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3.3 M) 228 A % H¥A 74

3.3.1 W9 223 A9
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AoIA AAAQ] FA|ES F2E 4 | Delone&Meclean
Al stet, FH oA E o] &sk=H Aol | (1992)
FSITARIZS] oAl | ryorgt 717](PC, Tablet PC, SU1E)2 2= 3(2005)
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(BAANY, 0%, oIE 5)E wp=s) | A= (2009)
ejo]E, Edol Ao AT AL % 9l | o) Ei#(2010)
EWsta AR AR AF, F9 | uhgir(2011)
o] o1& A 7A3te] AAAR} kA
7l wE 2 gelRca 47
AU A AFHE SeARE
A Ve, A A 2o A
ABHE Ee4ut Bas 244
F3hea S8, A 20X AFE= | Ballou&Pazer
o] W= 53], &A1k UAKLL | (1985)
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3.4 AEFF €2 B4 W
3.41 A5 3

AR A ATEEY 7HS HAS] flsto] feluer 53 A ¢ 4l
St ES AR Yol A g3t 53 B Y KIPRIS(Korea Intellectual
Property Rights Information Service)2] o] 8A= th} oz AFE Z18)s}th

ATFE A7) Hall sl S HRAR| A o] G s XI5k
KIPRISE o] &afl & Aol AL dA o]& T2l o] A5 FE o= 74
stk SHARY] AEAdS glshy] felA SHA] S ARAH| 2 o] 87
ZHp o] 85-A ) Wt o] BRIk, FARECE HAEEokE st Aike X
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A
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AR, SA7]3), st A0, A Ed 7)), vide] 713 (H 3], A
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SH()HAY), duk (=g WA, F
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m
o
K
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H/AAES, AR Hhow FEste] AEAdS gl Wt}
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T FAge] gAY BAAT SRS AT 2679 AEATE E AT
o] Aol o] &HA. A= £ UES FYstd <xE 24>¢F g}

AR dlz | HAdEd | AE3F 2 g o R EX4Y $°F| Data®
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AR 3(1.1)
WA 10(3.7)
/385 28(10.5)
w7/ s 13(4.9)
34/ 4/ s 3(1.1)
ZIAEEAE 44(16.5)
/A3 % 3(1.1)
ol LA/ 2 2(.7)
SH/ANEY 2(.7)
A2 A A+ 11(4.1)
7| e 33(12.4)
A& 103(38.6)
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FHRE 3(1.1)
ZAYE 5(1.9)
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8-l 5ol st dre FEAS 74.885% = WERE
= <

(B
I

AREE  (BAIFEFE | A2EFR | ouAFE

Q6-2 792
Q6-7 695
Q6-6 671
Q6-3 656
Q6—4 556
Q10-2 .809
Q10-3 799
Q10—4 781
Q10-5 744
Q10-1 718
Q8-8 747
Q8-2 717
Q8-7 714
Bt Q8-3 707
Q8—4 .695
Q8-6 582
Q8-5 546
Q4-5 798
Q4-3 775
Q4—4 .694
Q4-6 568
Q4-1 561
Q4-7 531
Q4-2 508
Eigen—Value 4.934 4.846 4.692 4.250
A (%) 19.734 19.384 18.768 16.999
AR (%) 19.734 39.118 57.886 74.885
KMO=.960, Bartlett's x*=6445.065, p<.001
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Fawso] et ol 44 WE o] g4 PO SR A
<E 27>} ek 8RN WA fistel dlolelFe A4 P 9
S o 72 Ak DataFe] HAHE KMOAGE o] gahgon,
0.737% VFER Hlo B 57k g skelr). B9l de Bartlett 784 A4 A4
2 B3l Agstglon Av: vejadel ol Ao @ ekt webd o
HlolE ARt fARHS AAsle] 4 4% Hoz weH AT 2
3ot B 274 89102 FEHAG FEH 89lo] haA o] g4 W
%3} o] 84 ABelEn Waigith AAR G5 glof ol g4 W= 27]

At HRH SRS

He
. . o] g} R o] &z PFY®
229l SAEY
Ak ok 909
o]g-A} T

71t o] Rk 873

Ao]g 9k 917
ol g Y= -

FHd 93 861
Eigen—Value 1.854 1.835
H2H %) 46.338 45.872
AR %) 46.338 92.211

KMO=.737, Bartlett's x*=826.206, p<.001
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Cronbach’s a
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4.1.3 A9 7|8 AZ 4% AR 4
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%

948, o]-&=}

9122 70 o] o =
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A
hi

olm A F Ao AFEE 911, R EFA

T -
-

Ao} A7)

|

MR

o]
FEE 911, o] 82 P A=

914, A 2~HEA

—
i

911

Cronbach's a

.507
.364
142
—.203
.264

A=

—.475
—-.329

1

F = Qloh(eo]dE, 2006).

—.853
—-.808
—=.795

—.647
—.825

=

—.514
—.544

.836
921
1.058
1.215
1.113

SD

1.013
995

ako] ol o}
B
5.98
5.91
5.70
5.52
5.64

71 <

5.69
5.78

°©

267
267
267
267
267

o2 & 4 At (Nunnally, 1978).

