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Abstract

An Empirical Study on the Factors Influencing of
Mobile Easy Payment Service’s User Innovation and

Mobile Characteristics on Customer Satisfaction

Xiao-Lin Du

Department of Business Administration
Graduate School
Jeju National University

Supervised by Prof. Hyoung-Gil Kim

With the rapid development of mobile communication technology, mobile
phones, a communication medium that can only communicate with others,
have been developed into smart devices that can be used anytime, anywhere.
With the advent of smart devices and various business forms, new forms of
change are emerging in the areas of public services, education, commerce,
finance and entertainment, and throughout our daily lives. Especially, the
emergence of the FinTech based innovative convergence industry model has
made financial and consumption activities more convenient. Among them, the
most actively used area is mobile simple payment service.

Mobile simple payment service refers to a service that allows users to
enter card information or payment information through a Smartphone without
any official certificate information and make payments with simple

authentication only.



As of 2017, mobile payment services have been covered in 90 countries
worldwide, with 6.9 billion newly created mobile payment accounts and a 25
% increase from 2016. In the global financial market, the mobile payment
service 1s expanding rapidly as companies are expanding their markets and
competing to dominate the market. Mobile Simple Payment Service is now
more than a decade into the market, and there are many more service
providers that can compete with each other, and there are many new
customers that can make a difference in their market share every year.
Therefore, this study aims to take a comprehensive approach in order to
explain the process in which customers accept mobile payment services,
considering the wuser characteristics and service characteristics of mobile
payment services.

Before conducting this study, the theoretical review explored the concept,
classification, and utilization status of mobile payment services, and started
from the characteristics of mobile simple payment customers and the
characteristics of the service based on the previous prior research. Research
models and hypotheses were established for empirical studies, data were
collected and analyzed on questionnaire techniques.

Key analysis results are summarized as follows.

Therefore, this study aims to take a comprehensive approach in order to
explain the process in which customers accept mobile payment services,
considering the wuser -characteristics and service characteristics of mobile
payment services. Before conducting this study, the theoretical review
explored the concept, classification, and utilization status of mobile payment
services, and started from the characteristics of mobile simple payment
customers and the characteristics of the service based on the previous prior
research. Research models and hypotheses were established for empirical
studies, data were collected and analyzed on questionnaire techniques. Key

analysis results are summarized as follows.

_Vi_



Therefore, this study aims to take a comprehensive approach in order to
explain the process in which customers accept mobile payment services,
considering the wuser characteristics and service characteristics of mobile
payment services. Before conducting this study, the theoretical review
explored the concept, classification, and utilization status of mobile payment
services, and started from the characteristics of mobile simple payment
customers and the characteristics of the service based on the previous prior
research. Research models and hypotheses were established for empirical
studies, data were collected and analyzed on questionnaire techniques.

Key analysis results are summarized as follows.

First, the user characteristics of the mobile simple payment service showed
that the innovation has a positive impact on the customer satisfaction of the
mobile simple payment service. Accordingly, people with more innovative
tendencies, such as those who accept mobile payment services, can be more
satisfied.

Second, in the service characteristics of mobile simple payment service,
convenience and reliability were found to have a positive influence on
perceived ease of service. Security is shown to have a positive impact on
customer satisfaction of mobile payment services.

Third, the perceived ease of mobile simple payment service affects
customer satisfaction of mobile simple payment service. As a result, the
easier it is to learn how to use the mobile payment service, the less complex
the menu is built, and the more easily it feels to be able to use the mobile
payment service in general, the better the customer satisfaction.

Finally, the more convenient the standalone convenience is to understand
the customer’s satisfaction with mobile payment services, the better you feel
about your mobile payment service, the better your customer experience will

be.

