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Abstract

A Study on The Determining Factors
that Influence Satisfaction of SNS Users

Sang-hun Yoon

Dept. of Management Information Systems
The Graduate School of Business Adminstration,
Jeju National University

Supervised By Professor Keun-hyoung Kim

SNS is easily accessible through a wide range of mobile devices as well as
PCs to support various kinds of information sharing among users, thereby
expanding its service area. Recently, SNS is going beyond web-based services
to evolve into mobile-friendly services. ‘me2day’, so-called korea twitter,
launched its service and the number of users are on the rise. Then, what is
major characteristics of SNS that attract users. What is the reason for service
users are using various SNS services like Twitter or me2day. With these bear
in mind, the study tried to identify these issues.

To analyze the trait of SNS, quality factors from DeLone & McLene(2003)
were redefined which tailored to the research subject and the additional
factors were induced through preliminary study on personal traits. Therefore,
the study tries to suggest factors which is influential to the user’s satisfaction

through correlation between variables.

_\/l_

@ jeju



A1 A &

MM AT WY U AT S

1. 79 W73

SNS(Social Network Service)= 71& HE 9159 JAHU 447 =2 A AL
I AbEe] BA FHES Fe AulEon Al OE AR &AFS s,
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o] &2E 29W & Eusidon, 20120l 8H o]F ASRE AAtHT =
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SNSe] 7}x|7} F&5-& w3 = Ao HIE), SNS o] & wE AMgAL o]
7}

20093 °= EHfle MER AMRIEE Awsts AHY AR olF &Y
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AxL, THAE 2ol Ao E 73 Aulzazt SAsa A% glo] B mud

9 Qe A F7he @M AFF YR 34 3 259 F

ZIA A, 71 da3E PCAA o]FAXd A4 vte] &5 43 Fi&

fo
oX,
o
I

MEl = Ag SHEE B o AR A5 BARA, AR AT 2 T, AAgs
se Fdse st HzUs ZFoEX AHI|E ol £45 M An

(RAA, B4, =32, 2009),
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1. SNS A 9

Sk omlE AU ATHadR, FEE, A8, 2010).

71€9] e 7|8k Fhel/ 29, E22-9YET, U°JEL, MSN, T94%

frREe o]o] mutder o] EHolE ESH,HolaE F

7 2o toFs &4 vt)o](Social Media)7} FAME WA HEhe S22 FAG
o Z4g-s A ool EE, ol WE, BHd Wl o] =3, 2010).
olglgt &8 UEYA Aul=s AREAL Ai7Ie] F4lo] Hol AMRAE 3t #
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(I-phone)¥} & ZwlE £ BHF3 ELEH GFO=2 A3 4938 A3wes &
T FEoZ AR Ut
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T g BEutd A4 W ELF (Mobile Social Networking)©]g} 3h=H], e
2ubE Eof #gto g Qi Fab V&Y A48 UEHI AMulzrt HF mutd
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Aol SUFoIANE EQH Y - 1404 AhE 7H @295 Muj 2o,

Collection @ jeju



wiakdd 7)7)8 ol gdtel gL AHT + Avke FHoE As) WA o §A
53 9 FAoY, 2rlEEe] BE Fioz As 54 A 9FH/) B

o= ke d¥ R AHEAEC] SUketa U

<72l 21> SNS O|2X} 2 Il ZHIY SNS O|2X} =

<SNS O|&At > <EHtY SNS O|&X} 4>

1200 a00
BOD |

1000 F 700 |
500 600 |
500 ¢

00 a0
400 ¢ 300 F
200
100 F

200 -

2007 2008 2009 E010 0 20 2012 2007 2006 2008 2010 20M1 2012

<&EX : eMarketer(HR|:E4 OHH)>

Al A AA SNS o]&A= Aol 109l Z3atn, Hw|L} XfHY Twitter,
MySpace, Faceboo,, F¥|¢ Orkutt Hi5, oFA|otej % 9] Freinder 5 & 6071
ALolEo] RAFHo] 9L Ao, Forrester HI1A o] oJshH 12~174 AW
SNS AF&-#F2] 60%, 18~214] AF&-2F2] 68%7F Y SNSE WiEsle Aoz ZA}
HAad 1 ¢ dES Mixivt =9 Cyworld, 9= Bebo, HWEWS
Yahoo!360 &9 i Alo]EZ} vk HIZole EnubY SNSO| 377} =74
H, 2utd 5 teFet AMHlzso] JEEI s ol

A AA Zukd SNS o] &A= 20099 29 WS =33 on, 20124 = 89
Mol o]2 RoZ o= YTh

Collection @ jeju



2. SNS¢ &4

Gene Smith(2007) SNS AH|29] 5AS v o] =AA 77HA &3t
AAERAT. F, AL HE 913 presence 43, A4F FEY A= FHE 9
gk sharing &4, 71wy Alelds #13F conversation &7, ©A s AT

group &4, AA1e TR W§AdS ¢El7] #3 reptuation £, BAE 535}

K

FA8L7] 918 relationships 473, AHAlel FAAZE EdS 7] 91 identily
Aoty dA MulAE kil Q' SNS HAELS Aol AMulx el FA