267
267

Q4-1
Q4-2
Q4-3
Q4-5

Q4-6
Q4-7

A%
;g

iz
=

o]

AR DY e

LHERLE A1F

™A
o E

914

.036
.057
.043
—.200
—-.311
—-.137

—.659
—.682
—.682
—.667
—.592
—-.721

.827
.876
978
1.179
982
.986
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6.03
5.99
5.86
5.57
5.78
5.89

267
267
267
267
267
267

Q6-1
Q6-2
Q6-3
Q6—4
Q6—6
Q6-7




Q8-2 | 267 | 5.60 1.066| —.628 .118
Q8-3 | 267 | 5.79 974 —676]  .038
Q8—4 | 267 | 5.73 967 —.569| -—.182
A28
- Q8—5 | 267 | 5.74 1.013|  —.555] —.327 947
4
Q8—6 | 267 | 5.73 978|  —.408| -.697
Q8-7 | 267 | 5.75 994 —559| -.317
Q8-8 | 267 | 5.79 994 -579| -.378
QL0-1 | 267 | 547 1105 —.443] -.507
QL0-2 | 267 | 5.60 1.087| —.274] —1.018
FeAE
- QL0-3 | 267 | 5.70 1.033| —.383] —.905 948
4
Q10-4 | 267 | 5.65 1.064| —.373] —.945
QL0-5 | 267 | 5.69 1.046 | —.352| —1.045
olgx | SAT1 | 267 | 5.82 841 —560|  .093
= 911
ez | UEFE | SAT2 | 267 | 5.81 915 —.540| -.163
M| o)gx | LOYL | 267 | 6.22 799 —.909| 478
912
A= | Loyz | 267 | 6.14 860 —.851| @ .142
A4 Pub | 267 | 5.57 1163 —.601| —.123
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tel »2, CMIN/DF, GFI, AGFI, CFI, NFI, IFI, TLI, RMR, RMSEA

S
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S
=2 "1

29>2] gk
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hy3

e 72 <

A17171 $

Fo] SMC(Squared Multiple Correlation)

S

12048

R

(29 2012). A=

P (-5, 2012).

AAE

ATAA Y HE 71E

<

s

3 9]

0.9 o]

0.8 o]

0.9 o]

0.9 o]

0.9 o]

0.9 o]

5

0.05 ©]

3

0.08 ©]

Aty F8 7E

p>.05
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o

,Ao

0.9 9

o 0

<0

0.85 ©]
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<0
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<0

0.9 9
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0.9 9
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0.05 °]3}

0.05 o]s} <
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AGE A%

CMIN/DF

GFI
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CFI

NFI

IFI

TLI

RMR

RMSEA

#9)

}e¥(factor loading) 2
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aL, dAlEl =l AVE(
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eIt FoAS A8 A8 el EEstE &
(standardized factor loading)®] .5¢]/}o]ojof s}, 950|H FEr}al & 4=

tH(.70)7dolH & wgEA). o9t yEo] BAA Fo >1
p=<.05)% BlIs}ojof st} AVE(Average Variance Extracted: 3+ &4F¢
=) Easkd el FstFe] Awek e F ETstE aQlFetRe Al
QAR o2 usE ghelth(Fornell & Larcker, 1981). AVE
ofef o} Zrowm AVEZko] 5Sol/dolH HFErFdA o] A= Aoz 153

oX oy

N34 Z] = (Construct  Reliability: C.R.) H+= FAdAIE
reliability) = ®53} Q1561 gho] Alws EEshd 22178
I e ApEqke] gom v grolth AR =] A2 off e}

AR = gho] 7o]dold AFEIEA 0l e Aor AFIT(FFF, 2012).
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9
o yHElFAdo] drtal B 4 9lth(Anderson & Gerbing, 1988).
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4,21 ERHEZFIEA
Az AP B4 Avp <F 30> 2rh BE o] 291Y5gol
A=) o] (W>.50) 2.2 YEFEIL, CR(0.7°]7), AVE(0.5°]%) 9A] 7|54
oo FAFEGAl BAZ fle Ao® UEhdth($-EZ, 2012). e}
GFI, AGFI7} A3tx 7S SFA71A ohs Aoz gRlx Ak
<¥ 30> Hz 24w ¥4 23
=3} T=
=52 L L _
=l A% o3} t—value D CR AVE SMC
— | Q-1 822 .909 588 676
— | Q4-2 779 071 | 14.716 | ##x 607
ST R Q4-3 790 081 | 15.002 | s 623
. — | Q4-4 703 097 | 12775 | s 494
e — | Q4-5 780 086 | 14.743 | s 608
— | Q4-6 818 076 | 15.800 | s .669
— | Q47 752 078 | 13.992 |  sx 565
— | Q6-1 786 921 660 617
— | Q6-2 828 074 | 15.053 | s 686
4R — | Q6-3 805 084 | 14512 | sx 648
4 — | Q6-4 753 103 | 13.314 | s 566
— | Q6-6 840 083 | 15325 | sx 705
— | Q6-7 833 083 | 15.167 | sx 694
— | Q8-2 827 .947 720 685
— | Q8-3 811 056 | 16.022 | s 657
P I e Q8—4 844 054 | 17.065 | s 712
i — | Q8-5 836 057 | 16.822 | sx 700
e — | Q8-6 865 054 | 17.743 | s 747
— | Q87 860 055 | 17.598 |  sx 740
— | Q8-8 891 054 | 18.674 | sx 794
— | Q10-1 780 .940 760 608
Naae | Q10-2 858 068 | 15923 |  sx 736
v — | Q10-3 915 063 | 17.394 | s 838
e — | Ql0-4 .929 065 | 17.764 | s 863
— | Q10-5 .939 063 | 18.035 | sx 882
o]4z | — | SAT1 .892 .934 876 797
= — | SAT?2 941 049 | 23497 | 386
olg4z | — | LOYI1 867 .943 .893 752
FgEow | — | LOY2 .969 063 | 19.028 | s .939

