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ABSTRACT

A Study on the Effect of Mobile Instant Messenger Service
Quality on the Customer Satisfaction :

Focused on “Wechat” of China

Ye, Hong

Major in Service Operations Management
Dept. of Business Administration

The Graduate School

HanSung University

The advancement of information communication technologies, coupled
with the growing prevalence of the mobile instant messenger methods, offers
an opportunity for the development of mobile instant messenger systems.
Conducting over information systems, mobile instant messenger brings a
variety of changes to convenience that are significantly different from chat,
Especially, such an "non—face—to—face" chat method ensures the information's
convenience, meanwhile, various forms of chat methods are developed to
adapt to constantly changing market condition. In consideration of modern
people's life style, mobile instant messenger service are evolving towards the
direction of easiness and convenience, which both contributes to the
expansion of mobile instant messenger market scale and consumers' range of
choices.

Internet—based mobile instant messenger gradually come to dominate
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the existing market because it is convenient to chat with others at any
time and any place. However, because mobile instant messenger is conducted
in a virtual space, it's difficult to control the counter party during the chat
process due to its non—face—to—face characteristic, thus, there exists various
types of risks like personal data disclosure, mis—operation of system
regarding service quality plays a important role in the service quality,
expectation dis—confirmation is considered to incur the replacement of current
service quality.

The results of this research are as follows: mobile instant messenger
service quality is found to have a purposeful effect on customer satisfaction
in the order of information, design, function, but mobile instant messenger
service quality is found to have no purposeful effect on customer satisfaction

in the order of secure.

Keyword: Mobile Instant Messenger, Service Quality, Customer Satisfaction.
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