF AR H 9] A AIZ| T (CR: Composite Reliability)@} Cronbach’s

1o
e
iih)
X,
2
jug
=
2
-0,
EI IL:
P

o7} B5 0.7 o]Ato]ar, ZF Q19 HFEAFS=Z(AVE: Averaged Variance Extracted)

O

I, EESHE 2FskEk0] 0.5~0.95 Ae]e] grolm o7 ol4el uiath, KQI%
B1eF9] t-3H50] 1.965(E= 20) OJAFO B A §-0l517] wjHol|[go)42 0.05, t-4/CR
(Critical Ratio)>1.965, p<0.05] %)% EFFA0] Q= A S &2 YElTthe=a 2012).

3t 49} Zro] gl AR} EH%J SHEF O Ffole, A e A
Al ol A 71 2 A2l 0.85=2 2] o= 7he) AA4) 2] A<l
0.728t} TFE9] AVE@0.77)8} ATl 9% 9] AVE(0.87)7} B T 7| wjio] 2
EfgAdo] gl Ao g Yelgtheza, 2012). A% AREALO| it S5 o) A
L, A 2ho] Al oA 7 2 A Al 0.820=a A o)
ko AaAeH ] Al 0.67H T TH59] AVE© 792t At 2] 9] AVE(©.85)7}
% 37] wFo I elgAdo] e AL E YEGTHeEg, 2012).

Ao Sloll kol A Aozt nA7EA| e} vk gl A5tul o) :=oF whA| o

A F2EAS SFITh Smart PLSE Fd A2 AdeE 2Qlsta

A7 WMS5S 24elsict pLsk UARSe] Ae Hojslrt B1olo)

= 59} Lol T Al 718 FFslo] ol &K we} Aukd Agwg kel
Fth(Chin, 2000; Hulland, 1999; Tenenhaus et al., 2005).

A, WA AgegS et 24845 REES dS 8T A2 A
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Cronbach'’s Cronbach’s

Alpha Alpha SN
ol 831 [26.768| 07652 |0.823]0.651|  H¢] 750 | 22422 07547 ]0.821]0.589
At el s76 | 18.001 At a)l | gs4 | 14.242
801 | 16.007 883 | 11.232
878 | 9.011 810 | 9.231
798 |11.038 740 | 11.232
856 | 12.037 831 |10.132
ki 905 [12019| 07341 |0.891]0.739| 17 750 [10.122 | 0.7456 |0.832|0.714
AEIZ 011 | 11.003 AEIE ) 854 10322
954 | 20.090 771 13232
932 |25.025 888 | 18.232
925 |10.032 707 | 9.232
911 | 7.021 801 | 3.532
g | 935 | 9.021 | 07121 |0.822]0.699| HeAd | 801 | 5.242 | 0.7787 |0.800|0.679
785 |33.332 799 | 19.242
854 |30.272 744 | 28.422
765 | 33.212 749 | 18.232
799 |17.323 839 | 13.242
gzel | 932 [18232| 0.7721 |0.855]0.712| kel | 800 | 16.941 | 0.7235 |0.821]0.689
900 | 19.242 801 | 17.232
954 | 27.322 702 | 18.232
903 | 26.284 801 |20.353
935 | 35.242 758 |30.204
) 855 [20.123| 07651 |0.824(0592| ZA 750 [19.203 | 0.7565 |0.832]0.558
825 | 12422 880 | 12.424
945 |19.342 882 | 19.242
922 |16.242 741 | 15.242
JHAJARE | 947 |30.242| 0.7012 ]0.876[0.633| 7HJAAGHE | 704 | 18422 | 0.7214 |0.834|0.693
AR | 045 | 33022 A8 | 707 | 20132
905 | 10.242 803 | 9.023
948 | 9.243 703 | 8.242
925 | 11.244 802 | 9.422
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Cronbach'’s 2ol

Cronbach's

Apha | CR AVE t-gt Apha R AVE

AAA | 755 | 27124 07455 |0.821]0.753| <AAA | 700 | 25421 | 0.7235 |0.744|0.752
725 | 45731 880 | 30.425
789 |39.780 882 | 28709

