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549,
2018). 53] =19 A o] % AR-olA A3 Aish= ARSI A A
719k Bl FAR QdE) exEl FAloIUY &, o)A Fie] 2kl
ZAF o mEA o)FsHA 020 Mujx FE=rt wEA Frheta 9l
ok AdE] Sl Al 020 AMuj2 FHAFAA o]HZ FAY NS oF 126
X Yo 20199 97x HET}F 29.6% B AR Yo,
020 Aulz= 719 ZPF SF3 AFALeE 7hEA] viEd Aol
EZ 53k dols COVID-198 <13k AEujs 2 S wjadse 35
o] FH aglom Agdrh(olrlo G Al 2021). oA 020 A=
o] Aol Mdeo] opd A7) Hol| wet 1 FoAde oS FdiEe 7}

i A, o ol7F 020 AMu|x=e] A e Ay 7HAE F8e
MZAMHHE 7]Hto 2 AlnfA] FA19 AH]2F 3% U (AISAS: Attention,
Interest, Search, Action, Share)S FE3sle] dad 4= JA (e s

5, 2013).

7h) 020 Muj=9] Aol 8l 7id

[d

020 MuA|&= 2Ekda ezefle] §3bd w=ys RERA ARSA}



oA o]&e] Al AlFst
and Tang, 2014). & &(2015)
ghel, e xeldt ekl A

v

k1
—
=}
il
do
k1
_OL
rir
ok
1>
o,

ek

AES 2zl st = e 2 xS 533 ez 2
SHFIATH AT -85, 2016).
1990 ] SdF Sl dlo] T3 AA AES FESHA H A7bA] )

sl F= AAEAN Ad7E 3T (Amazon, E-bay). FH EHEA
(mobile), ¥ H A (Pintech: =83 [T Z3), NFC(Near Field
Communication : <78 FA&4), ofo]H]F(iBeacon : AAME ©] &3
S FAFATE) T o] wHSHAA kel el Fuj o]
BAE e AMEE AAEAH] 020 Hl=Y27b IA FEEI Q)
ok 2010 kel S3 020 ARl= S ob Fdd Aot
T AAolAth Kim(2014)2 ICT 7]|&& 7IWo R gl uAs
A8ke] exEQlow sk Wolgtar golstar glem, Chi, Kang,
Choi(2016)= ~PFEE, HEH, PC 59 @7]S o] &ato] 2l uA
= eIl Wi FAe= Ao Aoeqltt. L3k PCH AvtEE
= Ads] o #Y3 AqH|=E 17
=

SHCH(Kim et al.

O:

o 2

2015; Wu, Zhao, & Tzeng, 2015).

020 AH| 2= 28Rl wjgz anjatE e JdA3ste dA (o wjE
o] W=, a7la T &4 v, 22l AH|
7Veeh GA (e FHFES AL, oA MAN R, T1E]al .92 E] A B
ol aA(ofl: AEPH 29 Alo]dl oy, SKEH Y Alger)z s
Qa1 QUTHUIITP, 2014). 020 An]AE &4 wig
365, o71olw, SPG &), ¥ (e Aol sl F), BA], FhAo] B (e:



&7F W, 297, 17 ), sk 2 o @utE FA A u] () o Ao}
2Eo], FHZRE F), Z[EH(: gRld, vlo|y A%, A= 71719
5) 5 W g%EtHKim et al, 2015). HT U AEHY o] &x}
50005 o= ARG A3 w=w, 020 Al 5 SA 0
Mu] 229 A& (61.6%)3 ©]&E(41.0%)°] 7 =& Aoz eyt
(Kim et al., 2015).

020 AIES A AAHoRE waA Fdsta glom, 53 dE83 S0
A wE A Askal vk A 020 Al FEE 20119 9F 24% <o A
2017d0 = oF 51% A7bA] A3 Aow AWEATHNRI, 2013). =3
020 A= S48 d4ata A=, 20129 & 7] 020 AR&ARE 1
o 3,500%F oz HAd thH] 65% A3 Ao 2 YEFHtH(The China
perspective, 2013). 020 A]& o] w2A A=A wel o BE 7o)

Al 7o ZAstar o). dainielet e 7)E oA A 7Y ek of =,
T2, SKZUH T g 7ol 28l exgl 23 S F=

staL gt

) 020 Mul& Ay AT

020 AMnrjzo] tig AFAF= A Al 7HA d9o=2 &7 5 Utk

A, 020 AH| = 543 TAM3} ##g Aot APd75 dfE2
020 Muls S4& TAMS] AU (s QAR A3l

i)
Y
k3
[
2
o
o
i)
3
=
ro
oo

CEES
Aulzs ol golme] MAE Qe ATE Ash, AN suA 7P (A,
FEA P, FARE A4E gol4R FEAd FF JFe VA



= s .

=4, 020 AH)2= FFAY o] &Atel gk AF ZAMRTHE 020 AH] 2~
s 3 ARG AFshe ATH

g Al AAgs HejxAbelA 020 AJH]

2~ ol 8o FAa% ofE Aulx dAA B AP (70.3%), BAA
(51.9%), X A& 2 A8 (284%) w22 YEFSLTHKim, Jo, Jang,
& Yoon, 2015). Jeong(2015)> S1HY 7] 2] AAFE1 0209 547
020 AEAS ntgez U xd 7|9 wPE d5sielen,
Kim(2014)2 020 #d TAYEAE 7| 2 =Zuld AA A|HAEAS
ol =l 020 AIEe s AARS AlAStaL Atk =gk A Al

AFdolt LGAAATLolE YERE 4¥] AF Fd 522 020 A
Hl22o] S AJS 4% v Qv v g e R ggdt SEUFEE o
g3kl 020 AHl= 54 o] RIAAAE A A5l AUtk dE =

o], Lee and Jeon(2017) 020 AlH]Z22 EAJo] AL&A} Wk X &=
Gl #gk Aol A 020 ABj= SA(BES FaA, T
Fr2]/d)oe] o] A W Fou gk JEFe v = A &l
fel ~ulEE o]&xE oz 020 Mulx dE(9x] HEA, 4%
A e, el A2, 78”1]/“ A=) A8 7HA e dAE AT
3l Jeong and Song(2016)¢] Ao wEw, 3L AL g
| AzE Aol dF= Ul A= Aoz YeEbst Zhang and Moon
(2017)2 F= 020 AMH|= 5ol o]&okol wx|= ol w3 A+
oAl 020 AW 5SS 28 Wiy EA(olsA, tdd)d =gl
SA(HA Ha, AuaFd)ow 5 , Tian and Lee(2016)+=
s 2° 020 ofEY Aol 543 AHA o] &o|mete] TA Aol A
7tAER], e Ag, AYA, Bobd, AT 57 5A4S AR