Aol me} Apale] 54

filo
ol
BN
i
+
%2,
0
N
re
)
o
u
td
il
w0
Z
n
rr
W
o
ofy

SNSe] 534 Mz FAIAHLE 58 o]z 2elde] HiE doFt. SNS

rr
e
an
ol
r O
o,
s
filo
'y
=
o
it
r
b1
-
i

= A 2YS, eAul2g o84
79 FEAES Bl AR H AUDYL TEA Pk SNSE ApolH

SZHA A AT AEAAA Y AFAAAE vHF Tt

3. SNS¢| 5% &

7150l = 523, 7HH, 7HEAAARIAE 23T o MoldE, nxo

Ho)|2E E9EH, d4E Mixi, GREE S| %3 xH|27} 9t}

Collection @ jeju



<H 2-1> SNS MH|A

H =
=TT

- 3 e | OHH/ET: TSI, HolM B, Z218 HRUE S
N N - &29 MlE23| ‘ZEOKE, 2l8E523| ‘WA &
L2270 otg/uols 221, 0252 5
g21-0jUzL o . o e
-0l Zo: Mo[EE/MOo[Z2E DL ZET &
OIEEE oAl - H[O|E&, MSN, H{C|HLC|, EEQ= XL &
QIIRE| MH|A - HO|AS, OH0|ALO|A, HALLR, EM 5
7heed MH[A - MAEERO|Z, MO|EE DLZl0|Z &
53], SNSE AL AR BEF dulhe SWolN £ehel Bure) BRPow
F4sta o
<& 22> SNS7t HA|FHUNM === OlF
I+ A Network ME Network
2 A pE(ematol
= A A=l = 7§ek4 1t tolerance
THEA BRIV =3)
4ot &Z(conformity) &4 ofol & Z&(conformity) 23

High network externality

Weak network externality

High lock-in effect

Weak lock-in effect

'
>

Trust

AN gels, ‘A8 HE

<z

Collection @ jeju

93 MHl~ 2

{

5’ SKT>



<" 2-2>0M HXo] FAZH AwAbse] 7FS3E SNS AlZE AE 3
Ad 8 FHx Ay FEE F54 Ha A4 ol E54 el o3 AR
Ho vt #A7 A= /‘}%‘fii-‘?‘—ﬁfﬂ ‘AR tha AFAolete =l
ikl 2 FAels &

S
=
i
_‘EL
o,
1_,
N
ft
N
)
ofo
o

AR BEsE FAlolth

4. 3.1 - SNS AH A A

(1) g=72] SNS A{H| 2~

TH2~494] Bl o] &2 F 61.3%= SNSE E3j Ellye] wiFIF
= %}HE‘ 3 & SNS ol g4 R e AWnw, AgWaE 20the] ©] 4 (77.7%)
g 2ty 40t o], aLE Ak O]%EL Az Ho g UeEwh. ol
EH-‘?"% 7] 91 9] ?___Vxlxgpio]],]. BAANE FF 9 - A’ E BEFOo=Z GNSE
o] &3t Ao E ZFAME AT

<12l 2-3> 8t=29| SNS 0|25 (%)

7 ~
SNS
oI X+
sv
SNS
HI 01 2 Xk

38.7%
\ s :

SNS 018X+ g2|

~ ™

2HH - =Y - = 19| 01 JE TR S PV E I E=S e
CIEASTI O 0IBXl 94.4% LIUoL 24l QX a5 =ES= ot 018X
84.4% ;" U 61.6%
cof  45.2% :
3 s crmara(9) oo, =X S2 AER A=) T
223 -nE e~ S0l 1o P e mfu .
78.1% 11.8% 0BT 8 AR o ns
- 4{ 8% 17.8%
QIAEE I JpefeEy A= LHHl CHBH
B84.3% Pl B pL) a7 Hy 20
4_9% 38.3% 29 9%
101 01 SNSE 0120k QUL DISTIC] HIZ(%) 3¢ SNSE S0 ElRER] us S== IR E= 1P AFSOhe

QIE 012X HIS(%)

_/

<EX : AHUTISE, "QHU O[&Xt2| SNS O|HE =AY, 2009>

Collection @ jeju



(2) wl=2] SNS AH|2 H3}F

Ee olg4 % 19 Wo| Wi w7bEF SNS7h U EAISHE SNS AHow

<

Z7] ‘MySpace.com’& A& S =2, ‘Facebook’, ‘Twitter’, ‘Linkedin’ & TH%
SNSAMH| 22 7} SNS o 24 B SNS Mu|27F 100% ©]4e] E2hd A
FAE BHoFa 9= Ago|th E3] ‘Facebook' e AAAZF F=214 A 39
B o] &AE Fret U= AA Hohe] SNS AHI A AFS FEsHAL Ut

3 v B o] 8449 65%7F SNSE o] &3tal ' Aoz A HIUT

<2l 24> 0|2 N =2 SNS MH|A M A

0
Bl
o

Total Unigue Visitors (000}

140,000 —
120,000 —
L -
100,000 — —
—
BO0,000 — -~

60,000 — o

40,000 4"

| | | | | I 1
Apr-2007  Jun-2007  Aug-2007  Oct-2007  Dec-2007  Feb-2008  Apr-2008  Jun-2008

