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& A7 Social Network Service(SNS) FASA Al25] FA, Aeisjolx F4, Tz Be]FA, Hu|2 o|ghF
A, TR A Folo] gAY AARA LR viAE 9 AWt ol& A8 SNSel 443 20~300
€ ez F 50049 AE2 wiFdla, olF FAF 40848 4o o] &3tk A7A, Al2E] Au|x Y4, 7
A BEARE, IS FAL A2 /P 9L vebllm, Alag, MYl B3A, 2 AsAE, A 2le B
AfeA L xe] 9% vehllch. 22y dsig BAfAxe] WA felshA gttt BeHon v FARA
oo fo@ 9T vehIAT Agole felshll vehdx] dsith. SNSE AHSARES] AHBAE Pske BAAl
A Mg 3o s B8H T QU web WAS T FiMe g gFoE Md & glon o JE
AAVEAY Al EdMA T Bofzht Fofzte] o] Mz gla, BA=E 27ARH oo tid dixzt A&a o F

ozle Fxetn HHE & e weAdThe o)zt ot

FAol: SNS, SNS 4, 419, #AfA=

---------------------------------------------

EE (Twitter) 9 #lo] 25 (facebook) 53 2
o] Social Network Service(SNS)E Al &3h= €
APlESo] 2 G438 43E 89 diFSolA 2
718 @3 Aok, BAAANA A o] Al3lE
g 201170 29 20113 12€ 71§z 3
12~494) AEY o] 829 76.4%%E SNSE o] &
she Aoz yehd A o] 44 1095 8He
SNSE o| &3l Ao Jehgr =& 20119
124 71Eo2 I EYQE o] &A4E 54490
B Ho] A% o] §Al= 536U o]23: e,
EYE o] ga= 20109 6€ 637 2HFolA 19

---------------------------------------------

67/ d el 8.6Mu 7t HolAvE HAS
A AFE 20119 9¥9 4017940lA 33.7%9
o] &7t F7HIHEAA 2012). 3719 SNS
€ 23 PCUeE A&4E 4 %z, d2ERZ F
AE FdiE dRE F F UUAAT, eE5de
SNS& PCRT olyz}, ArlEE gE3 PCEH
2 FAAA7718 o) &M Mu|2E HEE F
AAY AHEALE b o]u|A], vl e F tjokg 2
Erjte] 348 4Tz Ha Au2e] oY
< 348 7k i (Boyd and Ellison 2007).
71952 SNS9 Q7] nfd AL o] Ldld
ME2E FdrdS Awsiz sta glm, SNS9 7}
Ae dza F5S w31 dH(Boyd and Ellison
2007 Hargittai 2007: EA 5 2011: A$F
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MBA - Fea

% 2010).

2 AT E SNSO JZL8<le)] Ta| Lolum
2 @t} SNSS| A2 & 1 E44 AL AE T A
3 34 2 BAE ASAZ 4 e Wl FAR
o0 Fedttta Algdr. 48 (trust)s YAM|E
AHEALES] olgE WAEn, BAE fA 5ty g
of #AAE FololN AFHA F27 Mdoz
TOFolA g1, 250 A3 a5 AY A A
B I FE0| BolAA WA £R9 7F5Ao =
obIth(Morgan and Hunt 1994). =& Aujx
A A} 2H|7 Alolo] A9 A52eS E3
oq 371342 FAAE fA% 4 U Hoffman
and Novak 1999). weby £ d3= SNS7} A
7] A & Yo g FASAHES o8 ZeoA
Folin, o] EAEo| ALeAe) A2 9} BA &
Ao zd X F3o) Ba) Loluma} F} o]
€ 913l CLOSE-END¥ 23] OPENY 223}
AZY2E AES 3710 &A1A A e 4B
Aol Ab&staal g}, QoksEw, B a7 o
TEAE o3 2o A7} 3 SNSel| glojA
= ALgRIZEe] BA A o] FL7 AL )3 =710
E olgg A E A5 FoMgsEE o
W AS0] Ye7k? A E A Ay
T BHANN Az B 4 UAHBerry and
Parasuraman 1991: Hoffman and Novak
1999: Morgan and Hunt 1994: Schurr and
Ozanne 1985), ¥ A= SNSEZA ago)A
DAHE A} g}, o] E Fa) SNSo 48} uior
of g Aa AALYE AAstns} g,
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IIl. OI2% A

2.1 SNS Z& SHoj| 13t oi

SNSE 7iE°] e AFE} AL Esn &
w8 7 S 3h= YAlolEo|th(Baker and Oswald
2010). SNSeME fALE 30|E 717 AlgEo]
& 7HEERAN Ao MZe Egdn 2o
B, JAILES & F UEE s 2L A 2HT
(Raacke and Bonds-Raacke 2008). tj%-%-9]
SNSelM& chgst Mu|28 Azstn ot Aol
o Fol, Fust AANA A, Aol 2L QAFy
7b XY Z29E s 4 9lon, Algals) 47
A e thE AE HaFEn gl b
A& B gon, g& Alge Z2dd) zale]
HMAAE 3HRo2 32 4 ga, 3 284 7}
AtAY 222 2FL BHE 4 k(Baker and
Oswald 2010). SNS 2o g AgAFse
SNS7} fIAle|EE 7ito g stz glr)d] 7]z
YAolE F4 Ao ZlukslA wAs) gt YA}
°|E FZd U HYATSL o A gole
AAEL glov, 77} YA ES gl o
A Ao], e APhAo] HiE Yalo|Ee] EA
Aol e, oY ALE A A Bagt ¢
AOIE FAo| tig AYATES (X 1)3} 21},