- vii -



Keyword: Mobile FEasy Payment Service, Customer Satisfaction, User

Innovation, Mobile Characteristics.
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| AR S 2978 o2 JFA 1089 (36.9%), 1A 1857 (63.1%)°] .
AHERE 10t 29(0.7%), 20t 959 (32.4%), 30t 837 (28.3%), 40TH
T 5098 (17.1%), 50t o] o2& 63 (21.5%)°] th.
AERZE 7]E 2119 (72%), & 829 (28%)°] .
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M
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=2
-
oo

e ors 1 9 5678(19.1%), et Ak 407 (13.7%), e =4 174
H(59.4%), thatd At 678 (2.0%), thetd &9 179 (5.8%) ]t}

APt ezs= A 497 (16.7%), BAF 979(33.1%), H&2 539 (18.1%),
Ao/ Aul =2 278(9.2%), AdY 367 (12.3%), HAJEH A/ AAFHF718 319
(10.6%)°] tt.

4 A5o=E 1509H HRF 1029 (34.8%), 150%H o] 2009+
(28.3%), 2007+ o] % 3007t m Rk 61(20.8%), 3007k o] 4007+
(89%), 400%H o]% 500%tl mRE 1278 (4.1%), 500591 o] 6007t w|wt 173
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60TO0F | 2w 0.7%
A 0.7%
B0 E 473 1.4%

Eukd bR AA] Aujsel i d AR IR 13 127%(4.1%), 23] 137
(4.4%), 33] 219(7.2%), 43] 189 (6.1%), 53] 347 (11.6%), 63] 247 (8.2%), 73]
67 (2.0%), 83] 1078 (3.4%), 93] 978 (3.0%), 103] 14678 (49.8%)°] tt.

Eutd bR AA Mujze] tdk ARSI e == 670E wint 2978(9.9%), 671
g ol 19 Wk 3078 (10.2%), 1'd o 2 vvk 727 (24.6%), 21 °] 3 7
797 (27.0%), 39 ol 49 vk 427 (14.3%), 4d o] 5 IRk 297 (9.9%),
59 o] 129 (4.1%)°] .
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WS ZA Al 7EA o A
A, WA d#A(Internal Consistency), =4, thersts Al A (Alternative -
From Reliability), A A, WFE=A A2 A (Test-Retest Reliability). 2 <15+ A

= WFE yHdAALS HAS7] 918ke] Cronbach’s Alpha AlTE &-831%

3l Cronbach’s Alpha A7} 070144 A5 2Hxo] Aol EAch(Hair et
al,, 1998; Nunnally, 1978)= 7]+S 7|Hto 2 A A S Hrlstdh 21284 4

Ade vF <E 4-4>3 Zo] AFA EAE dPstal #2423 Cronbach’s

Alpha A7} 0.70]732 ZA3E B om AFAo o]ifo] gl Aoz ey

BN RS o AE <E NV-3>3 Zo] AAHUL AW A
SAgtel 100143 e @ ghol 0500 VEhgornw Bl gt 2

_62_



D~ 00 Te) e\ <t — <
o> 5} S — o) P
o ® ok ok xR xR >
S S S S S S Z
©
0| M| X0 NN =] OO0 | 0 Sn—nRedo — o=
N S|V M| D 0| S| |& Do A |MJB IBO—SCQHDT| o |—=|LK3((e<
o~
wlolw|=|s|w| ol a| | ol ol s |osielsoio—=—iel & [Rem
SIS 2| Y| DR E| = Y] O RN E(E 0 QoaNDoN 1 60X K
— =S| S| N || M _ 10011121210.212787L48.
: ©
N
M| R VN[O (N == 0o — (0S8 oo —owmio— © mEQo
S|l o8BSIk | ¥ 9| > HE v S8 I NNNNOHN NS © |=RIT—
A I T I S I P S o S N e B e B el 1 18 (oS R Lo e M
©
D~
[ R B B B N B B e N I i Bl Yol o W [ (e M [apl[oN [[gp|[enlle'ol[ah [aN fe/olaN [ o Rl N 19N o B
D | 2 N ;O TN B OO~ MNHNTFEEO0n BB E e
e}
il
N L TN 88 22 VERIYZZRNCIRRE R LE=SE
N[ S || N DO S| @ s S| © |0|N(ooIE= = MDD« |DIRIS|S
..... S|
olenlen
O ol |~ 0 || o N O > 00T ——— o X |O/Hko|L
~ | =0 |- = DT O 0D O | HIFRNON=ANE S =SS
NS H IO =] QO QO M| QO 0 © == MMANMNMNONNDS — N SIos|os
. |
%o oW | [
o S o |
Jo W TR dpe M T O Lo | me 3 R
NN [V EE N ool oP B W0
< O G e O S
ofJofof SREIR [T UE T RCRR TR R E T B
A N ) 2l R R 4 ol o B - o o
N = T~ B E (< RO TR B B R e o (o o (kAP
e e ™ —|ea