[1IFI FRIENDSTER.COM == [F] BEEO.COM et [M] Orkut =s= [M] BEBD.COM
== [F] HI5.COM == [F] FACEBOOK.COM == [M] MYSPACE.COM®

£ comScore Inc.

o
=
=)
%)
H
fru
e
fru
o
g
ol
%)
o
r>~
flo
N
re
td
jad
R
e
N
N
dot
fu)
)
k]
¥9,
u
—
3
T
=
=

_10_

Collection @ jeju



<g 22> 2dt SE279} 00|32 24 H|
o Q=22 7 00|32 = =2 A(Twitter)
s HAS A2E, §9Y S oY 0 1405} 03
("Alo|Lt 820 2 Hofol gl
M W | SN H HOR| W22 5% Ug Hel | FollowerSO|A HE M
<EX : SIRHMEBIESZ ITAIXO|Z L{CHES M EAFS| CHHTF May, 20094 25>

(3) YE<] SNS AMH]2~ #3}

=S

dE FFA

ol
4 A 71341

£ o= o]&ELS

SE2A5E

AT SNSeof| g+ HAnkH

‘073 10007+ 3

<H 23> YEO| SNS QIX|Z0f CHSH ZA}

ZAM A I Yl MyVoice 5534
. (o] Q ~ Q
B0 T 25 bl | 2AAI7] 20089 119 1Y ~ 159
(2008/11)
r L] 3ax) 5250 gtk
EBEI 33 A7 38 0z
@A ' ' ' ' L] 3Ae S350 A LA Ao o]&
Lt AA
0061} 234 241 v 152 A
i L] 523 Ze gAw ofd AIxE <
Ll G4 [T 8 i 521
on0s/11) Pl : : =8
0% W% 0% 6% 8% o0y | L) =ORE AL e Axrh
[ ] B0l 7 git.
<EN: Y2 FH7M, ‘521, SNSO| ANz atof et ZAFAES, 2009>

@ jeju

_11_




H2& FEAIAE ASH 43

1. 3RA2H #H

2

B A7
(1) DeLone & Mclean : IS Success Model

DeLone & McLean(1992)¢] BX A28 /¥ X & (Information System Success
Model)& HHA|=H F7lol 35 Aok AFASdA =g dF= w A%k
A, A HEI D&M IS AF 2 (2003)e FHA|AH I HElel 1F9 o
w3 HIAY HEs =R Haste] SRS £ AEAILHSY A 2
golty. DeLone & McLean(1992)2> Mason(1978)8 AHE o] E(influence
theory), Shannon & Weaver(19491)S T4 2 AHHA|~H AH3 o 7dst o
B7He A% Y dYazA B AAHol 58] AERALE Ay B
& A ATt (DeLone & McLean, 1992).

<% 2-5>9] DeLone & McLean IS A3 X3 (1992)2 A|2H F4, B F
o] do] A|&¥] ARE, AREAF whRo] JEFE F A|2H AR AREAE RS
Aol A3 2 £AY Ay dFS Foe E¥oE AHEHAEE gy acld
T3 A7 FERFEAN, B ARAELE Hrie] SAAREAN FH S

AH&-E o] $kth(DeLone & McLean, 2003).

<J& 2-5> DeLone & McLean IS H& 2%(1992)

A
Na™ 23 \
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DeLone & McLean(2003)2 <713 2-6>3 o] FHA| 2ol A wWHslel 24l
o] AAZE R #AdF olfEel uigt Ege®E F4HE Delone &
McLean(2003)& A AISFA T AHEAF AFE 749 Fito] wet FRA|2H

of

g zHo] Ane} NS FA6] AFFE A IS 229 Aulze] AL
dE E¥(2008) Aol EgstA o FHRALE G AL ANl I 9
I A g FS TET(net bebefit)2t= st Ao E FIsIATH
DeLone & McLean®] 199239 IS 45 RFS T3kt o IS Azl ot
ZAE At o] RS AL g dFEo] A sk=d], Delone &
McLean& 1S9] &9 WH3lel gEo] 7]|&] AAlEo] AASE IS Ay 2
(1992)3 #A9 AHE] gk B 2o
sy

,
)

2

FAE IS AF E3(2003)S AAl

<2& 2-6> DeLone & McLean IS 4& 2%(2003)

MHl2EE

T ¥ DeLone & McLean(2003)¢] IS A% 232 AF&5AE, 2299E, 4
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AXow 7t FHAAF= IS ol 3k F&HHQ =Y (comprehensive
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Aul 2 AFAe] dgto] ¢y FxFel weka Pitt et al.(1995)°] F
X2 AMHl29] FA(service quality)e] F8E H7FE ¥ (2003)0] E3HE
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o, T IS FF F9A AMAol it FEFH Ao W3k &l AT=4
R Aol wet 2HgE vAe ] I HEFAde HEsA 246t
=