AL *=948.858(p=.000, df=362), CMIN/DF=2.621, GFI=.800, AGFI=.760, CFI=.922, NFI=.881,
[F1=.923, TLI=.913, RMR=.043, RMSEA=.078

wxkp<,001

- 73 -



Hzx ZARY B EY GFINSG7) %
EfLbA SMCekol 7Hd v
2 SAHARYP TS AAE Y. <3 31>

A A] o] (WN>.50) 0.2 YEFGEaL, CR(0.7°]%), AVE(0.50]4) 9A] 7
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[
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fru
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o\
Au)
ofl
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9
4
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s
g9
rlr
}L
[o
fru
i
o,
30
=
o
o\
[u&a\
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(@)
>
N
AN o
£ X 9

D)
E
>
D)
E
N
)
a2
o
=
~N
MN
filo
o
APy
>
)
X
v
ol
rlr
P
o
fr
|

r o
i)
ha
)

ITZF =
Z2RYR TS 7Y lt—valwe | p | CR | AVE | SMC
A+ | &A%
—] Q-1 830 .909 624 690
—| Q4-2 781 070 14.090 | ssx 610
oA [T Q4-3 786 080 | 15.051 | s 618
x7 —| Q4-5 761 .085 14.375 | ssx 580
—| Q4-6 818 075 15.976 | ssx 669
— | Q4-7 757 076 14.247 | ssx 573
—| Q6-1 787 .921 660 619
—| Q6-2 829 074 | 15105 | #=x 687
Au —| Q6-3 805 .083 14531 | #sx 648
E7 —| Q6-4 751 102 13.308 | sk 564
—| Q6-6 839 .083 15.357 | sk 705
—| Q6-7 833 .083 15.196 | ssx 694
—| Q8-2 827 .947 720 684
—| Q8-3 810 .056 15.998 | sxx 657
AzE | | Q84 844 .054 17.035 | sk 712
- —| Q8-5 836 057 16.802 | sxx 699
w4 —| Q8-6 865 .054 17.737 | ssx 748
—| Q8-7 860 .055 17577 | ssx 740
—| Q8-8 892 .054 18.666 | =xx 795
— | Q10-1 780 .940 760 608
Neag | | Ql0-2 858 .068 15.912 | ssx 736
B —| Q10-3 915 .063 17.384 | sxx 838
w4 —| Q10-4 929 .065 17.746 | ssx 868
— | Q10-5 940 .063 18.025 | sxx 883
olgx | —| SAT1 .893 .934 876 798
e — | SAT? 940 049 | 23489 | sxx 884
olgx | —| LOY1L 867 .943 893 752
FFo)= | —| LOY2 .969 .063 19.013 sk .939

AT ¢*=864.302(p=.000, df=335), CMIN/DF=2.580, GFI=.810, AGFI=.770, CFI=.928,
NFI=.888, IF1=.928, TLI=.919, RMR=.041, RMSEA=.077

wixp <001

- 74 -



Ao A3l el SCHS] 1 e AuFAS] Qo-15 AT T
37} SARY R4S AANAT <E 32> Lo RE G| 81F-sfpo

= s EFS T

ZA 3= A% o t—value D CR AVE SMC

—] Q-1 .831 1909 624 .690

—| Q4-2 783 069 | 14.979 | wx 613

oAl [T =1 Q4-3 786 080 | 15.067 | e 618
I3 —| Q4-5 760 085 | 14.344 | wx 578
—| Q4-6 .818 075 | 15.976 | wsx .669

—| Q4-7 755 076 | 14.216 | wx 570

—| Q6-1 .805 923 706 .648

A —| Q6-2 .835 070 | 15.709 | ex .698
- —| Q6-3 797 080 | 14.713 | wx .635
w4 —| Q6-6 .845 078 | 15.956 | wsx 713
—| Q6-7 .824 079 | 15.425 | wsx .680

—| Q8-2 827 947 720 .684

—| Q8-3 .810 056 | 15.987 | wsx .656

Axw | | Q84 844 054 | 17.045 | wex 712
- —| Q8-5 .836 057 | 16.799 | wsx .699
w4 —| Q8-6 .865 054 | 17752 | wx 749
—| Q8-7 .860 055 | 17.578 | wsx 740

—| Q8-8 .892 054 | 18.674 | wsx 795

—| Q10-1 779 940 760 .607
Bsag | | QL0-2 .858 068 | 15.899 | sx 736
- — | Q10-3 .915 063 | 17.375 | wsx .838
w4 — | Q10—4 .929 065 | 17.737 | wsx .863
— | Q10-5 .940 063 | 18.014 | wsx .883

olga | —| SAT1 .893 934 376 797
Th — | SAT? .941 049 | 23422 | wx .885
olga | —| LOY1 .868 943 893 .753
FEow | —| LOY2 .968 063 | 19.113 sk .938