ol

N
o

1l
o
ol
o
38
o
% 5 o

_10_



o} ol#g dtel & Chi 5(2014)2 020 Muj=9) §-47% EAo] o
3 Q14 zAbg Sl TojolwlAl Au, 4 By, AU, 2AE A
3 9F 5 57 2l AN [F 2-1]d HEE A= 020 A
o] e mE S4o] e FHWA(el: AHEA WEE, Aua A7}
H 7R, ol ok )l oW s PAEAE HEE dEelth o]
23 A2 HAEM BY 020 MHlA= 54, Y, Az, o Z8 7o
R o oz dvdes & 5
[} 2—-1] 020 AH]2= AT 3
Researchers 020 service feanues Research subyects Summary of findings
» Technological feanuwes (nformaton quality, " + No effects of service quality &
Hyun el al. system quality, and semice quality) of food self-efficacy on perceived usefulness
2014y - Individual features (self-efficacy and SRS - No effect of mvolvement on perceived
mvolvement) peodnce ease of use
Ko & Cho'  + App aiovaliveion & Agp il Mobile Soodessvice Agp 'N"ﬁ‘m""‘“’m”;‘m.i "‘g”
(2015) dependency users full
PR T | OMUEC SO, o, S i 'ﬁmva!w:fm mve;&e:\fchn::e
i emotional, social, monetary, informative, and  sales social conmerce 1
(2016) ; + No effect of monetary values
! 4 - on peroeived usefillness
K'zmj&k’:m < Ruidiviched inmovaGveDsss Food delivery App 'Noeﬁeﬂofputmndweﬁlhmm
(2016) users perceived ease of use
- Offline delivery App quality (delivery, order, - No effect of offline delivery quality an
Jo & Cha food. and employees) Delivery App general  perceived usefulness
(2017T) - Online delivery App quality (informmtion users - No effect of online delivery quality on
service. and product) perceived case of use
- Location accuracy, comtexhial offer. instant - Significant effects of contextual offer,
ng,; 6)-'5&98 connectrvity, economuc efficiency. and 100 Shcviin: nosts: Wiy wstant comnectivity, econonuc efficiency,
e webrooming smasiboncs & webroonung on perceived value
Lee & Jeon - Accuracy of information, convemence. 020 service - All vaniables affected use safety & user
2017) enjoyment, and econonac - e satisfaction
Cho, Jang. & :J‘m;:‘“n:"m‘mﬁm Suull & medimesized - No effects of enjoyment & innovation
Haln(2017) et o restaurant owners resistance on perceived value
0 » Online quality (infonmtion, system, and service)
Lee & Yang f + Only sigmficant effects of system quality
+ Offlme quality (perceived quality and 020 service users ; i
2017y ved 1is) & percerved nsk on user sansfaction
+ Online firm features (safety and mobdity)
Zhang & Moon X Qunese 020 * No effects of motality & service quality
2017) Offime. flem: Sestaren (wereice: quality and COMMTCE USers on 020 semace trust

brand name)
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TPB — Al¥3 d&o]&, Ajzen, 1985, 'PCEE&EE; MPCU — PCE&

X9 Thompson et al, 1991' '&21&4%ko]&; Innovation Diffusion

_28_



Theory; IDT — Alg4ko] & Rogers, 1983, '"A}3]Q1X]o]&; SCT — Ab
3] elx]o] &, Bandura, 1986', '3 TAM-TPB'), & 32709 d& &
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ogelt B4 BAL o]/ HAste] oM ETF AgsHua s
g ouist], AA Al BB APAFEA A EE 2
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BES HASE 8 FES WFR 74 Polld Zyal AgHe g

FHE BY Ao, HARIV|E A& Tt oA A Av(HEF,
2011). Lk ow Aot AREAZE 7HA = AREol tigk oA & EEt
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Stth(Dorsch et al., 2000). Wb M2 AFI} AH[29 HFS 4H]
AbEo] olE drbt AEH o ARgetal ko w A &AM AREE ok
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A tH Moore, 2012).

dYgydAgiel ZANE Fiske g 3o =7y AdAbEE i #
ol7} e AAow uYehdth HHUdAdi= dnbHow 19806l A
1994 Apolell Bjojit AhES et wloln] & Althe] AHE F 338l
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A9 dlelEH g &o& diiE= Aldiely, alv])sd W

2 H
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o, diAdor BHilE A7 v Ay Aol Hla] dA Ao
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W g el e ol el PR s A &
s Abe Ak el F Ad SHEAA A e
A H4& AT 5 ot
s Aeak 229l $F AE SP9E An 2ol
FrdE AT A& Muj s o] 8 Ao
7b iR Aeak 2uel £ Ad FPE Aws
o] & i HAE =79 Bl A 74013}
T AeAk 2Eel % Ald F9E MvaE
AbHEd Ffekal A

=

SCAN ) e

.846

+ 9
gk
2=

& 892
o}
-

aL

o, rﬂ

re X
I N
>~9 oo

&v.‘_, ¥

8

.846

AF3]7psl H-ofo A= Cronbach Alpha A2l A1F %7} 0.60 ©]Ato]
Holok & th(Nunnally, 1978). & A9 A#HA &4 A= [F 5-2]

of ®AlSA T
21 A3}, Cronbach Alpha Al5E EE dEo] (.80 oo s =AY
of RE SAMGTIL AT F s Ao Addd 5 9l

mElo] A A 7F o] ARkl A5l el ArgekA| ek, Tl
H 5 4= (parameter) 2] A ¥} Bl Y& Fxof tjst g2 Sl s e
Hals] A A|EHA] & 4= 9Jth(Bagozzi and Yi, 1988). o]#l gt #AE |4

AN % (individual item reliability), &% A%
7

T

o,

{0

- T
Fe ez fuds 2

O

(composite reliability) % HFEE2H(AVE; average variance extracted)
o

S Boto] AFAS #Fe AS FHear i (Bagozzi and Yi, 1988).
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2) B34 24

Bt/ (validity) ol &t 574 =77 SAskaLat sk tido2M o 74 71d
(construct) & WA o2 FHsh= Aot 4o = dvk(Peter, 1979). T4
Mde] gL ol2A Jdd SAHAE Atole] dAY A=t dyH o
poermz A4

3 2
TN Byge % gggoE s # Ark(Camp

HElG A2 #E
bell and Fiske, 1959). FHEIZA L U3 /MIdS SHsEE o8 A

p
e
o,
ot
oX,
rlo
2
fr
v
i
=

49 Sg%k el o

QlEAS AAIS & AMOS 215
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obeh [
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T

fug

el
Bo o
T o

20.511
40.890
61.097
79.056

.855
2844.235
66(.000)

Chi—Square
df(p)

KMO(Kaiser—Meyer—O0lkin)

o] Yehyte.
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8
e
R o] oc|lo|lo|lo|lo||F|m|w|o| ||
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pyiie) o| o| ol o| o o o o o| o| | o =

Bartlett 734 A%
(Bartlett Test of Sphericity)
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27=98.292(p=0.000, df=48), x*/DF(Q%k)=2.048,
GFI=0.961, AGFI=0.937, CFI=0.982, NFI=0.966, RMSEA=0.051

) *EAE a=0.05 FEolA e, O°he A= BELA
(27 5-1] 5§ Wpae] Fd4 ey 23

ARG g 2*ghol FeleA ety e (p<0.01), °l= &
ol F7)ef 2l ExAo] wWIZEt= 2 GFI(goodness—of—fit index),
AGFI(Adjusted Goodness of Fit index), CFI(comparative fit index),
NFI(Normed fit index) o= XPUHIJLEE Hrlsle= Zo] HAst)
(Bagozzi and Yi, 1988).