7] W=l

T3 AASE A" (mandatory system)d] 7o A|2~El 8% (system
usage)’t AW FE HEAA XKoo= =dd @dste] AAE AT LA}
T ARGAZE AlF ol tiste] mbSeta ivkd A4l e] olmd HA gAS 9ld

of Alz=Hle] RE V)5S HAFAHoE AEE Aolgte =& At o,

(2) Seddon =4

DeLone & McLean(1992)8] <A+  ©]% Seddon(1997)2> Delone &
McLean(1992)2 th&-3} o] 37}x] oz FE3F] A A3

AR, A+& S g 7S LWrssidth. DeLone & McLean(1992) =&
S AER AL S-S 74 doe Motk E4, Delone & McLean(1992)
BdoA AAIG IS A3 NAds 37HA Adoz2 FEIAcH, S AHEolA 2
= 39 (benefit from wuse)®d WS HE, wHH IS AL WMF =P
(variance)model| Al F<& Wy, MU Ee Z2AH JFS oliie FHAA 3t
o] ollE(event)ToZ AE £ Atde= HE HEn DelLone &
McLean(1992) =49& Auwdd IS AASGIT.  AA, DelLone &
McLean(1992) =g A=l e #AA R (process model)s A#H =
(variance model)TJr FEAAT 28 F A BT, £ 1S A% 2dH ¥
B 2dS S TH(R S, 2007).

<ay 2-7>9)4 HiE bkl 29] Seddon(1997) EHle Al2®  E A (system

=
4

quality)@} HE F 4 (information quality)©] VAE -84 (perceived usefulness)

I} A}g-2} whE(user satisfaction) EFo] QS m x| gk I AXH HF&
— 14 —
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e AgA BE) JFe AT 18 HTEAH S A8 REH Fg) mdL
AR BHES T RE ) %

9. AH 2 v IS A

oo £
95}
>
o
A
&h‘
)
2
=
rot
N
=
2]
o
re
i
fru
X
fru
re
i)

<2g 2-7> Seddon 2 &!(1997)

0l2] 1SALZ2| " ISAt82|
251501 ci# oy & Mol 55, MY 22t
A MelH #, Erele] Ba
3. 1S AI2 23"
1. HEe AAH 2. ISAkg2| &8 hal i E}fﬁ A
Euol ayus gusoz N5 s rm}: s
AN2H E2 ﬁ OxE #EY g Q!
XXl
_==
NHlx B3 S hemams (K [ M
| H
|

o AAE fayel A%

v

&/ (perceived usefulness)< David(1989)<]
2y Davis®] A" F&Ao g A= v AFHo|t) oA
dE Zidiel Aol HJH, IS A¥d #HEE Seddon(1997)9] <13} B

>
p‘l
=
rri 1440

s
d F8&Adol ma "ol gk 7]l ¥ Seddon(1997)9] IAE 84S I
AArgol o7k dEe] ek Bix=dhe HolA Aozt drh(X s, 2007).

(1) 71%480] 2(TAM)
7] & 2 ¥ (Technology Acceptance Mode,TAM)>  &&] 4 3} 9] o] &(TRA:

theory of reaasoned action)& ©|&2 7|9to 2 A2 7|&€S 8317 A F

_15_
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ol

BE ol&8oldH} #FE&AolHeE F UNES T AH
1989). TAMOI A AF&-H A Z}E o] (Perceiced Ease of Use)Z} A Ztd &4

R o]F o]&st] NEL 7l&s F&stEe
Ll

= o]&o]th(Davis,

(Perceived Usefulness)S A A3}
B ot AAALE 3o BAE F

AZE F84do1d 54 AEPAo

S
filo
>
=
ofo
ol
o
rr
=
[-'O
1o
oX,
s
uli
oo
ox
>
Y
4»

ke A FAAQ Wee] HEE ot AzH olggo| ol 54

4% oA A2PE o83k Aol A = Y Rolghe FuH
&

1=
alfe
o
1=

2tk (Davis 5, 1989), 5, ME Al 2=Ho|

I =71 ARl wet FRV|E & e A HEJ 2FEn o8 =

gst7] FalA SAETE AT stder Add F84 2 AGHE o880l d

Beste] AABAE HFsA HEs Al 3

Bl Ao, NS A AAIAE AT FHo|xo] JFE vXA Hh
Davis(1989)= 7|&F&EF(TAM)AX = 71&9 AMEo =t 7|sAtao] digh

e 274 a4= A" F843% AAE o8 Heyg NdS =9t &

27 WEolrel BxolN dWstnA stk

s
=2

<% 2-8> Davis(1989)2| 7|==8 2 (Technology Acceptance Model)

oxE 724

(Perceived Usefulness)

A

AL80 oHEt Ej= ALZ o CHEt HSelE M2H ALE
(Attitude Toward Use) > (Behavioral Intention Use) > (System Use)

/

AXIE AZ2l 201
(Perceived Ease of Use)

<1y 28> 7EFEEYH(TAM)S =28 3 A2 2 Davis(1989)= TAMS
SalA TN BRZ|EFEA FFS HAE &QdoR AREAY] AlxH Ol g
adlo] 7leFgo o