AT %'=752.944(p=.000, df=309), CMIN/DF=2.437, GF1=.822, AGFI=.782, CFI=.937,
NFI=.898, IF1=.938, TLI=.929, RMR=.038, RMSEA=.073

wxxp<.001

32 SARY 4 A3} GFI, AGFI A57F A% 7|58 A7) A &
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s Aow Aa7h UERA SMCRke] 7MW o] u A F A Qa-78 Al
St 4z SARY FAS AASITE <3 33> o] BE gEe] g9IF
shero] AAA o] (0>.50) 22 e, CR(0.7014), AVE(0.5014) %A
NEA olFow AFEFA] AL gl Aow YEdtH($-53, 2012)
a8y GFI, AGFIZF Ajts 7158 S5A171A] X8k 3oz Syt
<¥ 33> 43 ZARY B4 A3
. EF3 EE
=10, —
=l A% o t—value D CR AVE SMC
—] Q-1 839 897 637 703
o] —| Q4-2 809 067 | 15.814 | #xx 655
o —| Q4-3 800 078 | 15535 | #xx 640
B —| Q4-5 747 084 | 14.060 | #xx 559
—| Q4-6 796 075 | 15438 | #xx 634
— | Q6-1 804 .923 706 646
An —| Q6-2 835 070 | 15.641 ok 697
;ﬂ —| Q6-3 798 080 | 14714 | wxx 638
== —| Q6-6 845 079 | 15.907 | #*x 714
—| Q6-7 825 080 | 15.376 | #xx 680
—| Q8-2 827 .947 720 685
—| Q8-3 810 056 | 15.987 | #xx 655
PP Q8—4 844 054 | 15.054 | #xx 712
. —| Q8-5 836 057 | 16794 | wxx 698
= —| Q8-6 865 .054 | 17.761 ok 748
—| Q8-7 860 055 | 17.589 | sxx 740
—| Q8-8 892 054 | 18707 | #xx 796
—| Q10-1 779 .940 760 607
gaae | Q10-2 858 068 | 15.894 | sxx 736
. —| Q10-3 915 063 | 17.372 | #xx 838
B —| Q104 .929 065 | 17.736 | #xx 863
—| Q10-5 .940 063 | 18.013 | ##x 883
o]gx | —| SAT1 .893 .934 876 798
THE — | SAT2 .940 049 | 23434 | wxx 884
o]z | —| LOYI 867 .943 .893 752
gEox | —| LOY2 .969 .063 19.092 sk .939

AT ¢*=676.188(p=.000, df=284), CMIN/DF=2.381, GFI=.833, AGFI=.794, CFI=.942,
NFI=.905, IF1=.943, TLI=.934, RMR=.038, RMSEA=.072

wixp <001

W
[

P SARE A 23 GFL, AGFT Al7F A¢ e 7|&< WHESA71A4 X

= Aow A7 YEhA SMCEke] 7HE v ojn| ] EF 4 Q452 A A

Oft
o
¢
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a1, CR(O0. 701”) AVE(0.

NS AAEAT <E 34> 9 o)

>.50) 8.2 e

<i 34> 5 SAHRY 4 4¥
e EFS EF

SA = A% ot t—value | p CR AVE | SMC

- Q4-1 852 .889 667 726

olm] 7] —| Q4-2 822 065 16.434 sk 675
z3 —| 4-3 781 .076 15.199 | s 611
—| Q4-6 778 .073 15.103 | 605

—| Q6-1 804 .923 706 647

A —| Q6-2 835 .070 15.661 o 697
- —| Q6-3 798 .080 14.731 oo 637
= —| Q6-6 845 .078 15.941 o 714
—| Q6-7 824 .079 15.382 | sk 679

—| Q8-2 827 .947 720 684

—| Q8-3 808 .056 15.941 ot 653

A | Q8—4 843 .054 17.027 | s 711
. —| Q8-5 836 .057 16.784 | sk 698
== —| Q8-6 866 .054 17.762 | sox 749
—| Q8-7 861 .055 17.595 | sk 741

—| Q8-8 893 .054 18.714 | sk 797

— | Q10-1 779 .940 760 607

Nsag | Q10-2 857 .068 15.883 | sk 735
E;" —| Q10-3 916 .063 17.365 | sk 838
e —| Q10-4 1929 .065 17.725 | s 863
—| Q10-5 .940 .063 18.006 | 883

olgx | —| SAT1 895 .933 875 .800
ks — | SAT2 1939 .049 23.432 | e 881
olgx | —| LOY1L 867 .943 893 752
FEo)= | —| LOY2 .969 .063 19.094 sk .939

AT ¢*=598.980(p=.000, df=260), CMIN/DF=2.304, GFI=.844, AGFI=.805, CFI=.948,

NFI=.913, IF1=.949, TLI=.941, RMR=.037, RMSEA=.070

#xxp<,001



- EF3 EF
SAYE A% | ox | tTvdue | p | CR | AVE | SMC
T X

—| Q4-1 852 889 667 726

olm] 7] - Q4-2 821 .065 16.425 ok 674
=4 —| Q4-3 781 .076 15.197 | s 610
—| Q4-6 778 .073 15.112 | s 606

—| Q6-1 804 .923 706 647

A —| Q6-2 835 .070 15.666 | 697
- —| Q6-3 798 .080 14.731 o 637
e —| Q6-6 845 .078 15.942 | 714
—| Q6-7 824 .079 15.377 | x 678