ERuge] g SR P »2=98,292, GFI 0.961, AGFI
0.937, CFI 0.982, NFI 0.966, RMSEA=0.051% YEelYaL o], A%
o® WEHE W FFEoR B g v BE NE SANGe 5AlE
%=, AVE gt ARS| 38 Zope] 7]E(HFAIEE 0.6 o], AVE 0.5 ©]
A O] % Ao

e THAZIL vk Sl Wk g1 aQlEAe] dds (&
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5—4]el ®AISHAH

(3 5-4] SR 29 JdAl==et CFA A7
58 p= o =35
a9l g [ETAAAEEA @t P | g | AVE
q40 0.922 0.042 | 23.158 | s
AZA a39 0.903 0.042 | 22.407 | #xx .891 734
q38 0.733 0.047 | 16.583 | #*x
q60 0.823 0.052 | 19.277 | #*x
A gk a59 0.887 0.049 | 21.499 | sxx .884 718
a57 0.831 0.050 | 19.535 | #*x
ql5 0.820 0.054 | 18.812 | =
3224 ql4 0.866 0.055 | 20.301 | #*x .867 .686
ql3 0.797 0.056 | 18.103 | #*x
gb1 0.820 0.051 18.470 ook
Lo
A% g A a50 0.773 0.052 | 17.056 | #*x .820 .603
q48 0.735 0.050 | 15.940 | s
22=98.292(p=0.000, df=48), z2/DF(Q%})=2.048,
GFI=0.961, AGFI=0.937, CFI=0.982, NFI=0.966, RMSEA=0.051
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R el B B e e S B Il o B s A =2 e B = B =T B T B
N[O [ O[O0 |~ | ||| N | N[0 |~ |m
ORI NN NN NN~ [~ O || NN

KMO(Kaiser—Meyer—Olkin)

o] Yehyte.

aR o]
T )

el D |olo @ oA |n|lol oo H|ax |2

~ |~ | © |0 |~ | w|ld|s|alw|o|a| xS
MRl N | N |~ m |~ O~ ™ !

.

L ~|low|lo|lo|c|lo|ln|lo|la|lo|o|<]|m 2
Tl |l |s|s|l=|o|oln|&
—_ o0 [c 0] o~ N — ap) [ap] [aN} [aN} — — [a\} [aN} 3
_,A JmuL . . . . . . . . . . . . . ©

Bartlett +3A A=
(Bartlett Test of Sphericity)

q81
q82
q83
q99
ql00
qlO1l
q94
q95
q96
q97
q98
q92
q93
AL &k




|p81||p82||p83| |p99||p100||p101| |p94||p95||p96|

22=155.039(p=0.000, df=55), z?/DF(Q%})=2.819,
GFI1=0.941, AGFI=0.903, CFI=0.972, NFI=0.958, RMSEA=0.068

Z) «BAE 0=0.05 £ A 593, ()ore] =x= BF 0 29
[28) 5-2] w7} W=7e] shelz golBA A}

|G t)ek 2 AR BI T 42=155,039, GFI 0.941, AGFI
0.903, CFI 0.972, NFI 0.958, RMSEA=0.068% uE}a glo}, AAA
o7 wHE whek f£FEow B 4 Qlth BE JIE SAWMS HIAE

%, AVE @& Asel foke] 7152 FEA75 AT ulAusel og
914 2Q1¥4e] AnE [F 5-610] BAHATH

_66_



18] =9} CFA Z3}

[3 5-6] w7l 2l 7idAl
=4 = o = Nl
<l - AAA|EEAH 3 Pt | g | AVE
! q92 0.829 | 0.055 | 18.736 | #xx
}\ T
7° 824 701
q93 0.845 | 0.051 | 19.209 | ==
q96 0.853 | 0.045 | 20.560 | #*x
=
q95 0.842 | 0.045 | 20.164 | #xx 871 693
7] o
q94 0.801 0.045 | 18.698 | s=x
q97 0.893 | 0.067 | 19.441 | ==
AF3] 9]
o5 922 .856
0.956 | 0.064 | 21.118 | ##x
qlol 0.777 | 0.046 | 17.628 | =*x
=2
. q100 0.860 | 0.045 | 20.430 | #xx 847 .649
[eJNe)
q99 0.777 | 0.046 | 17.643 | #xx
a83 0.873 | 0.047 | 21.338 | #xx
A7k
o] 219 q82 0.865 | 0.045 | 21.044 | s#xx .893 735
=0
q81 0.833 | 0.050 | 19.860 | #xx
22=155.039(p=0.000, df=55), z*/DF(Q%k)=2.819,
GFI=0.941, AGFI=0.903, CFI=0.972, NFI=0.958, RMSEA=0.068
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AaAA A¥ES [ 5-7] FAEAT

[ 5-7] 470 kel ¢ WEH2

@ ) ® @ ® @ ©

(RN
HREFA !
QAW | Gy | !
®35484 | i) | Coumy | !
@AY | g0y | Couy | Cosey | !

Jee 582 .603 465 537
645 71d (.045) | (.041) | (.049) | (.043)

= 647 628 450 580 773
©x=2 7| (.039) | (.038) | (.047) | (.039) | (.031)

< = 279 572 335 .130 481 439
A o] o &k : : ' '
@71l (.054) (.039) (.050) (.054) (.046) (.046) !

. . 634 587 447 596 691 825 382
=2 A3} . :
®=x 44 (.040) | (.041) | (.048) | (.039) | (.037) | (.025) | (.049) !
©@=7t= 578 624 383 510 691 776 406 719 .
AzA (.042) | (.037) | (.049) | (042) | (.037) | (.027) | (.047) | (.032)
595 660 490 550 656 726 441 784 675 .

Qo)
e8] = (.043) (.036) (.046) | (.042) (.039) (.033) (.047) (.029) (.035)

ARG BdS gty g g9 edded el dys [1H

5-3], [&F 5-8]° FEAltt}.
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el q38 | q9 q100 | | q10

e — 39 oy :
) ——» a0 NEe 2 ;
1 1 81 82 q83
) 1
q95 q96 Tz o2\

13 1

AlSEbS A
qy4 d2E8d et

q1 3

191918

957 i Aol .
\g59 o
[g2]
q80 q97 q9
1 1
q48 i 0 1] [a112
i = : 7 T T
e8) g50 e
, GRS % Me7|of 2 2.
e9 q51

q92 q93

22=469.651(p=0.000, df=239), 2?/DF(Q%})=1.965,
GFI1=0.912, AGFI=0.881, CFI=0.966, NFI=0.934, RMSEA=0.049

F) +EAE a=001 FEAA FAF, ()9 £AE BE

o
[28) 5—3] AAEE Folzx QoA A}

AARGe] dgt SHRYY FP== 2°=469,651, GFI 0.912, AGFI
0.881, CFI 0.966, NFI 0.934, RMSEA=0.049% YEar glof, HA|4

oR MEY W FEOE B 4 Atk BE AW SRR BFAF

&, AVE @2 AF3)ast foke) 7= (HEAIEE 0.6 o4, AVE 0.5 ©]
e FHEATIAL v AARGC g FlF 2l el daE (%