‘1;,:._
g 7iQle] Bzl IS WAL, YAl I BRI Ve B9 oz dFS

)

29 AR FE4% AAE G2 AN o]

- -

_16_
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PAH, 2 gxrt AFHeR Tesd PHE AYske AR Adde

EF F b olg EEsb AY tige] HE wriveld And SRt
AgAe] aRe drht FEATa 47 HEASG 2 AAR FUH £4o]

oS 2A 28-S 2etal itk

<# 24> QX E 7EF1 2XE A2l golde +dME

AAH &4 AAE ARG ol
- A&k JEA E(work more quickly) - 9]38]7] 4% (easy to learn)
- JE A7 )X Gob performance) - o]&|8}7] 4% (understandable)
- A3} (productivity) & - 553 A 7](become  skillful)
- A& (quality) &4 - 0] &3}7] +5(easy to use)
- AREE HA d(make job easier) - 5A48}7] 4] (controllable)
- gl 8 FHuseful) - a3 (flexible) 7% AF

< &X: Davis, F.D., 1986.>

(2) F39 7158 olE(e-TAM)

Davis(1986)¢] TAM R & AUXA @<estH 7o) gk AR&EALe] Aoy
Jxsth= @ o] A AHEo] gith(Malhotra & Galletta, 1999). uwhE}hA
Venkatesh ¢}  Davis(2000)= &4 H 7]&53E 3 (Extend Technology

filo
N
BN
ofs

Acceptance Model: ETRAM)% A AR T o] = Davis(1986)2] TAME o] <
TE F7HAA FFS 2ZFo|th Liljander 5(2006) AXZXH|A~7|ES A
ste 4RlAY] HEol FlXe dFLLE 1G] Hste, FEAF 7129

AHY A= Mulzo] F BE 2 A=) TRVF MAE 9 ATk
T}

re
—Ll
J,'i
N
ity
M
I
b
Lo
AL
¢ o
oX,
%)
ok
=

X,
(i
)
N
ity
o
>
oo
o
&
fr
fuj
b
2,

g3 AFEH= dFol tg TRIS TAMS] 53 AFE AAste] TRIZ HEH
%

A Ao EAol 7Ige] AAHE §oldF F8&A0 FFE Foe Ae

_17_
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%

3 AHg golgo

o

ojo HIZol= 7]

AT

el
o0

1990

o] o) .

AFgAY) AR E S8 AW

=
i

o]

& glek 9%

EA Y

TRoF <18 2959 7o

iz

=]
=

2 (TAM) ol

Py !
EFEE

]

7

o0

A

B

&
ﬁo

iy
=

o] ol AHEHI AT

=
[}

19) 2

e

AREIAR

=
==

B

t

=
o
=

Argoll o

(Attituce Towerd U

axE 784
(Perceived Usefulness)

IXIE Ar2el 3014

(Perceived Ease of Use)

AIS0]| Chet Ef=

(Atiuck Toverd U)

_18_

Collection @ jeju



A3% 7Hae 43 L ATRY

Hid gdotde 43

1. o] RHs #d dF7HA

AL e & Aelel Az AL Avht A, 223 WA 585
g tehle 28, A FA4e] FaB guE 2E e Lrige] Fa4ol

N HPATSNNE FAHS RE LuAel tistel e Hol7h EAlshs
=

A 710l Apol7} WA EE RO Hdth ol g HA

PN
T
A EAAE Jelo] Elaid *éZﬂ,(personality) SAdolgta ®Hgrow, o]Fo] A

2005).

@ostal, YA AR He Ao e AeE e

]Osephgr Vyas(1984)—E N4 & 4173 (open-processing  innovativeness)©] 2=
1AS AA2=EFY(cognivive style)ZA] 71219 A
A 8, A4% B 540 ddEE Ndolsta AXstadtt T3 ol 1A

oo
2
i
>

oo
o
32
r\r
%)
fjr
flo

(o3
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=

A gow, mEtr HAHLS AFAd wet v2A Yetde Aelgta FE3T
HESE Goldsmith®t Hofacker(1991)2 A4S MEE AS AEstaz st

JEetn FFUA, tRE) kA B Yo P SHHo WAHE
3]

A2 YR

BER7E 90 i AR AEE JRVES AFSsl EE e JiY
of AARl A7 FoAF F ey, A HAAe =eFF M2 FEY
o 3 F& F wFo] 9o T FEete= AAVE A3 AewE =
T AT

wetd 2 AFolMe oA TA dAFES EUE NI JNEs
7182 U2 AFE] AR EAHoE mhebstaal stk S SNS A H| 2 A}
Soll et Qe d=2 4o /de 2 SNS AMulL ARgo] A SHEF

< AAstel A gsar

@ A8H G e A7

Venkatesh et al.(2003)-2 A}3]2] ¢d3F(Social Influence)s AlEE°] AMEZL A
B A 2ES ARgsted oA FasH aEEe AMEEY B3 s A4
st A= AYsta Utk 7|EY o]EEEHH Ao Al JHA FAEAAAS
TRA, TAM2, TPB¢} C-TMA-TPB(TAM¥ TPBY S&Ed)e F#HZ 4,
MPCU(PCo] &2 8)2] A3 <3, IDP(H4l34Fo]E, model of Innovation
Diffusion Mode, TAM)2] ©]u]Z]o]t}(Venkatesh et al., 2003).