—| Q8-2 827 .947 720 684

—| Q8-3 808 .056 15.943 | 653

P Q8—4 843 .054 17.039 | s 711
. —| Q8-5 835 .057 16.783 | sk 698
== —| Q8-6 865 .054 17.763 | sk 749
—| Q8-7 860 .055 17.597 | s 740

—| Q8-8 893 .054 18.719 | sk 797

— | Q10-2 844 .945 810 713

doAE& | —| Q10-3 913 .050 20.463 sk 834
Z3 —| Q10-4 1932 .051 21.303 | e 869
—| Q10-5 947 .049 21.960 | e 896

olgx | —| SAT1 894 .934 876 799
e — | SAT2 1939 .049 23,426 | e 882
olgx | —| LOY1L 867 .943 893 752
ProJw | —| LOY2 .969 .063 19.086 | 940

A3 4*=523.849(p=.000, df=237), CMIN/DF=2.210, GFI=.854, AGFI=.815, CFI=.954,
NFI=.920, IF1=.955, TLI=.947, RMR=.037, RMSEA=.067

<001
62 SAEY B4 Ay} GFI A57 43¢5 75 WE5A7]A Fals A
o2 A7t yepA SMC#Ee] 7HE w2 olm A Q4-65 A g

=
AEY S s AAISITE <3F 36> o] BE o] 2905t

t

HA =] o] A (W>.50)2 2 EFGEIL, CR(0.79]4), AVE(0.50]%) 4] 7]
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ooz HFEFTA ol . 2012). 28}

6P AR 158 AN RS Aoz aaH,

p”
N
N
=2
rir
S,
o
il
i
Au)
v
*
—10
m&:

e EFS T

ZSA 75 A% o t—value D CR AVE SMC

oA L Q4-1 862 .883 715 742
. —| Q-2 839 .064 16.840 | ok 705
e —| -3 799 .075 15.631 o 639
—| Q6-1 803 .923 706 645

A —| Q6-2 835 .070 15.629 | sk 697
. —| Q6-3 801 .080 14.755 | 641
e —| Q6-6 844 .079 15.862 | ok 712
—| Q6-7 824 .080 15.343 | 679

—| Q8-2 827 .947 720 684

—| Q8-3 808 .056 15.931 o 653

P I M Q8—4 843 .054 17.006 | o 711
. —| Q8-5 836 .057 16.777 | s 699
== —| Q8-6 865 .054 17.748 | 749
—| Q8-7 861 .055 17.593 | sk 741

—| Q8-8 893 .054 18.701 | o 797

—| Q10-2 844 .945 810 713

454E | —| Q10-3 913 .050 20.462 sk 834
z3 —| Q10-4 1932 .051 21.293 | 869
—| Q10-5 947 .049 21.961 ok 896

olgx | —| SAT1 894 .933 875 .800
A — | SAT2 1939 .049 23.468 | e 882
olgx | —| LOY1L 867 .944 893 751
o | —| LOY2 970 .063 19.100 | o 940

A3 4*=468.154(p=.000, df=215), CMIN/DF=2.177, GFI=.861, AGFI=.821, CFI=.958,
NFI=.926, IF1=.958, TLI=.951, RMR=.034, RMSEA=.067

wixp <001

ﬂ
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|\
o
al

9 B4 AT GFI A7 AT 71Fe WSA A Rohe
[e)

& A =1
A7h A SMCgRel e W4 Fol AHED Q6-32 A
>
0.

o

‘
-

ARE BAS A A O}oﬂﬁr <X 37

HN ot o

L X % o

X
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o
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>
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SAYE EES | EE t—val CR | AVE | SMC
Jees A% | ex | AP
—| Q-1 862 .883 715 744
oju| ] —
- —| Q4-2 839 .064 16.849 | #xx 703
=4 ——
—| Q4-3 799 075 15.652 | #xx 639
—| Q6-1 810 913 724 656
AH —| Q6-2 833 .070 15.596 | #xx 694
=4 —| Q6-6 848 .078 15.970 | ##x 718
—| Q6-7 825 .079 15.386 | #xx 681
—| Q8-2 827 .947 720 683
—| Q8-3 809 .056 15.942 | #xx 654
—| Q8—4 844 .054 17.017 | ##x 712
Al 2~H] I
- —| Q8-5 836 .057 16.770 | ##x 699
=4 7
—| Q8-6 865 .054 17.735 | #xx 749
—| Q8-7 861 .055 17.575 | ##x 741
—| Q8-8 893 .054 18.677 | ##x 797
—| Q10-2 844 .945 810 713
A5A4 | —| Q10-3 913 .050 20.454 | #xx 834
=2 — | Q10-4 932 .051 21.285 | s 869
—| Q10-5 947 .049 21.951 o 896
o]g€7 | —| SATI .895 .933 875 .800
= — | SAT2 1939 .049 23.431 o 881
o]z | —| LOYIL .868 .944 .893 753
o)t | —| LOY2 969 .063 19.191 o 938

AT ¢ =441.571(p=.000, df=194), CMIN/DF=2.276, GFI1=.861, AGFI=.819, CFI=.957,
NFI=.927, IF1=.958, TLI=.949, RMR=.034, RMSEA=.069

