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2 Aot ile] A A AY &5 vt
3 ATl 71%ske] of| i sl wrl=
#Age 2 Ao dth(Zaichkowsky, 1985).

Q9] AArEs WAETY 7] B SrH e
et 54 g dal e #EAe FEE 9
| 5h (Zaichkowsky, 1985) FB71%< AMA
GolA HQle] HAAxe EHEe e aQlolH
Ao whet AF L A 2ol dig =7 B2
A 349 4 st (Hartwick and Barki, 1994;
Colgate and Lang, 2001).

Agarwal and Prasad(1998)2 TAMSI ol A
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Aol BAEE MUA S0 e 2 233
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A Aol BEAQ NFor FoEa e o
A, Ao g Al
WAFEAY Fo3 FA48
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o] E5E AFY YT Jes AFsta AY
3 222 JEs dPoBA AFAME die
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IPTVe| DZHENT YYupyut pojol EAE 8 Folols JYnHollM o, 29, o=xol 3%

a5 | 244 39 34 9= a774
IPTV AMH|2 o] 8A] | IPTV AH|22e o] Ao i f-&.
429 "éB.?T ]5’“% %’ﬁﬂ}j IPTV AH| A= A7) A4S 58 Davis et al.(1989)
Sl go =i A7k . N Kim et al.(2009)
0 9.4 = &g HHo = s %,
TEY | ego) opg gojgp| v A AR 2 ERASL A B |z a gamca00m)
1 UE e IPTV AH| e of$- 783 Au| =9 JuE A3,
IPTV Hu) 22 o)ga) |[[PTV ol&8H < 4= A& 412 _
AZE | A9 oz} g | IPTV o $¥& fieka 447 ol& Efms tet 1%2%35)9)
$o14 | =88 a7 BE[IPIVE ol gshe Aol 44 S2a98 oo A
R o]’z 9 A (2007)
s A A9HE 0 2 TPTV Abgo] 4tka A7k
AEo] gat x| PTV Als Aoy 298 wle P&
ki EPTV 2l o o = RSP Ha and Stoel(2009)
1A AwA we [PV AE Pl 9E vy
G A Ong et al.(2004)
7 Al#] IPTV AEAAE 22etn A4 21§ 9= Qe
2] 7+ IPTV Aulz 1 2 [[PTV AHIZE o] 88 W SARS 24, Ha and Stoel(2009)
2yg |7F FHGL AASE|IPTV AHI2E 0§31 Ao] A5d Kim et al.(2009)
= e = 8384 [PTV AH| A2 o] &3 Shin(2009b)
IPTVE AHgshe A2 2 A9
IPTV AFol tigt & . Davis et al.(1989)
L= 2 A8 Qe ol¢lo Qu. }
B | e adel e |[PTVE AHBIE se ol elee] Shin (2000
IPTV A= Fufete] AHgahe 2& vf A9l
Pl IPTV AEd] izt & |IPTV AFl glojA £219] A= Zaichkowsky(1985)
R ) IPTVS 22 =& AE Fojo] 2ol #e] A% | Colgate and Lang(2001)
V. AZEM g g qieldte A 300‘%% fFor ARs
Agstdony 1 A 237RE ¢t AT
gHo] FA-stn 4R M*i Ol%o}i A
4.1 BTN 9 TAY %e FEAEC] EFH Slo ofF Ay