5—8]°] ZEAAT).
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[¥% 5-8] AAEY /MdaF e} CFA A3}

=4 FEANX|FEZo2H g 7 i AVE
3} LTS AT p e
q40 0.927 0.042 | 23.486 stk
q39 0.899 0.042 | 22.387 s 892 735
q38 0.733 0.047 | 16.596 sk o
q60 0.829 0.052 | 19.634 s
59 0.875 0.049 | 21.305 ook 884 718
qo7 0.838 0.049 | 19.941 ok
qlb 0.818 0.054 | 18.810 sk ok
ql4 0.865 0.055 | 20.334 s .867 .686
ql3 0.800 0.055 | 18.225 s
oo g51 0.820 0.051 | 18.585 sk o
?j_;_%%“é g50 0.771 0.052 | 17.065 sk .820 .603
q48 0.737 0.049 | 16.070 sk
) q99 0.777 0.046 | 17.732 ok
%_;:]_ ql00 0.850 0.045 | 20.241 sk ok .847 .649
ql01 0.788 0.046 | 18.118 s
q94 0.802 0.045 | 18.758 s
q95 0.845 0.045 | 20.300 sk 871 .693
q96 0.849 0.045 | 20.459 sk
q98 0.923 0.059 | 22.082 ook
q97 0.926 0.061 | 22.185 sk ok 922 599
q93 0.851 0.051 | 19.513 s
.824 701
q92 0.823 0.055 | 18.693 etk
q81 0.831 0.050 | 19.788 sk
q82 0.870 0.045 | 21.254 sk .893 735
q83 0.870 0.047 | 21.272 s
qll2 0.803 0.052 | 18.471 s
qlll 0.831 0.053 | 19.421 ok ok 849 652
qll0 0.787 0.047 | 17.942 sk

27=597.694(p=0.000, df=305), x*/DF(Q%k)=1.960,
GFI=0.902, AGFI=0.869, CFI=0.962, NFI=0.927, RMSEA=0.049
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[ 5-9] A7 7Hdel gk GaaAEA 23
3
T8 VIR awas | s
Loz = 582 JE
A B E3HA - % 71 + (p=0.000) 7Ha A
Qo 647 -
- A | . 29 12!
quggy <0 i (p=0.000) | FEAH
o= . 279 JE
Aussy O Ab3l o] o3k + (p=0.000) 7+ A
oo _ _ 634 .
pis St < = al . A9 BN
YR BT AR 000 | HEAE
_ - .603 -
ARY o Aw o |+ || AR
_ 628 JE
23 © =g 7] + (p=0.000) 7H )
A BFA) AL3] o] odEE D72 7]_/\4 jHEﬂ
A= 2} A3 - Fsle] 9% + (p=0.000) =2 =
T _ i . 587 _
Zfﬂﬂj} awe o sdEe * | (p=0.000) | THEAE
R4 = .
Z = 645 -
= A } & Za A 2= ) 7143 2| &¥
}\1 H]Z_\_ I S e % 710 + (p=0.000) ]’EXH =
Ex _ 1450 -
58| deaey o =3 o * | (p=0.000) | 7HEAE
_ . .335 -
dEAEd o A3l IF + (=0.002) | FEAE
A5 22 A RN Z=2 A3 + 447 714 A el
o 1 0 O = O o (p=0108)
- 537 JE—
a4 < Ae 7 + (=0.000) | FEAE
AAA o wE 7y + 251 7)1 A e
== B (p=0.000)
AAA o A9 g + 130 714 2| &
== c (p=0.015)
oA A - =7 43 + 096 7} 2| e
e el (p=0.000)
2 75 691 _
SR 7 pS| 2]
PR s 710 A S + (p=0.000) FA &)
z3tog} P 776 .
S W Pt 714 ER
g gy | O gy * | 0000y | THEA®
Zepx A3 9] A2+ 406 2 )] B
AL o & < Az * (p=0.000) | /FEA
UTAUT CAS S P
P RE] } } 22+ 719 g
TANMNE | 20 98 o AP - (0=0.000) | ~FEAE
2| Z}=) 675 .
T I I (A = E




ATy EA A FEAT o8 248 7HE S #HSst
T o] B A E R A9 B WA zldE ook gkt A=l
A H7he dRbd o g Al 7HA 84 AT S AR Y
z9] ofn], A 2 AFelth(Bagozi and Yi, 1986).
Aol = 22, GFI, NFI, RMSEA, AGFI, CFIZ $4o® mde
-=

TR e HAigwE 2=1060.527, GFI 0.838, AGFI 0.802,
CFI 0.906, NFI 0.870, RMSEA=0.074% Yeh}i glo}, ®E %7} v
=3 Wk FEE ofyARE 58 v o R wdEh

B AFE AsA 23 Ad FHEF A2 540 UTAUT +
A7 HE 8l A7 Aol o] & ke WA= g3 #A I
ofo] HAolrt, FxEY A g /HEAFe] AHE (19 5-4]%
[ 5-10]0 ¥A3FIt}

AN

O:

—_

o%’
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#*=881.586(p=0.000, df=323), z*/DF(Q%)=2.729,
GFI=0.859, AGFI=0.823, CFI=0.928, NFI=0.892, RMSEA=0.066
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H3-2 : o288 A3l ekl A(+)9 3 m2 Aol

A HAANA dERE AZAF 72 0.184(p=0.002)2 SAAHCZE
froletar, #Ae] Wk Thdol A AAIg Wak dXetRR 7Hd 3-32
A e =] ATt

Foll A(+)el F&Fs M Aol

2 0.084(p=0.108)2 FAH 2L {2

1 FA A ERE 7§E7Jﬂ 7S 0.401(p=0.000)2 EAZOZLE
frolstar, A WEE sHAA AAS WEky dxseg M 2-12
A & =] QL T}

H2-3 : AgA e =3 7o) A(+)9 S vz Zo|t},

8 AAANA JeEhG AEASF FHE 0.387(p=0.000)E EAFOEE
Fo)star, FAe] Wakw JFA A AASH ekt dXsteg JHd 2-2%
2| & ] S T

H3-3 @ A Al3le] kol A(+)9] JaFS m Zol},

9 BACA vehd ARZASF %S 0.663(p=0.000)0.% EAHOTE
frofetaL, dAC] e oA MG BEEY dAetEE JHE 2-3
A e =] AT

H4-3 : A e =7 Ao A(+)9] 93-S vz Aot}

9 BANA YElG FA2ASF S 0.322(p=0.000) 2 EAHoRE
= 7P o A AAISE Wy AR JHd 2—-4%
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Hi-4 @ 24L& A5 7t A(+)e 93 & Aol