#xp<.001

82k SR wA A GFI A7 AjE 7&S U5A71A4] Fshe A

o =2 AT YERA SMCFo] B W Foll Al=RlEA Q8—38 Al g
T 9xk SARY BAS AASTE <& 38>¢) o] BE e aQls)
o] KA =] o] AH(h>.50) 0 2 LFEFEIL, CR(0.70]4), AVE(0.50]4) 93A] 7]
2 oo m JAFEFAl £AI7F e Aow UEhvh (-5, 2012). 1
2lth GFI 7F A3tE 7|58 SFA7IA Rohe 2w gelHit



QY= e SR te| s CR | AVE | SMC
A 22k

o] =] Q-1 864 883 715 746
E) —| Q4-2 838 063 | 16871 | wwx 701
—| Q4-3 799 075 | 15678 | wwx 638

—| Q6-1 810 913 724 656

K —| Q62 833 070 | 15609 | e 694
4 —| Q6-6 848 078 | 15995 | e 719
—| Q67 825 079 | 15387 | wex 680

—| Q8-2 822 947 720 676

—| Q8-4 840 055 | 16710 | e 706

Az® | | Q85 831 058 | 16423 | 690
=4 —| Q86 865 055 | 17497 | e 748
—| Q87 864 056 | 17461 | e 746

—| Q8-8 894 055 | 18476 | 800

—| Q10-2 844 945 810 713

AsA4 | —| QL0-3 913 050 | 20464 | wwx 834
4 —| Q10-4 932 051 | 21201 | wex 869
—| Q10-5 947 049 | 21941 | wex 896

o2 | —| SAT1 894 .933 875 800
L= — | SAT2 939 049 | 23430 | e 882
o[z | —| LOYI 867 944 893 753
PEx | —| LOY2 969 063 | 19191 | e 938

A3 %*=406.852(p=.000, df=174), CMIN/DF=2.338, GFI1=.864, AGFI=.820, CFI=.958,
NFI=.929, IF1=.958, TLI=.949, RMR=.034, RMSEA=.071

#4xp <001

Mo
1%

N
i)
o
>
)
&
N

3

=
07} ZH Y BN S AN <E 30> o] RE FEo| 2173}

ko3

5

ko] A2 o] A (\>.50) & EFGaL, CR(0.70]14), AVE(0.50]14F) 9A] 7]
TA] oo m HAFTEFAl A = A= HERRTH(

o
o\
[u&a\
)
S
S
I

GFI 7} A% 7= SHA7IA Rdhe Aoz A=l

iv:)
)
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<i 39> 107} SHEY 4 23}

. sl gF3} | EF
=43 = by —
SAYE A% ot t—value | p CR AVE | SMC
— | Q4-1 862 .883 715 743
o|n| %] _
_ - Q4-2 838 .064 16.835 ok 703
=4 E—
- Q4-3 800 075 15.682 ok 640
- Q6-2 799 .880 710 639
AR I
_ —| Q6-6 846 077 15.369 ok 715
=4 —
- Q6-7 837 .078 15.175 ok 701
- Q8-2 823 .941 726 677
— | Q8—4 841 .055 16.762 ok 708
A2 E] —| Q8-5 830 .058 16.421 ok 689
4 —| Q8-6 864 .055 17.500 ok 747
— | Q8-7 863 .056 17.457 ok 745
—| Q8-8 894 .055 18.494 ok 800
— | Q10-2 844 .945 810 713
FEAE | —| Q10-3 913 .050 20.456 sk 834
=4 —| Q10-4 .932 .051 21.286 sk .869
—| Q10-5 947 .049 21.946 ok 896
o]€x | —| SAT1 .894 .934 876 .800
T — | SAT?2 .939 .049 23.471 ok 882
o]z | —| LOYIL .868 .943 .893 753
grox | —| LOY2 .968 .063 19.177 ok 937

AL ¢*=351.077(p=.000, df=155), CMIN/DF=2.265, GF1=.877, AGFI=.834, CFI=.963,
NFI=.936, IF1=.963, TLI=.954, RMR=.032, RMSEA=.069

#4xp <001

A3} GFI Al=7F 4 ¢

EfLbA] SMCHte] w2 W ol AJ='ld Q8-2

o

- S
=
=DV
N
i

o
!
ofl
gh

%
H
N
MN
fllo
rlj
I
>
N
B

4

F 1A SYRY B4 ARG <E 40>7 Po] BE FHo] 213
wo] A4 o] 4(n>50) 0.2 LEREIL, CR(0.7914), AVE(0.5014) 4] 7]
F4 ol go.s AFEYA BA g ACE YehdrH($-38, 2012). 1
it GFI 7t AFE 7152 $547)4 ah Aoz fangd

-8 -



<E 40> 117 Z4RY 24 A3

s EF3 BT
SAYE ) t—value D CR AVE SMC
A 2
—| Q-1 863 .883 715 744
o|n] %] —
B —| Q4-2 838 064 | 16.809 | #xx 702
=4 —
—| Q4-3 800 075 | 15.659 | #xx 640
—| Q6-2 800 .880 710 640
AR [
B —| Q6-6 845 077 | 15405 | #xx 714
=4 —
—| Q6-7 837 077 | 15.229 | s 701
—| Q8—4 830 .935 741 689
—| Q8-5 843 063 | 16.991 ok 711
}\]Z\_Eﬂ  E—
_ —| Q8-6 875 059 | 18.054 | #xx 766
=4 —
—| Q8-7 855 .061 17.386 | #xx 732
—| Q8-8 386 060 | 18414 | #xx 784
— | Q10-2 845 .945 810 714
4524 | —| Q10-3 913 050 | 20.492 | xx 834
=4 — | Q10—4 .932 .051 21.325 ok .869
—| Q10-5 946 049 | 21.954 | xx 895
o€z | —| SATI .894 .934 876 .800
T — | SAT2 .939 049 | 23450 | xx 882
o]z | —| LOYIL 867 .943 .893 752
gEox | —| LOY2 .969 .063 19.165 sk .939
A% v2=304.968(p=.000, df=137), CMIN/DF=2.226, GFI=.890, AGFI=.848, CFI=.966,

