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A Study on User Satisfaction of Mobile Applications based on Expectation
Disconfirmation Model: Focused on Comparison between Smartphone
and Tablet User Group

Jae-Hee Suh’

ABSTRACT

Based on the expectation disconfirmation theory, the research model was generated to examine the effects of the
expectation, perceived performance and disconfirmation on mobile applications user satisfaction and to investigate the
difference between smartphone user group and tablet user group. As a result, perceived performance was found to be the
most influential factor on user satisfaction in both groups. Smartphone and tablet users were significantly different in Latent
means analysis of all factors. In smartphone user group, expectation was found to have positive effects on the users
satisfaction. But expectation negative effected on the users satisfaction in tablet user group. A significant and positive
relationship is detected between expectation and perceived performance in smartphone user group, but there is no significant

relationship in tablet user group.
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Table 10. Overall fits after metric invariance constraints
and cross group equality constraints
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Table 11. Result of hypothesis test for multi-group
analysis
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