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Abstract

In this paper, we propose factors that influence on the mobile commerce satisfaction conducted by

data mining and a PLS regression analysis. We extracted the most frequent words from mobile

application reviews in which there are a large number of user’'s requests. We employed the content

analysis to condense the large number of texts. We took a survey with the categories by which data

are condensed and specified as factors that influence on the mobile commerce satisfaction. To avoid

multicollinearity, we employed a PLS regression analysis instead of using a multiple regression

analysis. Discovered factors that are potential consequences of customer satisfaction from direct

requests by customers, the result may be an appropriate indicator for the mobile commerce market

to improve its services.
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[I. Preliminaries
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1.3 Take Advantage of Reviews
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2. Theoretical Background
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[Il. The Proposed Scheme
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Fig. 1. Research Approach
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Table 1. The Result of Content Analysis

Frequently Used Words

Questionnaire

Success
Factors

Mentioned References

Functional

payment, credit card, auto, dibs, cards, convenience

simple?

goods, brands, products, new, product, type, used, | Q1. Do you have a variety | C o nte nt | motivation[9], Content
duplicate, up—to—date, item, sold, quality of quality products? Reliability Reliability[ 191,
Informative[20]
Pleasurable
composition, text, design, main, button, view, sort, | Q2. m ot .l vation[9],
; ; . ) ) . Entertainment[14]
photos, simple, images, interface, organize, category, | Is design simple and easy | Visibility Perceived
page, display, screen, home to use? playfulness[18].
Visibility[19]
exhibitions, mileage, postage, gift certificates, entries, | Q3. Perceived usefulness[14],
events, earn, offers, cash, cash back, coupon, points, | Does it have many | Usefulness Perceived
discounts, hot deal, events and benefits benefits? usefulness[18]
Q4.
privacy, down, bug, security, reporting, trust, thinking, | Is it okay to use without Security Security[18],
stability, update, error, error, information risk error & security Security[19]
problem?
Perceived
Q5. checkout process usefulness[18],

Transaction
Process[19], Functional
motivation[9], [20]

join, trading, search, manage, interests, products,
advertising, purchasing, features, registration, logout,
login, menus, shortcuts, compare, detailed, selection, . . Funwctional
: . ) Q6. Do you have a variety | Convenience . . .
set, speed, time, booking, option, move, use, . motivation[9],Perceived
o : of functions?
authentication, input, cart, search, spell check, usefulness[20]
recommendations, click, leave, pop—-up, evaluation,
required, cell phone, check, member, review
) ) . . Q7. Are you satisfied with
exchanges, returns, delivery, delivery, installation, .
. the delivery and return . )
cancellations, refunds Perceived convenience[14]
process?
Q8 Economical
price, price, low, lowest ’ Price motivation[9],Price[18],Per
Are products cheaper? A
c e i v e d
Price[19],Economics[20]
Q9 Economical motivation[9],
answers, comments, messages, statement, text, ) ) ) Customer | Perceived
o : Does customer service is . )
description, real time, contact, sales . Service convenience[14],
fast and friendly? )
Customer Service[19]
Improvement, lag, loading and no signal, problem, | Q10. Does it react fast and
repeated, battery, version, server, modifications, | consume less battery than | Performance N/A
connection, capacity, operation, access, optimization, | others?
execution

consulting (3,10), reaction (6,7), system (4,6), window
(2,6), data (4,7), crashed (4,7), computer (4,7), service
(9,10)

Reliability:

Words are not the same classification.
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