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ALE 80|43 — AHE E0|4 0.958 0.816 0.069 13.944
A2 20|41 — Al 20|4 0.908 0.812 0.065 13.888
Y2 Ed3 —HE &4 1 0.776
AE Z24— HE EZ 0.979 0.838 0.100 9.817
AARNSAL — AL F2 1 0.783
A AEIZ24 o N\ AEZZ 0.992 0.819 0.084 11.776
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Astdon, mde] AgEs Bler] e Al Bolq F2 otRelAu, 54wt 5974
A3 A(RMSEA)SH T8 AY A4(NFI, RFI, 8319 AAPAE Elote =RolAE 25 A
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The Impact of Online Service Attributes on Consumer
Satisfaction and Continuance Intention: Focusing on the Role of
Moderating Variable in Product Involvement*

Heejung Kwon**, Seung-Chang Lee***, Kunhee Choi****

ABSTRACT

Purpose: Today, many consumers prefer to use online service instead of getting service from employees and
many companies are trying to find the ways to improve service operation and increase service efficiency while
reducing costs to interact directly with customers through online service. Therefore, the purpose of this study is to
examine the important aspects to be considered when providing online service and to present specific
recommendations according to product attributions to increase consumer satisfaction and continuance intention

for online service.

Research design, data, and methodology: In this study, based on TAM (Technology Acceptance Model) and ISS
(Information System Success), consumer satisfaction and continuation intention for online services were set as
important independent factors in this research model, and product involvement was set as a controlling variable.
To this end, a research model and hypothesis were derived by reflecting the impact on the independent variables
(satisfaction, continuance intention). For empirical analysis, an online and offline survey were conducted
targeting consumers with experience using online services. Ultimately, a total of 240 pieces of data were used,
and this study was conducted using a survey methodology based on a 5-point Likert scale measurement. The

statistical programs SPSS 20.0 and AMOS 22.0 were used to analyze data for hypothesis verification.

Results: All values for model fit in this study were acceptable. As a result of the hypothesis testing, only H6
(online service use attributes — continuance intention) was rejected, and the remaining hypotheses were accepted
as predicted. In this study, product involvement level (high or low) was used to determine the moderating effect

on consumer satisfaction and continuance intention on online services. As a result of the empirical analysis, it was

* This paper was developed and organized from the first author’s doctor’s thesis in business administration.
** Ph.D., Department of Business Administration, Korea Aerospace University, First Author
*** Professor Emeritus, Department of Business Administration, Korea Aerospace University, Co-Author
*#%% Ph.D., Department of Business Administration, Korea Aerospace University, Co-Author
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confirmed that satisfaction and continuance intention can be affected differently depending on the

high-involvement product and the low-involvement product.

Conclusions: The results of this study can be summarized as follows. First, perceived online service quality
attributes (information quality, system quality, and service quality) could effect significantly on perceived online
service use attributes (perceived usefulness and perceived ease of use). Second, it was confirmed that both the
consumer's perceived online service use attributes and quality attributes had a positive effect on online service
satisfaction. In addition, the use attribute of online service had different effects on satisfaction according to
product involvement level, but the quality attribute did not change the satisfaction according to product
involvement level. Third, it was confirmed that the perceived use attribute of online service had no significant
effect to the continuance intention on online service, but the perceived quality attribute had a positive effect. In
addition, it was found that for low-involvement products, perceived usage attributes influenced the intention to
continue using online services, and for high-involvement products, perceived quality attributes influenced the
intention to continue using online services. Finally, online service satisfaction was confirmed to have a positive
effect on the continuance intention. In the case of high-involvement products, satisfaction was confirmed to have
an effect on the continuance intention, but this was not found to be the case in low-involvement products.
Therefore, service providers should consider and provide ways to increase consumer satisfaction and continuance
intention on online service. Several alternatives should also be made to facilitate comfortable interaction between

service providers and consumers on using online service.

Keywords: Online Service Attributes, Second-order Model, Satisfaction, Continuance Intention, Product Involvement