_63_



s}

RER

20
=

T2

pyYA

Amos 7

S|
~

2l

A A
A

213 SPSSe| gAl

hyA

1

2

Al
2F&

of W o AN o

o Mm "R ﬂ“_

~ S - R

W oT

on  of ay X0

oo o A

HOR W =

oo o B

NI o _ =

W W U ~

S oy o

P om
oy

®° ij ]
]1_ —_

X WW S o

— "

< L o® RH

T X ‘Iyl __i
G B

Q¥4 (Confirmatory Factor Analysis: CFA)¢] 9]
A
<

1_4]
7ol oh(ul 2 ,2014). A5
F

il
2

0

ato] <IAHN-1>9] &

5 ©

Q2

Amos 24.0& 9]

_64_

-

1

Aol A

L

,2014). &

=
=

e (o)

]

o

2}



<8 IV-1> 3eolx g9

b5
o[ TSRO SN, .,
- AFEAL0] S A2 NG
S A=A S8
-] AFEA[O] & Al A |
G-»-{ A2 AIO] 1145

62
W5—- T by
oD oA by
DB THE[3 ot
Z4)% | 2[4 5
26,

66
«Q5—m TOTHT
%) 5
28 .
28 °
Q) HOIAE

B84
20— AIZ[A1 7
D 7 e 56
Q) ERNESRET
20 [ M2 M4 o
o G ERAEES T
28 X ZH=l 2.0]Al4s 81
2F A2l 20| A8, :
Q5[ X[ 2[5 2053

35
a3F 170 OF== 4 60

dab

/0 0= 3

X*(CMIN)/p=729.637(P=0.000),

X*(CMIN)/df=2.569,

CFI=0.912, GFI=0.843, AGFI=0.806
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p=<0.05~0.10
729.637 B Muthen and
x2(CMIN)/p (X227
(P=0.000) Kaplan(1985)
w17
1.0<CMIN/df )
Carmines and
x2(CMIN)/df 2.569 < )
Mciver(1981)
2.0~3.0
Browne and
RMSEA 0.073 <0.05~0.08
Cudeck(1993)
RMR 0.021 <0.08 Hair et al.(1998)
Joreskog and Sorbom
GFI 0.843 >0.8~0.9
(1984)
AGFI 0.806 >0.8~0.9 Hair et al.(1998)
PGFI 0.682 >05~0.6 Mulaik et al.(1989)
Bentler and
NFI 0.864 >0.8~0.9
Bonett(1980)
Bentler and
NNFI(TLI) 0.899 >0.8~0.9
Bonett(1980)
CFI 0.912 >0.8~0.9 Bentler(1990)
PNFI 0.755 >0.6 James et al.(1982)
PCFI 0.797 >05~0.6 James et al.(1982)