T 195%7F EATdel Hdd. AF7HEEAE
S

<
IPTV AIH A8AE didez AexAte 8 Ad BAEA #HHde= SPSS 15.0% AMOS
sdem B ARELe gz 2AE Fysta o 7.0% &8I $HEA 5AE B2 dAdo] 128
& wdstglon AEEgS AAst A £ W(65.6%), Aol 678(34.4%) 22 o] ]
AT ofzel| =gk FEFE OF 5008 A=W wA w2 HlFe AAEGH. Hdase 2009
oup AAl ZAMG M Al IPTVAHIAE o8 9 o] delxl 3008k m¥ko] 557 (29.7%) 22
atal Sle ol 8AE e Aol A ¥t olgl P 2 HlFS ARGt dglen v 300
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(® 2) Bi==de0l ZXEE 74
LA Z223 39 23 g5 A2
IPTV AlFe] taf Avtao s vh&d
ki 121\3‘;1]‘\}/};]?;1 jo] IPTV MBI A5 o] &G0 =N 7 52o] $5H. | Westbrook and Reilly(1983)
T WE A ST IPTV AZEAE 20 Y AR wrEsi) Anderson et al.(1994)
IPTVel] 283 o8] =3} vjud oo} 4=
N IPTV A&l a3 o 24le] 1L
oy [IALPEAS eV g 7ol e Ak aaE gAR. | 994(2002)
Lo |[A S WAFAE
=%l gg an an  |IPTV AEd Aeld 143 Morgan and Hunt(1994)
2e BTS2,
24 [IPTVe] gt opg | IPTV AEel e gt ofgef 2ol 9= Morgan and Hunt(1994)
Az | A& FuiS | IPTVE A ol &t AFel| &85 23t A<, | Bettencourt(1997)
= |3 2R AEEYD | 1prve) Bl 2R AL AE A9l Garbarino and Johnson(1999)
2 AAAow  Fujg |IPTV A= veolle Fuea da Jarvenpaa et al.,(2000),
e A elgstaa k= [ IPTV Al e HP%"’—?@ JAPAA Y. 73 4(2002)
i) gE T IPTV AZS B71A02 0] &8 oJalr} 9e. Yoon(2002)
TH ool Al 4008Hd miRto] 28 2% 2 & H] dol dttx & & Atk B AFelA A&stn
T& YRz itk 2 A de BEol Ue SREL BF 0.8 ojfo|Bn= olF IHE
W7k TVE 539 (27.2%), #Hel& TVZE 508 & Z acld st Agide] slda & & Stk
(25.6%) w22 =/ Jest. IPTV 7Hd%7I (Netemeyer et al., 1990).
= Hu A B e vkl 979(49.7%) 2 ggoz 29nge AFLS Frielr] 9]
2 AT =A Jehgen] AR Aol 28%  AMOS 7.0& ARgstgleH, E14 aclEA A4

(14.4%), AFda&o] 229(11.3%)9 «o2 1}

242 U Az TS SR Sk
SPSS 15.0% AHglgon BAATE (X 4)%
2ok AL Eo7] A% WHeR WA 9
3 AEE HOH Cronbach’s ¢ o] &3stgion,
Ao AR AF ghol 0.6 ol FelA 23

192

= g9 (E 5)9F 2t
S x2=514.524, GFI(0.89]% %
) =0.848, NFI(0.9°]% %) =0.903, IF1(0.9

AP A

o] $4)=0.964 CFI(0.9¢]% $4°)=0.963,
RMSEA(0.08¢]at ¢)=0.053%2 RF A%

AN EE BEsl] B SHugo] Agsirin &
ATKE 5). PG A4S B e
A5s7] st HINH=(ICR) & B2
(AVE)#& Axtstan ZadAES 33t
ANz 4% 0.70 ©]AH(Chin, 1998)c]®