== 806 |36.812| 08563 [0.899]0.770| 822 [31.896 | 0.7043 |0.735]0.739
856 | 28.801 823 |26.001
745 | 21.232 877 18791

Al | 806 | 9321 | 08234 |0.801]0.873| AlFHf | 822 | 7.806 | 0.7011 |0.701]0.848
A= | 856 | 8122 A= | 823 | 5856
745 |19.123 877 | 12745

A5 A6 A7 Bl B2 A1 A2 A3 A5 A6 A7 A8 A9
Al [1.00 1.00
A2 ]0.65|1.00 0.54{1.00
A3 10.45]0.55|1.00 0.48/0.52|1.00
A4 10.56]0.65]0.54|1.00 0.65|0.61{0.581.00
A5 |0.47]0.71/0.66 | 0.45 | 1.00 0.4710.55|0.69 | 0.48| 1.00
A6 |0.65]0.67 |0.76|0.56 | 0.54 | 1.00 0.48/0.61|0.71]0.590.65| 1.00
A7 10.5210.62]0.65]0.52]0.67 | 0.54 | 1.00 0.48(0.56|0.55|0.58|0.63|0.76 | 1.00
B1 |0.63|0.58|0.60|0.49 |0.77 | 0.66 | 0.75 | 1.00 0.5510.50|0.59(0.53|0.76 | 0.56 | 0.77 | 1.00
B2 0.5410.55(0.56 0.72|0.60 | 0.710.79 | 0.85 | 1.00 | 0.49 | 0.51 | 0.52 | 0.65 | 0.60 | 0.67 | 0.71 | 0.82| 1.00
AVE | 0.65[0.74 [0.70 [ 0.71 | 0.59 | 0.63 | 0.75 | 0.77 | 0.87 | 0.59 | 0.71 | 0.68 | 0.69 | 0.56 | 0.69 | 0.75 | 0.74 | 0.85

Al: App Perceptions, A2: Customer Service, A3: Perceived Ease of Use, A4: Design, A5: Promotion,
AG: Customer Risk, A7: Connectivity, B1: Level of overall Satisfaction, B2: Repurchase Intention

831, 4026 o4, F(0.13~0.26), 3H0.02~0.13)F LEE}o] Teksict Yy
Ql Ajtull o o] RPgGHE gh=to] 9 Al-g-Abof| 4] 0.838, Q12| ) ARgAlof A=
0.801% el

A, HAN40) FEA Redundancy G NSATE 2|55 ALgSHH, o] 2
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25
#5 M X5
o= QT
R? 54 24 R? =54 24
Mol K7k g0l 0.711 0.756
7 AH| A 0.687 0.567
HolA 0.832 0.800
tjzpel 0.827 0.788
EX) 0.799 0.865
HelAH 23 0.698 0.597
24 0.845 0.813
o= 0.827 0.776
AT o= 0.838 0.602 0.855 0.801 0.576 0.746
B 0.838 0.602 0.787 0.801 0.576 0.745
Huka Aele 0.812 0.772

o] 0Xt} AW ASHY LT} Qe AR Attt A o] FEALS 7
9]  ARGAFol| A 0.602, Q1% 9] ] ARgAF A= 0.576.0. & LtEfRtT).

AR, Fr2m ol Mebd] Aot WAHs RS B3}t 354 (Communality)
Bate w @Y AlETer AFESH, 4036 o1, $0.25~0.36), 5+0.10~025)
2 rEsto] st ek Agtes o] 9 AREALOA] 0.812, 1= 2] Y
AgALO A= 0,772 YERyTh

