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e A = A_He NdE K8k, 1A B3 AES AHEAPE A IEH
ANA AEsts sto]HHAEES Y At IHUS £49 3te =
o] &st=tl AE&E= JMds Uekdth ol 79 ZSFE H ¥ (HCL:
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ABSTRACT

A Study on Satisfaction Factors in Public
Institution Mobile Web—service Users

Kim, Jeong—Woo

Major in Smart Convergence Security

Consulting
Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

Mobile devices have developed a lot with the evolving mobile
communication technology. Now in 2019, 25 years after the 1°
generation analog mobile communication became commercialized in 1984,
the 5% generation high—speed communications network called as 5G
network has now become commercialized and as of now on April in
2019, our country is trying to become a global leader in virtually mobile
internet era as it commercialized 5G mobile service, the 5" generation
mobile communication technology first time in the world. Accordingly the
prospect is growing that the utilization rate of web service as well as
various services utilizing mobile device will increase up to the world—class

level.
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In line with such changes in information service environment, public
institutions conducted mobile optimization tasks by applying mobile U,
mobile web (responsive web) that could be used in smart phone and as
of now on May in 2019, 37 (82%) in 45 central departments and 228
(93.1%) in 245 local governments came to provide nationwide service.
However, as public institutions are largely aiming at satisfying nationwide
service and solving civil complaints rather than revenue making unlike
general businesses, the satisfaction level with the mobile web service
provided is felt rather insufficient compared to the other industrial fields.

This study is significant in that it identifies what impact may have on
public institution web service user satisfaction with increasing utilization
rate of the web—service utilizing mobile devices in line with the recent
rapidly —spreading supply of smart phones and draws suggestions.

Therefore, the purpose of this study is to present the preceding
variables that have an impact on the satisfaction of users by investigating
the institutions that are providing mobile web service for public
institutions in 25 autonomous districts, Seoul Special City and studying
the satisfaction factors with the use of such service.

The survey consists of a total of 52 questions including demographic
information and a total of 194 response results were finally used. To
identify the hypotheses that were set up, SPSS 22.0 was used for
descriptive statistic analysis, reliability analysis, correlation analysis,
multiple regression analysis, and mediating effect analysis. The results
from the verification of research hypotheses defined in this study are as

follows:
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First, as a result of verification, it was found that in using mobile
web service, diversity, accuracy, and ease of access had a significant

impact on perceived usefulness.

Second, as a result of verification, it was found that in using mobile
web service, timeliness, accuracy, responsiveness, interactivity, access
stability, and ease of access had a significant impact on perceived

usefulness.

Third, as a result of mediation regression analysis, it was found that
responsiveness and interactivity was not significant on satisfaction, but
significant on perceived usefulness and mediation—based satisfaction and

thus fully mediated.

Fourth, ease of access had a significant impact on satisfaction and
also had a significant 1impact on perceived usefulness and

mediation—based satisfaction and thus was partly mediated.

As suggestions drawn from the above study findings, from the
perceived usefulness perspective, users preferred diversity, accuracy, and
ease of access as user satisfaction factors in executing the web service in
public institutions with mobile devices and thus based on this will satisfy
the right to know of users by providing more diverse and richer contents
and accurate information and consider time efficiency and satisfaction of

users through convenient access service. In addition, from the perceived
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usefulness perspective, users preferred timeliness, accuracy, responsiveness,
Interactivity, access stability, ease of access, and when establishing mobile
website and providing service, accurate and fast update of contents and
constant and stable provision of mobile web service without system error,
construction of communication space that can be used for communication
with civil petitioners, construction of infrastructure that can be used for
rapid and swift response, and ease of access to the service required
should be considered.

However, this study had insufficiency to account for the satisfaction
with use factors of a particular service as it selected the object of study
within the rather comprehensive scope of public institution. Moreover,
Seoul Special City is wide spaciously and have a lot of residing citizens
and if the research on group analysis is proceeded by region, gender, and
service used, it will be a great help for policy suggestions. Therefore,
follow—up studies will have to review various requirement and
characteristic factors of public institution mobile web service users and
draw the research findings necessary for valid policy suggestions based on
the findings from this study. If so, it is expected that such studies will
contribute to various development directions of the mobile web service

that is for public purpose within the nationwide scope.

[Keyword] Public institutions, mobile web services, content quality,
service quality, system infrastructure, perceived usefulness,

perceived ease of use
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