AR FH#A 8-S TRA, TPB, C-TAM-TPBel <AS 2oz thE ALgE0]
A1 0] sz Ao s ofRA Azst=Rel ta FLeAdSs Adste A=
2 AYstdtt. =4, A8 A 9EF2 MPCU BEdd 2AS Aoz SHALS] A
oA 7|9l ckawhermfnq® F#2 F31e] WAs, 28 54 Azt ¥
2 Tog AoEd. AA, ol A= IDTA <AS ASE ARSA|=F oA ] J)
19 ojm A = FEHE AFIstr] S A" Ao A ER AHoldr

Venkatesh and Davis(2000)& A2 71&S AH&37] g /e =& &

Aot AFRH BA oM MEZEY Aol A8 d¥F= F

K
T
z,

rr

o)

L
>

>

ot
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Holgolgtal ottt Mz Ao g EFHAHl =255, o8 F&
e gl FH AR o8 %o 9FS Beva yoh
Ohbyung Kwon, Yixing Wen(2010)
oxadN e ARERY fURE AT 5 JE 5L ATFoEA
A

AFGAZEERY A A =S Foh ol

flo
=
i
o
i
rr
~
>
oo
X
2
X,
N
N
ox
o
of{
Y
-
X

& St T8 9FS 3 FEolH, o5 T3 AMSA ol FA
w27t oletFoE 3

B Aol AR A dFS SNS MHIE AFES R ERQlEe] FAlsite A
S JiRde] ZHAl He A= NPdoF SNSo A SHETS A5t A&

st

DeLone & McLean(1992)= A3 4<Q 1SE 3l Al=d F247 gE B
T+ T3 4TS I Fgsa Aok YAl ES] 7R A HHo]

AR ALolgte SHor B o, YR FHo] fIAolEd thE <14
2 Bt wEhd, Al EVE Alwshs R
= BE g den, HA Hrolojof sta, olsfsty] HAEFH AHEAY] BEo]

TAAA FEFE PIXIH(De Wulf et al., 2006).

AR FAoly Axzdle] AAFHE AR FAL Uil (DeLlone &
A Ak, o¥
A ZAE AJAS FR87] AT tad A=2A o] S35 o] sttt Fr o

AeAEY AR BEY 2 WS, F9A

o
Y

Al

1

<
@)
y
[¢)
oV]
2
Juy
Ne)
O
&
o
.
e
X,
2
o ™
r
r2
-
rr
o
o
Lo
e
X,
filo
y 2

it

1o o
o
>
ih
oxl
i
X,
4
AL
fd
of
ol
o
o e

2] (Supply Chain Management : SCM)°|4t
072} A #2] (Customer Relationship Management : CRM)G53} o] £ o]

AR FA47HA AR A" vt giigosn 2o AFH G

ggoz 4P 2 & dvke oA 2 Fa4ol AN Ak 1EH B
A HeE e FAe &9 PR olghe wdU S4d o3 BuE F=
AAR, Juo BE Fehsh S=ol Wt ol bsA, A, AN, FEA 5
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AREZES] BRS AHF S FASHeR & = Ao 2 79 SNS F
H FEE “SNS AMu|xo Az B3 FA7o|a Ao, AFATE9
s

=<
98, HdAY, 84 T AR A F2 =9

~

McKinny, Yoon & Zahedi (2002)= 317 w&£S ZHsle A7l HEE

A2 B, ok, A4, A4, 89, A8 FsHos TASAL, B
T REwd £98 9L 1P AFHAT 2AL005)e AWzl HA4,

Aol 2919 A=Y ATQ006)S FH EAS Awe W), AR olsist

Al "l (system) FA2S HolEHE HAEst= AlEHle Aozt AT + 3
om, AREALY] WMER JEFES v A a9l F shua g¥A U
(DeLone & McLean, 1992). AF&AES T1E0°] AME3t= fAIC|EV} off-g =
< 729 AE} MHIAE AFdvta dAHE, HolA ML =g AL,
H&ol A5 B7l= 5 488 HlolgE dEstA Xt fAlo]Eo tis}
A& ZHA 2 Aola, Aol wEtA = ARE st fAte]E 9 ALG
T FGAIEE A B PAIEE 3] S8l ojgd Aotk

(McKinney & Yoon, 2002). webx @S HEA|AE HE AFESolA A2

o
X
&
e

-4

1=}
=
& F9stu 9

%

Ae 4349 ARAsge 98 ddadond JE e 77 Aol
$ktH(DeLone & McLean, 1992).