8] BAANA Yepd AEZAG S 0.215(p=0.000)F EAHORE
frolata, wAle] e JHdolA AN BEFF AR 1 4-1
A B = AT}

2 7ol A (+)2] 9s v Ao},
8 #AA AN JEPG AEAF 3EE 0.233(p=0.000)0.2 EAFHORZL

i, A R TPl AN W dAstnR TP 4-2+¢
]

H3—4 @ AZAAdL AL3]e] gkl A (+)e] J&&S vz Aol
9] AANA YEhG AEAS S —0.169(p=0.007)F EAZORE
oty wAe Wheko] Wit 2 JEelyg 7Hd 4-38 717+ E Qi

Ha—4 @ AZAAL 7 A3 A(+)2] &S vz Ao},
9] BANA YElG FA2ASF S 0.276(p=0.000)0.2 EAAHORE
T fYeta, #AY WEm JRddA AAS Wk dxstes 7hA
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ol B(+)9] <

Eay
=

NEE
9 AN et ARAF g

H5-3
314

o
T

0.057(p=0.159)2 SAH o=

KeR
T

of 7} 7 717HE At

ok
i

‘04

¢ AANA YeElG AEAF S 0.299(p=0.000)2 FAFOEE

oz g se

S

A

o]
=

7l A AR et

P

A e = A

0.000)0.2 EAAOZE

2 0.733(p=
Aol A A
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2 gedd 245 Agsich Hluﬂzﬂ%tﬁ?ﬂ FAgREAE 2ol A
ol o3 k7] 918 vAl kR FIRA kR ] AR s FrFgheh(H)
Hd, 2017). BlAFRE A 2 2 FUHAIFREAAA DL 224k
zolE BEUlR2 2HANE A5 229 2pol7t 2% (Ax2=3.84 o4
Adf=1)olH F FJet Fhell Zpol7t deS vt ™, 2017). [%
5-1013F o] niAlFR o] 42(969)=1843.1457} Fojx |, S7pA|oFw
g Az*(1047)=2233.880°] Aot SAolHST AR 2
(1)=190.7357} oA AR Fosty] wfeol Az neE =Ha
I7F ivkar A E = gl

8

[3 5-11] A& opde] & =453 24 23

MODEL CMIN DF P CMIN/DF
H| A oF 5 gl 1843.145 969 .000 1.902
ST A kR E 2033.880 1047 .000 1.943
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7} A 2ol gk A= gy 2po]l & BAE iz )3l RS e 285

L
A=) 2pol= - TAHOR
+1.96 o]/go]l A} £2.58 o]fold Z}7} a=
A SR (e, 2017).

Lo T omael Aol

N
N
%0,
O i)

a b c
a 0
b 2.144 0
c 4.623 3.950 0

= 20T, 30T, 40th ol A

L% ARERHT A% /U 7he A2
b — 655, .100, 1.337% UEIIT o] = A2} oA el 2po| 7} gt

yd
zd
H7] Q&) [3& 5-13]13 o] Al o] Eyzate] AFS AT @
DSk L % CTF BE fel@ Aolsk grk & Lo gnEau
ds 71dl= 2001k 30, 2009} 400, 30tk 40t ol xpo]7f lo] B
£ shade] Aug,
[ 5-14] A S0 JREFYR =8 /)Y ko] maate] BF
a b c

a 0

b 3.506 0

c 5.910 4.371 0

Lo FRENYT g JqE b F2ASE 200, 304, 40tHA
za g

27} -804, .257, 14952 R o5 AlFTE felHel Aol vk QlErtE
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®7] 98 [% 5-14]19 o] }\ﬂ Jere] mgate]l AEe A a9t
DA’k e, Dok CF BE goEk ZJol) gk &E L0 F AR ETA )
v o 20009k 3000, 200h 2} 400, 30The} 40T 2ol Aol 7 9L

£ 7bdo] Ag .

[ 5-15] et ©0% JREFAH 2139 Qe 7ke] miato] PZ
a b c
a 0
b —0.470 0
c 0.799 1.583 0

H:l

&9 ¥ AuFEAT ALsl o] JFo R M= ARAGE 204, 30U, 404
ol A Z+7F —.143, —.339, 2342 YEpstt} o= A7t ol H Sl ZFel 7} 9l
{—7}% w7] 98 [3F 5—15]9} ol Al Feke] Baate] H5S AT,

‘a’ek b, ek e, be e F B e @ Abolvt ik S AR 2ot
AHEFRE T A3 9 Oéff}% 20t 2k 30T, 20th ek 40T, 30thek 40t Kte]
Zpol 7k glo BE 7ol 7)Zhd .

[ 5-16] AL =92 R =3 4 31| Bgito]l A

a b c
a 0
b 3.439 0
C 5.477 3.939 0

Lo ARNETNANI 27 F3o T JH= AR ASE 200, 304, 40t
A Z42E =905, 244, 1.280°.% YELSTE o]& Al7E Frol Al Afel 7t 9L
=718 2] 98 [ 5-16]17 o] Al Fete] B4ate] A5S AASHTh



et v, fa’eF ], bet ¢V B fol st Aozt otk &S 22X YR EE
A w8 7= 2009 300, 20tH <k 400, 30tHe; 40t 7hell xFol 7t 9l
o] & 7pdo] e ECLY,

(% 5-17] AU AFAT A% Ao e] wiae] A%
a b ¢
a 0
b -1.935 0
¢ ~1.783 0.010 0

A3 As 7IHE 7hs F 2455 200, 300, 40thollA zHzh 781,
343, 21002 YERTE o] & A7t o] A2l Afol7t AETHE B %"4—5}]
[ 5-17]17 o] Al Fxke] BFAto] HTS AASIGAT ‘a'eh b,

‘o, ek e BE R @ Aozt gtk & AN 4% e 2oq191r
30T, 20tHek 40th, 30thet 40tH Fhell 2ho]7} flof BE 7pAdo] 7] Zbe )

[3F 5-18] A=t A3t =8 7df o] BgAjo] HF

a b c
a 0
b —3.073 0
c —3.219 —0.696 0

A4 w8 7o R Tk A EASTE 200, 300, 40tiel 4] ZH7+ 1835,
235, 1422 YERT o5 AlFTE ol A<l Afolrt d=THE B 9
[3 5-18]3 Zo] Al Fto Efri}ol A AABETE a'ek b, a'ek ¢
= g Aol7t AL, bt ‘e Fre A Abel7t glth & A% =Y

Zldl= 20019} 30d], 20019 40d] ko= AFol7} dar, 30} 400 FHoll &=



a b c
a 0
b —0.053 0
C —0.582 —0.728 0

AGd st Abgle] GRFor T ARAGE 200, 30U, 40Tl Zhzt
945, .930, .774= YEbTE o5 AFTF f2 A Aok QEIFE 1) ¢
ol [3 5-19]¢F 2ol Al Fwte] Bate] A5 AT ‘a'ek b, ‘a'et
‘o’ e} e B iRk Abolrt flh. 5 AR A g 0 AMA 3
& 20T0¢k 30T, 209k 40th, 30the} 40t gFell Zpol7k glo] B 7Hdel
717HE e,