,k

11.10

Axf}
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IPTVe| el dntdn

(X 3) SEX &4
T2 Hl=(4) v &(%) T2 H=(d) v &(%)
g 128 65.6 71TV 53 27.2
. of 67 34.4 2z SKHZTWE 36 18.5
) NAs L | BTV 40 20.5
7 195 100.0 .
WA de #H o] BTV 50 95.6
2
2007+ o]} 34 17.4 e 71e} 16 8.2
uhel o)A 37 195 100.0
200 ] 58 29.7 a
-300%H) m]eH A 1S 22 11.3
kel o)A Aol o2y .
300 sl O] o 55 28.2 §]’ -4 T T 0 11 5 6
! -400%+ wjgt AGg v 9 4.6
9
B 4005+ o4 A 1
it 500kl gk 27 13.8 IPTV S’V_;i Torg 97 49.7
rE el Zel 2 iy
5005kl o)A ]
00l Hgt 10 51 | %1 | Ame wey 28 14.4
5009 o4 1 56 Frrekyg 18 9.2
-600%+H¢ =9k 71E 10 51
&7 195 100.0 g7 195 100.0
(F 4) M2IM 24
89 27| FEF AZ JESF Cronbach’s alpha A4
2)7ve] §-84 4 4 0.920
A7t o] &80l 4 4 0.933
AN 3 3 0.841
A2E ZAE 3 2 0.851
AT 3 3 0.881
AR 4 4 0.899
nkif=2! 3 3 0.889
—T'—le"oHiE 3 3 0.899
A 3 3 0.908
BEAY S F£FORE Hy|d B Ao WLES (0,707 23HYi and Davis, 2003)aH AN
TE 7N E 2t 9oz AgAo] qlttn He g s /AR B Ao FA e
¢ 4 A(E 6) FT). AVEZ AFZol  BRel dum @ & Ak Ed AuWAE 7
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(& 5) "elovlzHg S7 AR B
24 SRYE 2R F £k AVE ICR
PU1 0.912 -
22k -84 Puz 0.85z 17.546 0.741 0.920
PU3 0.833 16.260
pPU4 0.844 16.934
PE1 0.875 -
A2k 01§l [ 507 0.0 0.779 0.934
PE3 0.901 17.805
PE4 0.887 17.279
T1 0.778 -
BELEE T2 0.797 11.838 0.650 0.847
T3 0.841 12.027
. Pl 0.838 -
AZE A% I3 0.885 13.389 0.743 0.852
AT1 0.837 -
LA = AT2 0.901 15.720 0.728 0.889
AT3 0.819 13.727
SAl 0.881 -
SA2 0.874 16.794
AR 0.697 0.901
SA3 0.731 12.361
SA4 0.844 15.623
IM1 0.916 -
A=Y IM2 0.843 16.802 0.742 0.896
IM3 0.822 16.201
LY1 0.819 -
ki oA LY2 0.913 16.156 0.763 0.906
LY3 0.885 15.250
PI1 0.864 -
aa PI2 0.896 17.158 0.771 0.910
PI3 0.874 16.376

Chi-Square=514.524, AHrE=334, GF1=0.848, NF1=0.903, IF1=0.964, CF1=0.963, RMSEA=0.053
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IPTVel DT SADAD mojzo] ZEolY 3 Tolo|T HAIFM oHF, 29, ofEzol Ag
(E 6) AIAIEMS S5t EhElghy
o og | A | .| 24 | 34 | 24 | 34 | T4
Y| gog | ag | 1] oge | we | 2q | dz= | 9=
A7 544 | 0.861
Azkg o] 8804 | 0.313 | 0.883
224218 0.545 | 0.386 | 0.806
AZE 2A4% | 0577 | 0.534 | 0.600 | 0.862
I = 0.452 0.170 0.503 0.426 0.853
A 0.483 0.267 0.538 0.466 0.657 0.835
LHES 0.419 | 0.198 | 0.458 | 0.435 | 0.661 | 0.716 | 0.861
R kA 0.502 | 0.201 | 0.556 | 0.427 | 0.691 | 0.724 | 0.784 | 0.873
T 0.480 | 0.190 | 0.568 | 0.415 | 0.704 | 0.678 | 0.737 | 0.811 | 0.878
* ozbid] AN g e AVES] AFE
=pel= £ P4se 88 Ageolgu Atstn 9l
o olHE IPTVE Zulze gofdez 83
4.3 7P HRE Algsta glom AFAo] e WAldlA
HHE A 2] o] uAEL [PTV AH|AE
B ATE A RS e FRH AFska e Ao Bt
d AL FIPsken AMOS 7.0 ol&dtd] W A1k ol A4d EAwS wAHE
M AZsE. B4E HERdY AFE A o AL 4TS nAA Eeta gderw 74
1 ?=552.346, AHHE=350, GFI1=0.839, 29 7} 4= 7174= 2 7o Ade A%
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The Antecedents and Outcomes of User Attitude in IPTV Service:
Focused on the Mediating Roles of Involvement and the Linkage
between Processes of Buying Intention