2) 2ok A=A % B2A0l ROl A
M AES A% wPel 2% Au] hE AHAe A % slzke 4R
8 o]22 el 13k 1Z0E ARSI FU5ENH 0=0.05904
|t[>1.6450] A2ARe} 7hdo] folshety Ret @t Qo)A RARE
Aol et BN wiEe] gt FRYYAe] 24 v U Y 4% 2
£ Aelshe E 63 2ok
oAfe] ATE o = AT M) YRt A of 2 UAshY cheat 2k
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Hl
»
N
nx
oy
ol

st= o=
7td 42

AEAS t X HEAs ot x|l

H1-1 |99 Azt a9 — uk= 0.245 | 2783 | YES 0.289 | 4.011° | YES
H1-2 | 327 AH|A — ghs 0243 | 2554 | YES 0.156 | 0.882 | NO
H1-3 | HelA — vk 0321 | 4992° | YES 0215 |2993 | YES
H 14 | YAl — 9 0.324 | 4052° | YES 0211 | 3111 | YES
H1-5 | X — jk5 0299 | 4331 | YES 0.197 | 2971 | YES
H1-6 | AR $9 — vk 0.246 | 3.322" | YES 0.177 | 1320 | NO
H1-7 | A434 — v 0.166 | 3.951" | YES 0.234 | 4113 | YES
H2-1 |99 2)zF 8¢9l — At o] | 0267 | 2.322° | YES 0.221 | 3881 | YES
H2-2 | 2 Hu|A — Yt o 0.264 | 2302" | YES 0210 | 1253 | NO
H2-3 | 1A — A7) o= 0.246 | 3.341° | YES 0.200 |3.073° | YES
H 2-4 | t&Fel — Zjtmj Q% 0257 | 3164 | YES 0.178 | 3.184 | YES
H 25 | &3 — A7) o= 0.255 | 3.493 | YES 0.234 | 3594 | YES
H2-6 | HIAR §J¢ — Ao o= 0.145 1.950 NO 0.176 | 0.953 NO
H27 | 444 — A7) o= 0274 | 3.950" | YES 0.155 | 2870°| YES
H3 |9 — Ao o= 0.200 | 3.992" | YES 0.134 | 1553 | NO

": level of significance 0.05.

7Hd 1: aroll A o] A7ER] 81 Wl Hho] FFE v]A A
7Hd 2: QoA o] A7EA] 83l T Hh)Q] P u]H Ho]

0] - WO AATIA (o) 2|7k, ;A Hu|, Hel, TRpel, 3, AR $
3, A2)7t Tl FFS v Ao 2 A 7ol Aol 9] Azt Ay
Aul2, HoPg, bRl X1, i1 R AF, dddo] Wl S84 HAE
ERTh &, t-4ko] 1.645H T A ER §O)=2 5% ol 4] §-9]strhal & 4= Qlrt

01594 35 7HE 2.2 Hul), 2-6( 1 93HS Alelgt Y 2] 714
SAACE Fogt Ao w eyt &, 49 A2k Ho, tARel, £21, 440
ZAREARQ] TS ol F-o5=E 5%l FAA A BAE UreEbh

W

7h4 3 gl Al Qo) IAZH) 891 AT oo Hwe) JaEE 1l Aolct,
714 4 QLEAA o] mAZH) -1 Ao ool Awne] g u)d A
3Hte] 49 o] ALK felo] Auh oo G nlE Ao A 7}
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Abstract

Customer Value of a Smartphone App:
A Comparison of South Korea and India

Myung Moo Lee Sungkyunkwan University

Today, mobile devices serve as the primary communications and media
vehicles for many and play an increasingly important role in the daily lives
of consumers in both developed and high-growth economies. Smartphone
apps are software applications developed for use on mobile devices such as
smartphones and tablets. Once developed, an app is sold via an application
distribution platform, commonly known as an app store. As the profit margins
from app sales are small, an app should ideally appeal to a large number
of users worldwide in order to be successful. However, many developers
are unaware that users from different countries have different behaviors and
needs, and that these factors affect app downloads. To better understand
today’s mobile world, we selected data from South Korea and India for an
indepth look at mobile consumers and how they use their devices around the
globe. The proposed research model includes a number of constructs such as
app perceptions, customer service, perceived ease of use, design, promotion,
perceived consumer risk and connectivity. In South Korea, empirical results
revealed that perceives consumer risks have a negative relationship with
consumers’ perceived repurchase intention. All of the other variables are
found to be positively related to the repurchase intentions. In India, customer
service and perceived consumer risks are not supported and all of the other

hypotheses are statistically well written abstract.

Keywords | Smartphone, App, Customer Value, Satisfaction, Repurchase

Intention, South Korea, India