*E;ok

[ 5-20] Aeid AF} F2 D e mrate] AF
a b c
a 0
b —3.032 0
c —4.310 —2.605 0

A 2 Ao R V= ARAST 20d, 309, 40t ZHzk
899, .246, —.095% UERIT. o5 A47} frol 42l Aol7h AertE 1)
el [E 5-2015F 2ol A Pwre] maato] AES AT a9k b, ‘o’
o} ¢, D} CTF BE fold Aol gtk & 0% ARERA Y =g
716l 20e) 9} 30t 20tk 401, 30E1} 40t) el Aozt o} ®E 7}
o] Augry,

_
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a b c
a 0
b 1.354 0
c —2.579 —3.515 0

A AL w8 7R Jte AE2A5E 200, 304, 40004 2+7}
158, .355, —.2302.2 Ul o] & AF7F F9 42l 2|7t EvHE B
7] Q& [ 5-2113 o] A Aeke] wa=xto] A=S A&} ‘@' ‘¢,
bo} e el Abol7k 9laL, fa'ok b= frel QL Akel b glek. = G
|43 A 7t 20t2 40, 30tk 40t) Froll= AFo]7F QlaL, 20t ¢}
30t Froll= Zpol7h §lo] A om Fpdo] et

[3 5—-22] AL G284 =8 7|t ko] Rpafe] T

a b c
a 0
b 1.272 0
c —2.658 —3.534 0

FaAgdn =8 7R Jhe A2AE 204, 300, 40l 247t
074, .210, —.2632.2 YElYT, o5 A7t F2 40 2ot J=71E B
7] S18h [3& 5-22]¢k o] Al Feke] Eayate] A& AASlth a'st ‘e
Dot ‘e Y AFol 7t daL, a'et b YAl Aol jlth = i—}
SA I =8 7 20009k 40T, 30thel 40t Zrell= AFol7h Qlar, 20the}
30t Frelli= Apol7} glof F-E4 oz 7pdo] Aedn
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a b c
a 0
b 2.821 0
c —0.231 —2.772 0

G2 AL o] dEgFow Tk ARATE 200, 300, 40thell A 7
7} 153, .719, 11302 YElRT) ol & A7 1941 Zpol7t =7HE B
7] el [F 5-2313 Zo] Al Jeke] mdxte] AES AAledT). ‘a’sh b
‘be} ‘= Folg 2ot AL, A’ o= A2l Aot gl & et
|7 Abel o] ek 20t 30tH, 30th ek 40th Fhell= zbe] 7} glar, 20TH
o} 40t] 7t &= o]zt §lo] FEA o= iAol AlEHr),

[ 5-24] AFhE F2z8&43 3 AF o] Bate] AT
a b c
a 0
b 1.352 0
c —1.695 —2.814 0

B AEd I 3 Ao R Tk AEA TS 200, 30, 40tHel A 22
067, .220, .~ 1442 Yelgt). o5 ZAI57F 222l 2ol7} hErtE 1Y)
fall [3£ 5—24]9F #o] Al Aol Epate] Ao Al b'e} o'
Fogk Aol 7k lat, ‘a'e b, ‘a'e ‘' Ho Al Aolrt vk & et
AT =7 A3Fe 309t 40t Thell= ZFo| 7 dar, 209} 30T, 20th 9
40t Zhell= Apo] 7} glo] Fb Ao w2 7hdo] e dr),
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a b c
a 0
b —2.692 0
c —4.760 —3.019 0

AAA I} As 7IHZ 7 B2AGE 200, 30, 40tholl A Z+2F 834,
213, —.549% YEtETh ol& AlFTt ARl Abol7t slETHE B $1E
[3 5-25]¢F #Zo] Al ko] mgxto] HFS AASIAT ‘a'eh b, ‘a’
‘¢, Dok 7 B fegk belvt qivk S AZA Y A 7Ide= 2009
30T, 20tHet 40T, 30t 40t Fholl xbo]7} 9lo] W= Zhdo] Mg T

a b c
a 0
b —2.376 0
c —4.842 —3.603 0

AAA T} =8 VY2 7k A 25 200, 300, 40tholl A 22k 722,
274, —.5030.8 YERTh o5 AlFTt felAQl Akel7t d=TkE B flS
[3 5-26]13 o] Al Heke] meate] AFS HAAISATh a’eh b, ‘a9t
‘e’ Dok ¢7F B fFYg belrt vk S AZAA Y =¥ 7= 20t}

2 7

30tH, 20thet 40, 30thel 40th Fhell AFo] 7} QL ol Aee
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a b C
a 0

b —0.650 0

C -2.111 —1.603 0

AR A3l FFoR Jhs ARASE 204, 30d), 40t A 77t
—.114, —.293, —.796 2.2 YElT} o] & Al57t 2491 Apol7) JETHE
w7l 98 [F 527137 o] Al Fte

‘= Frelg akel 7k Qlar, ek b, bek ¢ freld Afolvt glvh & AF
A3 Abs] o] ke 20t} 40t Zrell= kol 7 QlaL, 20t oF 30TH, 30tHe}

] al
40t 7Hel Aol flol RHow spdo] egc,

Lagato]l A AASAH @
=

[3 5-28] AU A2 =3 A3} 1] B4zato] 4

EAN

=
a b c

a 0

b —-2.104 0

c —3.567 —2.298 0

= 209, 309, 40thel A Z+z+
712, 286, 1712 YE o5 AGAE §e4l 2olv} AeshE wl
98l [ 5-281% 2ol Al Qe | A%2 A8 ash b,
o ¢, beh Tk BT fel@ Aol7h vk & A4 4 AL 200
sl 300, 20tk e} 40, 30Ee} 40ty 7ke] Aol7h Qo] mE FpAle] Aelw
.
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[¥ 5-29] Auvid A% 7ldish 78 A4 ke mizto] A%

a b c
a 0
b 4.586 0
c 5.366 1.832 0

A 7ldiek A7k AgA o R T ARASE 2049, 30d], 40t A
7kt —.240, 520, 3122 WERTE o5 A7 fFo1 5 Aol vt STk
B2 el [ 5-29]19F o] Al Feke] Baite] ASS A8 @
o apol7k vk, 5 A
71 ek A7k AgAde 2009k 304, 20t} 40t el = Aol 7F QL
tiok 40t Fhell Zpo]7}h glo] RHEHom yhdo] A Hr

y

&b’, ‘a’ ‘C,J‘_:-; ‘?rvo/‘l@’ i]'O]7]. %]\5_7., ‘b’ ‘C’-:—:_’— ‘?r

[% 5-30] A= oE w2 7)o} Aztd A%A 71e) wizjo] A=

o
o
]

a 0
b —1.984 0
c —1.344 0.970 0

2 7)de} X7 dHA oz T AZAGE 20, 300, 40tHolA
o1& AT KA A7t AETHE

B7] 98l [3E 5-30]3 3ol Al Jeke] Bapate] AES AAISITH a's

b et Zolzk 9lar, ‘a'et ‘¢, b'eF ¢ Ao d Ao

7l et A 7tE AEA-2 20019k 300 Fell= Zpol 7t Qlar, 20t} 40, 30

’

qet 40t) 7he] Apol7k glo} BB o spale] AuL)