NFI=.941, IF1=.966, TLI=.958, RMR=.030, RMSEA=.068

#4xp <001

SMCzko] ©& W Fo] A A~EEA Q8—4S A A3

112 AR F4 A% GFL A57F AR e 75s fHEA7]A] Kehe A
o =2 AT} YERA
Z 122 SARY BAS AAETE <3F 41> o] BE o] golRa)
o] HA A o] (A>.50) .2 YEREaL, CR(0.7°01%), AVE(0.50]14) 9A] 7]
TA] o]do® HFEtdAdel EATE fle AR YERHTHS-EE, 2012). L
v GFI 7F A%tE 715s SSA7IA Eehe 3oz EE I
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<E 41> 127 Z4RY 24 A3

) EF3 BT
SAYE ) t—value D CR AVE SMC
A 2
—| Q-1 864 .882 714 747
olm] 7] Y
- —| Q4-2 837 .063 16.821 ok 701
=4 —
—| Q4-3 798 075 15.637 | s 637
—| Q6-2 801 .880 710 642
K —
e —| Q6-6 844 077 15,424 | s 712
=4 —
—| Q6-7 838 077 15.294 | s 702
—| Q8-5 847 .923 750 718
Az8 | —| Q8-6 388 .053 19.113 | s 789
=4 —| Q8-7 849 .056 17.678 | s 721
—| Q8-8 875 .054 18.618 | #xx 766
— | Q10-2 845 .945 810 714
A5ag | —| Ql0-3 913 .050 20.499 | s 834
=2 — | Q10—4 932 .051 21.343 | 870
— | Q10-5 .946 .049 21.949 | s 895
o]g€x | —| SAT1 .894 .933 875 .800
T — | SAT2 .939 .049 23.436 | 882
o]z | —| LOYIL 867 .943 .893 752
gFox: | —| LOY2 .969 .063 19.151 sk .939
AL v2=270.607(p=.000, df=120), CMIN/DF=2.255, GFI=.898, AGFI=.855, CFI=.968,

NFI=.944, IF1=.968, TLI=.959, RMR=.029, RMSEA=.069

#ixp <001

122k SARY 24 A3 GFI A7 A3e 7]Eg 54
o2 A37F e SMC#e] 7HE s Al
132 SR B4 AAE ok <3 42>9F go] BE FEo] 291535
o] AAA o] d(h>.50) &2 R, CR(0.7017), AVE(0.50]78) 4]
A oldo s FEE el AT §lis Ao YERTH(S-SE, 2012).
8 o

HAAEAF7E 7Es SHAN7IE Aoz FIEAH

et
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<¥ 42> 13% =ARY 24 Ay}

SAYE f;i\_ ji‘i t—value p CR AVE | SMC
ojulx] | —| Q-1 849 861 756 721
4 —| Q4-2 830 069 | 15581 | s 690

—| Q62 802 880 710 643
K I
£ —| Q66 843 076 | 15461 | s 711
—| Q67 837 077 | 15321 | s 701
—| Q85 847 1923 750 718
AzE | | Q86 888 053 | 19.106 | s 788
4 —| Q8-7 849 056 17.688 | s 722
—| Q8-8 875 054 18.633 | s 766
—| Q10-2 845 1945 811 714
Asag | —| Ql0-3 914 050 | 20506 | s 835
4 —| Q10—4 933 051 | 21.344 | e 870
—| Q10-5 946 049 | 21933 | e 894
o2 | —| SAT1 898 .933 875 806
bl —| SAT2 935 049 | 21.933 | e 875
o[z | —| LOYI 867 .943 893 752
5w | —| LOY2 969 063 | 19.106 | 939
A% 4*=218.611(p=.000, df=104), CMIN/DF=2.102, GF1=.910, AGFI=.868, CFI=.974,
NFI=.952, IF1=.974, TLI=.966, RMR=.026, RMSEA=.064
w0k <001

SAEF gk &4 a0 A X9 HEEF Y FHFEY 9
AE A& B <3 43> g
<3 43> SAEY 9 I H QRN AR (HE vs. HF)

T4 | % CMIN/

A 2 X2 df ) DF GFI. | AGFI | CFI. | NFI. | IFI. | TLI. | RMA | RMSEA
=

| | 29 | 948858 ] 362 | 000 | 2.261 | .800| 800 | 922 | 881 | 913 | 913 | 043 | 078
Al =

B F

| | 17 |218611) 104 | 000 | 2.102 | 910 | 868 | 974 | 952 | 974 | .96 | 026 | 064
o) <