2) Md A= R HsEEd A4

7161 F#EAF %3k (Average Variance Extracted)©] 0.

a1
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T ol & AT S Ede] AF e g e AV fles B vk
(Fornell and Larcker, 1981).
NEE Al A1ES ANSAE A, GRSl B3 Fi el

r =3t Al 22 0501740 HojoF stal =4, &3 A1E = (Composite Reliability)

of o ouz AgFE /Y A1# =(Construct Reliability) 0.7°]7%, A, #

A F%7H(AVE: Average Variance Extracted)o] 0.50]4to] mojoF 7wl Al

7 vk F=4 9 h(Hair, 2010). 1213 B34 AA 9 7ES AAEA =T

A, MsEhgte] AR 7ol Aok stH(C.R.>1.96), =41, Agtol 0.70]7%

o] Fkol uvrefof FE e x|t #ekgth(Hair, 2010). ©]E E3te]l < IV-5>9
o

ol Jig AE = AT

_68_



0 ) © =\ o o~
N 3 = S = —
~ ~ Q Q N N
S S S S S S
o — N o 00 o
& 0 &= Lo %) =
N N <} N N <}
S S S S S S
~ || 0| w|w|lcs || | o osooon] o lal v | ool @ =~
S|l | N[ S| F | o Ak N (0NN AD o o | 0 o= S o=X S
S| R [~ |0 |~ |0 ©| 6 |t o 0 K Dot & 0o e
* * * * * * * * K| K| K| K * * * | ¥ * * * | %
* * * * * * * * K| K| K| K * * * | ¥ * * * | %
* * * * * * * * K| K| K| ¥ * * * | ¥ * * * | %
~ |l |~ | o ~ | x| Q[ |[mann — M |~ 0 | o <t | —
0| & | &~ | = 5o | o | — |5y | <F O & |[SF|A S RN | <
0l S| e | © R | N | ¥ = NIEREINE R & B[ N |© M| S
< | B | | % | N S| =~ |G| = |0 S| 16 B0 0o |, o3| —
— — — — — — — — || — — — — | — — — — | —
o 0 || o o o o~ o ol — ol
Slo a0 8 R 8l x| x| 8 |m8vwvw5w 8 o o -8 & |8 Jx
= | © S |~ o~ oo © &~ A oo N )
S| 5|8 = |~ |2 K| e |g2RISK S K I KIS S K221
— — — — — — . — — — — — | —
v 0y ToR ToR oR N
<A = L B | ™ ol ao ol N |0k R
L oo [HpiR i T T AT R | oR e = ™| |dhlTe TN
o P N N (R M=ol -0l W5 | off| o | | 7 | BE TR | g | N
R | O N e oo -1 S o
ofjeR | ool ORI T N (R |F 0T | T 0K o ToR | B4 T R | RO TR O | K| | TR
ol 4 R R B E R R R B T o ool B B ol ol o
MR TN T N B TR RomH| < mH| W E | 0| W | HR R o | | T || R | | ' o < | RN |’

_69_

vl a1) #kx: p<0.001, *: p<0.01, * p<0.05



3) A g A4

4 B34 (Discriminant Validity) S A& AFoldt /fdE 7hol= 1 =4 3] o

ol AT Aolk Qolok FE elrlaknl vholol drki AdoltNw e,

(The Square Root of Average Variance Extracted Value)o] 7iyd W< 7o) A
A A 4 (Correlations) H.th =W W Alolo= SEElGAo] gl Aoz A&

£ Fornell and Larcker(1981)¢] =

o
o
o
ol
38
=
v
dlo
&
iy
o
VAN
=31
=
>
V
rlo

A ghol W] AuAlaRyg A7) diel 4 W g b dRed
[e3]

<X IV-6> #HEeldA 24 A7

0.958

067 0.954

007 419 0.897

006 032 128 0.936

452 065 443 625 0.894

444 297 oll 462 371 0.853

1) F7 148 9414, F8 HelA, FI 4184, F10 EHAd, F11 A 4d &olA, FI12 14 7=
2) QA 84 AVEZRLY AF= 3t
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NNFI(TLID=0.903,

15 At x*¢F RMR©]
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X*(CMIN)/df=2.313,

o
dlel7k har x*el A%

=

S % Hair et al(2010)2 x?,

0.000),

-

1]

I

}

AGFI=0.795,
0]

R4

A3sta 1o, Hoyle and Panter(1995)

x2(CMIN)/P=955.367(P
GFI=0.829,

2 UEst o x*gkel

7 o]
oluybd P7F 0.0000. %

RMSEA 5& =

[©)

RMR=0.022,

)
x? GFI, TLI, CFI & F3&a dvt(iE=E, 2014).