¥ 7o) SNS Al&H FAL AHSATE HAE Aol SNS Auag Y

A AET 5 o AEreha 4R,

Hamilton & Chervany(2001)= Ho]& F&A4, w17, SHHASAIZE 215
4, WA, 2T S Sold S A2E BAL 23sE BAH W w
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T2 AASEAH. 18]a Belardo, Karwan & Wallace(1982)«= W1/ A| 2~Hl
= o R A, SEARL, AHEY &old, 59 8ol T SAHAWUTE
AHESEA T SNSOl oM E Al2Hl FAL Fo8 ZoF JAdET. @A 3G
Fs o] &3 HolH Fart 543 Frksted F3 % HolH o]& FZo] §4
3] "ojA= L EAFHSE AFHALH, o= SNSAHEA THEHEE A A
71 8oz d#x vk

Mckinny, Yoon & Zahedi(2002)& Y 95S SAH3E AT7olA Al=HF

l

4e H2H, F84, ANHAWE, oA P, uAel Y, J5 F§HoE T
Ao, BE HEEed fol8 9% WAL AFaAh AEQ006)S Zu
Qe Aulzg] A FA F A2E FAS A299) A5, AFAYH, A
2® AEgos THstel PLSE o &3] PEHAL AES, YAF008)E
waked Byl Muls grte] FALI0E A

o
AFYL ARG, olE BF SR Ao FI% FFL vHL AFAAh

B ATAME o3 FH3} ATARE wHoT e g Ee B
shsich

<@T7H 1> JA5AE H

n
%
i
o
Mo
)
N
wa
oo
s
oX,
2
Jo

Lo
roh
of
o%
=)
m!ll
_°,
o)

=
<AR7A 1-1> AAFAAHe A2hH

oo
o
X,
=2
E
Lo
o,
o2
)
(03
=
(X
P
o
2

7}
<A F7HD 12> S A G EFS AZrE Fol Aol Fofd 92 vIE Aot
<AF7HE 13> HHRFAL A 4"

<A F7HE 14> A 2" FAL AZE &ol gl Fo3 IS v Aotk

<@T7Hd 2> JHYUSA 2 SNS FEL AGHE 84 o3t ¥FE v|E Aotk
<A F7HE 21> RIS A" FE&AC fFolg S v A Aol
<A F-71E 2-2> A3
<AFE7} 23> AREAL 2 7H
I

<A F7HE 2-4> A
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2. 71es&Rdd e A7/

TAM¥} TAMelX 38 =S maEw, A48 §84L Ads/ o734
Wet R A 27E AMEYEE A ZIHH(Venkatesh et al., 2003). o]# g 2

=1y
2ukd SNS AH|Zo] FEXE YEhd Fo=E odHn. 3 A4H

=
f4e wutd B, ZalYd ol AMulA, Zutd W), wuld Ams, Zo
ARl HAl Eutd AuAES TS FHL 2ukd Auls F SNS AfH|

2ol ek ARE SatE ARstet B4 .4 Husolsit

Jelm AZE Golgde AHEATY SNS ARgel thal SuE Aot Be

gol gloj= AHET F U Holgtn AAse P=T T F, /& L A
2 WS E5FE JEh MEW MEES A2 AUz AFd 499

TAMS T8t Fe/idd A" &old3 F8&4 e BACdA, A4

oF A2EE YA B ASURG AASC] U 2 AHEEHT Yok Aol
o E# A Folgo] AgEe] HPH FFL MATE R ALgAe
FEAES AHAOE FPNL F dke 2L v

TESE Seddon(1997)¢] AAISH “1S A3 E

S A FEAZH A2 RHE AL & FHo g Aoz REH =F
T9o} #EEYgy B3 vk Davis(1989)2] A ZtH f-8&-do] wEja gl tigh 7]
)2l ¥d, Seddon(1997)¢] AZtE §8&A4L BAAEO R g F e U
Tahs HolM z2pol7 drh(Rai et al., 2002; H-E<, 2007).

AHThong et al., 2006; G %1, 2010).
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2 Aol e o8 FEY d7ARE HEoE tad 22 7HEe 2F

<AT7HE 3> AZE ol AH2 A4dd FE&AHY 7% IFE v Aotk
<@T7HE 4> A" EolAL2 HE FAF 9FS vF Aot
<@T7Hd 5> AZE FEAL B 7T 9FS vF Aot

3. BIE ¢} Al e A B2 A™ dAF7HA

o

BHAZHE(IS)Zok A HEe dRtd oz HJMH =S vtk o3

El
912 IS Foko A 7H9l el Aol ol TRA, TPB, TAMS 7|uloz 3h&

o

AT7F FHE oFA7] "otk IS EololA HeoH= BT Ajzen(1988)
=S “t, A, Alx, A, =5 AdY AdddA = o2 #EF # de
SHol] g 5907 Ee HEoFoR ¥hgste AFATF o2 Ao,
o213t Ho]E nigte g TRA, TPB, TAM T¢ &do] 7juso] grh(ge4,

23 = FA ol (Chau, 1996; Venkatesh & Davis, 2000).