—

o
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(% 5-31] QWY A9l JF A2E A%y e Bgel AF

a b c
a 0
b 0.435 0
c 2.253 2.138 0

ALsl o] dga} A7ty AEHAH 0 R T A R2AGFE 204, 304, 40T oA
Z}zy =003, .019, .1102.2 YEsT) o] & AlF7F #9481 Aol 7}t 91t7
E 57 flal [ 5-3113 o] Al o] Bgito] AFS At
oF ¢’ b ‘e A Apolrt AL, a'sk b= frelgk Afelvt g E}.
ALsl o] Gt Azt AEHA S 20t ek 40tH, 30t} 40 el zfeo] 7t

H

¥ N

a b c
a 0
b —2.077 0
C 0.819 4.485 0

X g AdE AKHew Tk 75‘?’._74]’“% 201}, 304}, 400 A]
K o] 52l zfol 7} AETHE B
1 @%——%e AlskSATE. "a'ek b,
Afa 2ol 7F glvk. 5 %3 A

ﬁd
L

N

A5
] Skl [1{ 5—32]9} o] A Fthe] m4=zfo
Dot e FY7E Aol 7t AL, Aok ol

s A 7be A& 20019k 300, 309} 40t ol = %
o} 40t Froll= Zpol7h glo] FEA o 7}@01 e
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a b C
a 0
b —1.351 0
c —0.197 1.321 0

1

708, .626, .538% YEIGTE o5 A5 242 2ol AESE By
3 [3£ 5—3313 o] Al Jeko] Bexto] AFS AASHAT a'et b, ‘a'e}
‘e’ ‘Dot ‘¢ B Y% Zfol 7t glvh = AR E A Ao
< 209k 30tH, 20t &} 40tH, 30tHel 40t Zrell xfe]7} §lof & 7Hd o]
712}

A2+ A543 o] g2 = FEASE 200, 300, 40thell A ZH2)
|
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ABSTRACT

How Service Characteristics Affect Perceived
Continuity and Intention to Use in 020
Environments

Kim, Jae Hwan

Major in International Business
Dept. of International Trade
The Graduate School

Hansung University

The automotive industry is transitioning from the internal
combustion engine to a new era of mobility, driven by advances in
digital technology and environmental pollution regulations. CASE
(Connected Automated Shared Electric) or MECA (Mobility
Electrification Connectivity Autonomous) plays an essential role in
this era. Connected refers to connectivity inside and outside the
vehicle, and autonomous driving is expected to be possible after 2029,
depending on technological advances and infrastructure deployment.
Ridesharing and electric vehicles are also growing, and Mobility as a
Service (MaaS) is expected to drive the mobility revolution. Car
companies are working to transform themselves into product and

service—oriented mobility platform companies. Projects have been
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undertaken to build a new sales method, a comprehensive online
channel platform, which centers on customer experience and
online—based vehicle ownership and sharing models. The platform will
provide customers a pleasant experience, build online sales channels,
and provide sales support and customer service. For this purpose, it
is necessary to derive service value that considers customer

preferences, practicality, and environmental changes.

Through a practical study, we categorized the customer
experience—based characteristics required for automotive
comprehensive online channel platform (experience—based) services
into four major categories: pragmaticality, proactivity, emotion—based
pleasure, and compatibility with customers, and defined and
categorized the corresponding detailed service characteristics. This
study was conducted to identify the impact of platform service
characteristics on user attitude and intention to use perceived
continuity by applying the Unified Technology Acceptance and Use
(UTAUT) model and to provide basic information for service and

marketing planning in planning and operating a new platform.

020 service is a business model that converges online and offline and
1s overgrowing with the development of digital technology. Especially
since the COVID—19 pandemic, the usage rate has been increasing
mainly on online platforms. O20 services provide online—to—offline
and offline—to—online connectivity and are evolving into a form that
integrates online and offline. 020 services include food delivery,
accommodation, tourism, taxis, car sharing, department store and
hypermarket pickup, and more. Food delivery has the highest

awareness and usage rate. The 020 market i1s proliferating worldwide,
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especially in Japan and China. Various companies are leading the
convergence of online and offline shopping. Prior research on 020
services can be divided into studies on 020 service characteristics
and TAM (Technology Acceptance Model) and the 020 service
market. These studies investigate the impact of technical and personal
characteristics of 020 services on users' perceived usefulness and
ease of wuse. 020 services provide users with connectivity,

convenience, affordability, information provision, accuracy, etc.

We propose the following four concepts to characterize O20 services

practically.

First, online and offline information (IOOI) is how online information
1s integrated with offline information in real—time, enabling consumers
to find out about products and services quickly and seamlessly switch
between online systems and offline stores.

Second, interactivity 1s a series of continuous processes in the
relationship between sellers and consumers in social commerce that
respond to consumer needs and provide various services and
information. Interactivity is the attitude of providing quick and
immediate service to customers, so interactivity should be the basis
of two—way communication between businesses and consumers
through the Internet.

Third, compatibility is a factor that measures how well an innovative
technology fits into a user's values or lifestyle (Roh & Park, 2019).
Therefore, recent studies have found compatibility to be an important
factor in explaining the acceptance of online and mobile services.
Fourth, connectivity is one of the characteristics of 020 services,

connecting online and offline spaces, connecting people to people,
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people to services, and connecting the real and virtual worlds.
Connectivity 1s one of the characteristics of O20 services to minimize

the heterogeneity of the virtual and real world.

In terms of methodological theory, the Unified Technology Acceptance
Model (UTAUT) is proposed based on previous studies to explain the
process of acceptance of new information technologies such as
automotive online multichannel platforms (Jin et al., 2020; Noh et al.;
Lee, 2021). The UTAUT model consists of Effort Expectancy,
Performance Expectancy, Facilitating Conditions, and Social Influence
as antecedent variables that influence behavioral intention. This study
utilizes an integrated technology acceptance model validated in the
literature on consumer acceptance of new technologies and services,

particularly in the online and multichannel domains.

In this study, perceived continuity is a concept that represents the
trustworthiness of an online platform and can be defined as "the
extent to which users trust an online platform to provide continuity in
the consumer's journey to achieve service completeness." In the
context of the reliability of the service and conducive to continuous
content viewing on OTT services, perceived continuity can be viewed
as an attempt to measure the perception of guiding and managing the
customer's journey to achieve an integrated view of the process
quality and outcome quality of the service. Intention to use refers to
the intention to use a tool to achieve a specific purpose, and as an
antecedent of actual consumer behavior, intention to use has been
widely used in various fields as a valid variable to measure consumer
behavior (Karahanna et al., 1999; Park, 2022). The easier the

information technology is to use and the more useful it is perceived
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to be, the more positive the attitude and intention to use it will be,

leading to an increase in the use of information technology.