NFI=0.859, CFI=0.914, PNFI=0.763, PCFI=0.812 52 =

GFI, TLI, SRMR
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= 0704018t -F35tttal sl o E AFo = 4 AFr dAA TES
Wt FRYAAe 2yl HItelva ddEt(Etezadi Amoli and

Farhoomand, 1996).

p=<0.05~0.10 Muthen and
X*(CMIN)/p | 729.637
(FE2=37] 97 Kaplan(1985)
X 1.0<CMIN/df< Carmines and
2.569
2(CMIN)/df 2.0~3.0 Mciver(1981)
Browne and
RMSEA 0.073 <0.05~0.08
Cudeck(1993)
RMR 0.021 <0.08 Hair et al.(1998)
Joreskog and
GFI 0.843 >0.8~0.9
Sorbom(1984)
AGFI 0.806 >0.8~0.9 Hair et al.(1998)
PGFI 0.682 >05~0.6 Mulaik et al.(1989)
Bentler and
NFI 0.864 >0.8~0.9
Bonett(1980)
Bentler and
NNFI(TLI) 0.899 >0.8~0.9
Bonett(1980)
CFI 0.912 >0.8~0.9 Bentler(1990)
PNFI 0.755 >0.6 James et al.(1982)
PCFI 0.797 >05~0.6 James et al.(1982)

5. A7 7hdel 44

= dATeAE oe <O¥ IV-1>¢F #Zo] FxAA rndS ZAdsgl o,
Amos 24.0 Ver.2 &&3to] A 7PES AAT AT
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0.4317%**
(0.084)

x2(CMIN)/P=729.637(P=0.000), x2(CMIN)/df=2.569, RMSEA=0.073, RMR=0.021, NFI=0.864,
CFI=0.912, GFI=0.843, AGFI=0.806
H] 31) sl p<0.001, #+: p<0.01, *: p<0.05

(Standardized Regression Weight)& AF&- (Y &%, 2014). 3+ 2 *H(Standard

(6]

Error: SE)E EZ4A19 AFE(etgdA)S ousti(d &S, 2014). 7F49] A9
o] = C.R.(Critical Ratio)gkto] +1.96°014, -
7|8 7)o R sto] it

Lo

T+ 7H(P-Value)S 0.050] 3=

azjel BAge APd Aulzol oig Az golge] FRAF 0.006(CR=

Al A u] 9

o
}—A
DN
<
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o
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)
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=
N

=
lo,

o

>

oX,
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o
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e

=
_E‘,

il

Mula5Agel Aede Add Mujzol ek Az4E §oldel ARAF

0.344(CR= 4677, P= ==)2 A& oM, HeldS ukd b AA] Au] 29

b
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K

AnkEo] AZASG 0.059(C.R= 0.727, P= 0467)& 7]ZtEJth. Bt L 73
Aul 2o gk A zbE golAde A ZAS 0.046(CR= 0.82, P= 0412)=2 7|7}
How, Hetde mupd 3bH Ax| Aujzol uAwEd FZASG 0.139(C.R=
2257, P= 0.020)= A= AL A A Au| 2o digh A 7hd Lol
AEAS 0187(C.R= 2.248, P= 0.025)2 AeEom Agie mupedl 313
Al AMulze] mAREd A ZAS 0.036(CR= 0401, P= 0.689)= 7] % At}

el

ro

=

i

Aw Auzel U@ AZ4® golde wuped zbd AA Ause] nAw

JPN

nel HA->A7FE 8ol 0.006 | 0.045 0.129 712k
a4 HAA->uAE 0.15 0.05 | 2.999sx | =€
AYA->A7zte golA 0344 | 0.074 | 4.677#xx | 2|
AgA > A= 0.059 | 0.081 0.727 712}
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