- 8



o %z,

HE AA, 22al d

gest 3 44 Eas
<HE 44> SARY T AAH AT 2
R |37
H 3L 2] 3L 2] AH|Z 3] =
T oRER | BEER | ASEER za ol-gAet A0 w
4-1, 8-2,
Q Q6-1. Q
Qd-2, 062 Q8-3, Q10-1,
4-3, ’ 8—4, 10-2,
- h Q6-3, h h SATI, LOY1,
Axey ) i Q64 W, 1o=3, SAT2 LOY2
Q4-5, 966, Q8-6, Q10-4,
Q4-6, 067 Q8-7, Q10-5
Q-7 Q3-8
Q4-3,
Q4-4, Q6-1, QB-2,
Y| Q-5 Q6-3, Q8-3, Q10-1
Q4-6, Q6—4, Q3—4,
Q4-7
85, 10-2,
Q6-2, Q Q
qzpg | ML v A Q8-6, Q1L0-3, SATI, LOY1,
ks Q4-2 067 Q8-7, Q1L0-4, SAT?2 LOY2
Q3-8 Q10-5
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4.2.2 BHEIIA AA

45>l A A

1, 2012). <%

L
=

AeH($-%

N
T

=
<
==
1o
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ABSTRACT

A Study of the Effects of Public IT Service Quality on User
satisfaction and User Behavior Intention: Focusing on the
moderating effects of Frequency of use and Public perception of

the Korea Intellectual Property Right Information Service

Kang, Chang Soo

Major in Convergence Consulting

Dept. of Knowledge Service & Consulting
The Graduate School

Hansung University

Intellectual property(IP) information such as patent information is
perceived as an important resource for national industrial development,
especially in a knowledge—based society and in the fourth industrial
revolution, which has been a significant issue recently, where knowledge
1s an important factor. With the development of the information industry,
such knowledge information has begun to be provided, shared, and
utilized through Internet websites, and research concerning IT environment
and IT service quality has continued with respect to the use of
knowledge information. Additionally, the importance of IT service quality
control in online platforms using information resources has become a
subject of interest in industry and academic circles.

In this study, the effects of public IT service quality, comprising
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image quality, system quality, information quality, and interaction quality,
on user satisfaction and user behavior intention, and mediated effects of
user satisfaction on the aforementioned variables are investigated,
specifically, users of the Korea Intellectual Property Rights Information
Service (KIPRIS), South Korea’s main patent information service, are the
subject of the investigation. In addition, to provide policy suggestion, the
moderating effect of public perception is examined while considering the
nature of public service, which aims to provide benefits to the public, as
well as the moderating effect of use frequency, while considering the
nature of patent information, and an assumption is made when the
information use frequency is high, that professional users are using the
public service. To this end, the use frequency analysis for determining
characteristics of users using SPSS 22.0 and AMOS 22.0 is followed by
factor analysis, reliability analysis of descriptive statistics and criteria,
confirmatory factor analysis, measurement model analysis, structural
equation model analysis of a standard model, and multiple group
comparison analysis. The overall results of the study are as follows:
First, image quality and system quality did not affect user
satisfaction. Second, information quality and interaction quality had a
highly positive effect on user satisfaction. This indicates that the user
satisfaction increases with increasing information quality and interaction
quality. Third, user satisfaction gave a positive effect on user behavior
intention. Fourth, user satisfaction did not mediate in the relationship
between user behavior intention and image and system quality. Fifth, user
satisfaction mediated in the relationship between user behavior intention
and information and interaction quality. Sixth, with respect to public
perception, the result of analyzing whether the public IT service quality
affects user satisfaction and user behavior intention shows that there is a

moderating effect between a high—satisfied user group and a low—satisfied
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user group. Seventh, with respect to use frequency, the result of analyzing
whether the IT service quality affects user satisfaction and user behavior
intention shows that there is a moderating effect between a high—use
frequency group and a low—use frequency group.

The results of the study shows that image quality and system quality
did not affect user satisfaction in the case of a patent information service,
which is a specialized public IT service generally used by experts, whereas
general online public information service is used by non—experts.
Additionally, it is confirmed that image quality and system quality of a
website were not significant factor to the expert group, that is, high—use
frequency users, in determining user behavior intention, as confirmed
through group analysis according to user’s information service use
frequency.

From today’s point of view, since Internet IT infrastructure is
standardized and used in various fields, users would consider system
quality and hardware quality, for example, the quality of images in a
website and the speed of a system, as a must—be quality. However, the
information quality and interaction quality are identified as the most
important factors in public IT services and user behavior intention
through the basic research model and mediation effect verification and
play a significant role in determining user behavior intention.

This study shows that hardware quality is not a special factor but a
must—be quality factor to users when public data service is provided by a
government or public institution. The policy suggested in this study shows
that public IT service providers should focus on and invest more time in
increasing quality of the information provided to users and quality of the
interaction, i.e. prompt response to user feedback to achieve the initial
goal of a public IT service. This study includes the effect of the public

IT service quality on user satisfaction and user behavior intention, and
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provides actual cases of the analysis of the effects on user groups
classified by their satisfaction of the public perception while considering
the public perception of a public institution as a variable. Finally, the
study conducted on service quality and service level of KIPRIS by linking
and comparing previous research results on public IT service quality to
the users of KIPRIS, which was launched in 1996 and have contributed

to national technological competitiveness, was meaningful.

[KEYWORDS] public service quality, IT service quality, public IT service
quality, user satisfaction, user behavior intention, government 3.0, public
perception, information quality, interaction quality, patent information,

patent information service, KIPRIS
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