The divide between the older and younger generations has existed in
every era. However, as newer and more advanced technologies are
introduced into the business world faster than ever, significant
differences have emerged in their ability to embrace and utilize new
technologies. As a result, the impact of generational differences on a
company's marketing efforts continues to expand. Therefore, we check
whether there are significant differences in the path values between

the constructs among the age groups.

Based on this, we hypothesized the process by which the
characteristics of automotive online comprehensive channel platform
services in the 020 environment — online and offline information
integration, interactivity, suitability, and connectivity — affect the
perceived continuance and usage intention through the constructs of
the UTAUT model and conducted an online survey using the
questionnaire method to achieve the purpose of this study, and the
survey population was centered on the MZ generation in the 20—40
age group. The questionnaire was distributed to the panel through a
specialized survey company, and 400 questionnaires were collected
from the respondents, excluding non—responses, in equal proportions
by age. Of the total respondents, 174 (43.5%) were males, and 226
(566.6%) were females, with a slightly higher proportion of females.
Multiple measures were used to measure the abstract concepts used
in this study, and the elaboration process of selecting and refining the
measures prior to data analysis consisted of item selection and

refinement, reliability analysis, and validity analysis (Churchill, 1979).
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In order to test the hypotheses established by the path coefficients
through the analysis of the covariate structural model, the model's
goodness of fit related to the relationship between the variables must
be evaluated first. The evaluation of the goodness of fit of a research
model generally consists of three components: preliminary, complete,
and fit of the internal structure of the research model (Bagozi & Yi,
1986). In this study, GFI, NFI, RMSEA, AGFI, and CFI were used to
evaluate the model's overall fit. The fit of the structural model is
=1060.527, GFI 0.838, AGFI 0.802, CFI 0.906, NFI 0.870, and
RMSEA=0.074, which 1is considered acceptable, although not all
indicators are satisfactory. In order to analyze the differences
between groups based on age, we conducted a multi—group analysis
by dividing the age of survey participants into 20s, 30s, and 40s for
the automotive online comprehensive channel platform service. Since
it 1s statistically significant, it can be interpreted that there is a
moderating effect of age. In each case, a parametric comparison was
also conducted to analyze the significant differences in path values for

each path by age group.

The results show that the service characteristics of automobile
comprehensive online channel platforms influence the UTAUT
construct of automobile comprehensive online channel platforms as
follows. 1) On—off information integration positively affects
performance expectation, effort expectation, and facilitation context.
2) Conformity positively affects performance expectations, effort
expectations, social influence, and facilitation context. 3) Interactivity
has a positive effect on performance expectations and social influence.

4) Connectivity positively affects performance expectancy, effort
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expectancy, social influence, and facilitating context. The UTAUT
constructs of automotive comprehensive online channel platform,
performance expectancy, effort expectancy, and facilitation context
were found to affect perceived continuance positively. In addition,
perceived continuity was found to affect the intention to use
positively. Furthermore, we conducted a moderation test by age group

and found a moderation effect by age.

Specifically, the following theoretical implications can be made.

First, we found that the service characteristics of automotive
comprehensive online channel platforms positively influence the
UTAUT construct of automotive comprehensive online channel
platforms. Specifically, on—off information integration positively
affected performance expectancy, effort expectancy, and facilitation
context, and conformity positively affected performance expectancy,
effort expectancy, and social influence facilitation context.
Interactivity significantly affected performance expectancy and social
influence, and connectivity positively affected performance expectancy,
effort expectancy, social influence, and facilitation context.

Second, we found that the UTAUT construct of an automotive
comprehensive online channel platform positively influenced perceived
continuity. Specifically, performance expectation, effort expectation,
and facilitation orientation factors positively affected perceived
continuity, and the influence of society was rejected as insignificant.
Third, we found that perceived continuity, an attitudinal factor toward
automotive comprehensive online channel platforms, positively
influenced intention to use.

Fourth, we tested the moderating effect of age and found a
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moderating effect of age. In particular, the moderating effect results
analyzed for each pathway showed that the moderating effect varies

by age group in size, target group, etc.

We suggest the following practical implications to apply the

theoretical findings in practice.

First, the four characteristics presented as 020 service characteristics
were reflected by selecting and reflecting the theoretical concepts
deemed most appropriate to support or explain them, centering on the
four practical concepts presented from a practical perspective, but the
appropriateness of the keywords of these practical concepts needs to
be improved through the work of elaborating.

Second, the process of strengthening or complementing the
implementation of each practical concept in the functional aspects of
essential platform services should be continued. This will ensure the
theoretical connections suggested by the Integrated Technology
Acceptance Model. In the future, it is judged that improvement
activities in terms of services and contents should be carried out
through the analysis of pain points in the customer journey by
customer type (segment).

Third, since the practical implications described by the UTAUT model
may have different degrees of acceptance depending on differences in
the lifecycle or customer acceptance context, finding appropriate
acceptance variables and improving the fit is necessary.

Fourth, the journey guidance of automotive online comprehensive
channel platform services identified based on perceived continuity
should be supplemented. In terms of service quality, there have been

many approaches to process quality, result quality, etc. However,
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inductive services that help customers complete their journey, pull
them forward, push them backward, and accompany them to the end
still need to be improved. In this regard, the current platform will
help the service complete the customer journey by strengthening it.
Suppose we identify important hurdles in the customer journey by
customer type (segment) in sales and service use for
high—involvement products such as automobiles and review and apply
inductive services that can overcome them through chatbots, UI/UX,
customized content personalization, and marketing activities. In that
case, it will create good results.

Fifth, based on the analysis results of different hypothesized paths by
age group, it will be possible to plan and apply services related to
more meaningful platform service characteristics by age group, and it
will be beneficial in understanding the causes of journey hurdles. As
the influx of customers expands and more data is accumulated, it will
be possible to improve service planning and result analysis further if
it 1s linked to attribute analysis of customer tendencies and age

groups.

The results of this study indicate that under the paradigm that is
changing from the center of the Fourth Industrial Revolution to the
data economy, there i1s a need to clearly define targets from the
customer side first and improve the actual physical and virtual
relationships based on services, considering that automotive online
comprehensive channel platform services are in the early stages of
their lifecycle. In order to trigger the behavior of selecting and
utilizing automotive online comprehensive channel platforms through
customer attitudes from the perspective of automotive online

comprehensive channel platform service providers, service
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differentiation should be planned from the perspective of increasing
practicality through online and offline information integration, pleasure
through interactivity, compatibility through suitability, and proactivity

through connectivity.

The environment should be built so customers can achieve the
expected results through the service. Efforts should be made, and
including various behavioral economic devices, to bring out the
expected expectations with as little effort as possible, and in terms
of the social environment using the service, the social environment
should be built so that the surrounding view or atmosphere is positive
and desirable so that customers do not feel distant. Furthermore,
above all, we should strive to improve the customer's intention to use
the service by playing a facilitating role so that the consumer can
perceive the continuity of the service through the role of pushing,
accompanying, and leading the customer to achieve results through the

entire journey of using the platform service.

Key words: 020 Environment, 020 Service Characteristics,
Connectivity, Interactivity, On—Off Information Integration, Perceived
Continuity, Extended UTAUT Model.
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