Mi-Jin Noh* - Hyeong Yu Jang™*

Abstract

New technologies, called IPTV are stealing away customers and reducing revenues from
the traditional fixed telephony services. The new IPTV technology can offer ubiquitous TV
broadcasting based on the Internet Protocol, allowing video-on-demand and other services,
as well as the traditional cable TV services, changing the way in which subscribers watch
and interact with entertainment.

With this new technology, IPTV consumers will be able search for and watch the content they
want, at any time they want, in any of the following devices - TV sets, computer monitors,
and portable devices. In this context, the main tasks concerned with IPTV business are not
only identifying, understanding and improving the critical factors that will determine the
successful adoption of the IPTV service but also developing sustainable competitive customer
loyalty and involvement resulting in buying intention. We propose that customer loyalty and
relationship involvement be viewed as the key elements of creating sustainable competitive
advantage in IPTV service.

This paper analyzed the positive attitude formation using the basic and extended TAM and
also revealed how the positive IPTV attitude relate to relationship involvement and customer
loyalty finally creating purchasing intention. And we also tried to find out that customer
involvement will be a sort of key roles in the linkage among the antecedents factors of consumer
attitude.

A survey targeting for IPTV users was conducted. The data was analyzed by reliability,
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correlation matrix, confirmatory factor analysis, covariance structure, and modulation effect
using SPSS 15.0 and Amos 7.0. The samples of 193 IPTV user indicate that the antecedents
are consist of four dimension(perceived usefulness, perceived ease of use, perceived delight,
customer trust) and customer trust is developed into satisfaction, involvement, loyalty, finally
buying intention.

We have reached the following conclusion about the antecedents and outcomes factors of
customer attitude for the launch of IPTV.

First, among the antecedents of customer attitude, perceived usefulness and customer
trust showed the positive effects but perceived ease of use and customer trust did not.

Second, we found out that there were direct relationship among customer attitude, customer
satisfaction, customer relationship, and customer loyalty. Particularly, the correlations between
customer satisfaction and customer involvement, customer involvement and customer loyalty
were high, and the indirect effects also were very significant. This means that the enhancing
strategies involving satisfaction, involvement and loyalty are especially more important for
the success of IPTV business.

Third, it turned out that there were positive relationships between customer satisfaction
or customer loyalty and purchasing intention but the effect of customer involvement was rejected.
It was notable that the direct effect of customer involvement on purchasing intention was not
exist, This probably means that the proper management about other indirect paths being
involved with satisfaction and loyalty will be more important to create connection to ultimate
buying intention.

Based on empirical results, we suggest managerial implications about IPTV business strategies,
focusing on the antecedents of customer attitude and following measures inducing customer
loyalty and purchasing intention.

First, IPTV marketers should take the initiative to enhance interactions among TAM variables
to facilitate spreading speed in IPTV services. Eliminating barriers to negative customer
attitude and clearly conveying the added value provided by differentiate IPTV services through
the relationship marketing are crucial to acquire customer share in IPTV market.

Second, IPTV marketers are encouraged to establish the positive direct and indirect linkages
among the antecedents(perceived usefulness, perceived ease of use, perceived delight, customer
trust), mediating variables(satisfaction, involvement, loyalty), and outcomes(purchasing intention),

while developed into the practical business strategy.
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Third, IPTV managers are required not only to understand the adoption process of emerging
IPTV services but also to grasp the interactions among satisfaction, involvement, loyalty,
and purchasing intention seeing through integrative approach between management information
system and marketing. Finally, IPTV providers should anticipate this industry shake out

and effectively position and differentiate their IPTV offers to maximize chances of success.

Key words: IPTV, TAM, relationship quality, satisfaction, involvement, loyalty
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