E3F Molone(1990)2 AMEAF BHES tiAsls FAMNELZ A2 =g A
Aletar ok ol AlRbo]l Aol wet Wstets AREALe] B E oA wE
F3tA HE3l7] WECR HEe WHH MES XA e s & o=
A AFSA ofm Y Bl E YEdtha B lTth

HBEA|2E AFo|A] AFEA T (user satisfacion)2 AA| A|2=Hle] AF
(performance)©| 1} & 7}/ (effectiveness)?} 2 HHEA|2H AJFof st oA
F2 AFEEo] Yth(DelLone & McLean, 1992; Gatian, 1994). 2 %2 Ql =Ho|
golatA ke FEA2H Aoy A A2HW AME $ AR F3H O

2 A sh= vt osto] AHAeA AE 5 Avka BHkr] WEolt. FHA
— 25 —
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ATV

2859 4AE SAs= oY AFolA AREA BEHS FE83 FUIHER Q14
st = offrol i3l DeLone & McLean(1992)2 Th-3F #Zo] A3t ot

AA, AR S FHEFD A (face validity)©] EolA A|~ELS AFSSh= A}
EA7) Sy AFd Alzgolgtal & F 7] wWiEelth E4, Bailey &
Pearson(1983)¢] SAH =79 A E =F25FH AMA B5s SAYE A5

F ETE ALY & U3, SR B S B ATERY Mt b

ah7) WEolth AlA, Yre] e AxE AdHow ek} AzxHom
A5et7) ol@y] Motk e} wE Ade AA Axwe] ABA Aol

U FZo] ofd &nA} e AR 93] 1A H (perceived) FFEO|E=E, Q1]
BAHANA & F&F QJEZ et HA A" Hde 2 83 £33 o&E
= A th(Bhattacherjee, 2001; Ginzberg, 1981; A, 7=}, =315, 2009).

<d77H 6> HEE AR BE] HAF I HF Rolth

H2d 429

o,

=l H Ul 21 3-91(2010) 0 A 201010 9Loll &3+ el o] &ae ZAMA S
1¢]

S AvEd el AR 65.7%7F SNS o] &AtZ W 64 o dHYl o] &
#ke] 65.7%7F H 1'd o]l SNSE ©]&3F 'SNS o] &#Fo|H, ‘F 15U oW
°]-§3 BFE 348%F UEIGTE SNS FEE o]§ IS ZFEW SNS o] &
A} 1078 & 8We] =2AE o]&stal Stk SNS o] 84e] 83.2%7F £21E ©
&3kl dlow, AFUY e WUEY FH ] SNSE ol&ste Be= 74
744%, 681%= UEyth Hel olfvt Hi Sle welaR 224 I
SNSE ©]-83dh= AH&AZF oF 83% olde] HE & F Stk

TR SNSel Aul=d WiE B 759 Aol aAe 27 T& 24

-~

Lo

].

ol
rr
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stk @ AFelN $HHes Bad A SNSo| Ax¥ sobw

B, A8 9%) 2 FA2A(ER FQ, 129 BT ARedoRE HE
2 A4 HEER sl RS AFsu stk

B ATe fs 22 oledTol ZAske <ad 3-1>9F Zo] dFEES

{EA

<2 31> a3 =24

Mol sy
nzE
20|14
e
l HE | »| mas
XM ZEX]
- \ — /
7&d
R
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SNS Mu]E &AM AEe= I AA7ZE AFoln F2olzta & & g &

8] BIthE Al SNS Mul~ &4 S s 2u AHgAes Ad= Ao W o

A FAL A FEATE ARL VES AR EEe Qe g9AE
Htgdste 71 5478 gujste Aoz Auxte] FAl 8 AR} 8§ &
To] 9L vAE= TR adoz AFHO YHGoldsmoth & Hofacker,

1991). 2 =2 3 Ajlo] AJRE AL ekt AA, Lelw WA FEaEs)

AA Yurles FE&Ee RS Yrlste o2 2238 ot ol il
o] & FE&AE MEE MBI FE v Ao Al &t A] ke AHl ot
A Q Wi, Aol v AnE WIS dolsla AR MuAE 93
Al Ao g Ere AdATe] AT Aeolth ol FA3t7] Sl A4 &
o APAFE Fuste] Goldsmith et al.(1991)¢] AFE EQz B AT 23
of %A % 3FFoz T
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<E 31> 749l SN ZHESD M

o o
HFS &
(=13 = |_I-O A
o = 1
M 1
1 LHs SNSAH|A0] Mz 7150 tietol anx o mojch. | HOLAER oje aary
s

2. L= Z|4 BE7|=0f tisto] =740 W2 HO|Ch

o =
2 33

3. L= 2 MFOILt MBIAZE SAIEEH Ea| AHEHED o
L

IT
= =720

2. ALS] A B

Venkatash and Davis(2000)& 389 TAM R &9 4S8 HAZFsAX AL Z
FEF ZEA2G} JAF &7 ZRA2GE F A FEE AHSAS sl
M2 A2"ES F8&3AY ARsfel ste

3T PA= QJAEE AARATE A FRAAN A7ES AMEEE JIAlE AR
o #AHPE FHA AT AR, omA Y Al ZhA#a gstATh v &
4 Venkatash and Davis(2000)9] d75 EHZ & A79 FZd gtA =5
47Fo 2 T

<E 32> AN g3ol HESD HE
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