YA E F4o B3 AT F A28 AR Ay
2olg, QEHo|A & F ddoz Aol ¢
AL, 20008 ZWHEEE 24T Zdx o3 B
& A77h @us) Agsoistet. SNS EAo) g
ATE HZ SNSY FAE A3A9 g A
o|E F o] &d 7lWtez 20109 o|F 2 2
Hoz $ud Ad7dm Y, ABA 45ae,
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(E 1) #A0|E SEAT0l CiEt Mol

fAlolE Fd 7Y

Bell and Tang(1998)

BFEEA, Aol x F4

Szymanski and Hise(2000)

N2gE2, FEEA, Aul2ogdEd, Aol 4

Liu and Arnett(2000)

AZglER, Hul2olfFA, Aeso]2FH, 4 EL

Novak et al.(2000)

AzgF3, #2432

Kim et al.(2002)

A2RlEE, AEEA, Adeol 2 F2

Agarwal and Venkatesh(2003)

A29E4, desolx 4, ZYER

Kim and Stoel(2004)

A2E, FEEA, Mu|2ol3) FA, UEsolx F2

Webb and Webb(2004)

BAEEFE, Au| 208 F2

Gonzalez and Palacios(2004)

A2 E, MH2ol8 F4, Aol F4

Parasuraman et al.(2005)

AR EA, Mu| 201y F3

Cao et al.(2005)

N2RFE, BEFA, Mul2oy F4, 24 E2

Cheung and Lee (2005)

AzRlEd, FREA, Ao F2

Collier and Bienstock (2006)

Al EE, Mulzold F3, Ao~ F4

Ethier et al.(2006) #E2

Lee and Kozar(2006)

A2RE, FEFR, Mj2og F2

Moustakis et al.(2006)

A2gE5E, FEFA, UEso~ F4

Dewulf et al. (2006)

AzgE2, AEFEA, Ueol2 F4

Kim and Lee (2006)

BAEEA, Ao~ F2, #YER

Lin(2007) AN2EEA AREA M| 2oy E3
Rosenblum(2007) ez F4

Ryu et al.(2008)

BAEFA. QEsolx F2, AER, ERxde] 4

oot 2 GG dig #4do] F7EAT. SNS
FAE s s9Ad e FAMNEES (F 2)9
iz

71E SAO|E F2E g & A5 7Y
YAt Evt Az A E 7|wke g st UHY 9
Al|E F4Ho2 ATso] AT, SNSE AdE
oli AfFYAHolAE F8AE] Wi 71& YA}
o|E9h: zp¥slect =g SNSE 22 ARY
g vnd 4 ded, 289 ARYEAME &
FAY BAAE 7HA AgAE0] SAT F1o|A

AYSHT 423 M5E 20134 109

SESA| T, SNSAAE AHEAF e AREALe)
HAE BAetn, AHEARE B4 £4& FdA 8
U] Q1] YEHZE AT HoM 289 A
FUE % Abo) 7k itk 9 3] 2011).

IEG HYFFoM e FRFEAE Fo v
gEch. 12 SNS F43 #HE MygdFE
< 71954 YAPlE AEEAE a2 2483
SNSdl 2&A171AY, 7190 SNS ALl EE diA}
22 7]{do] AFete FRFLE S8 A
T 3% 2012: AEE, S 2012: WA
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(£ 2) SNS HAPO|E EZoiT0|| CHEt AMsioip

SNS fJAlolE A A9

Zhou et al.(2010)

FEEL, A29ER

A$% 5(2010)

Yeidlol2 T2, A2 2, PREFD, Aulzojy Fd, ZHEA A
AP (2d=) F4

aFY 5(2011)

Mulzold F4, HREA, A2REA A4 ER gAEA

243 (2011)

AEA. 354, A8, 734, A

A2 &4E(2012)

BEFA, A28 F4, AQYAY, AElE A3

HEEFH Yu15(2012)

BEFA, A2RFA, dedolx 4, Mu|xoly 4

A& 3ht4(2012) 83 45ae

AERED, FREL, Mul2olg F2, Y4, 4% AA 98 A}

Az F(2012)

A2 F4, FRED Muj2xojy 2

o]+ g 744 (2012)

A2REA, AEFol2 FA, AUFD, Mu|zoly EA BAEA

]3¢ o]92(2012)

w3, A4, B3AEA. o180, NAASH, ey

£7 319 AAH2012)

A2RIEE, FEFA, Mu)2oly EA

s 2012: o|<°g, A=A 2012: 273, AAA
2012). SNSAME 947} 429 RS A7
sI71 o= AfYAold &5 A sty F2

o] L(M$-F 5 2010), +IA7F ARE A5}
£ Ao] ojyr] Wi HHo| TAL sy
AL Aot webd B d7oM e FREAS 4
gote tiile] SNS FZoA L $24 € 4
RNE AH|2 o] FA AYELS & o AU}
A AsEgct 53 Au|A og AL ukeAx)
A98 Aoz WrQln, ZHEAR Au), 45
2, Y Ao o] Auugitt Alad £
2 (System quality)2 4229 HBAA8S 9
g HieQlozA fJAl|E FAEHATNA 7}
Z F8% 84 39 sz nejgo] gon go
HE Agdhe Alagle] Asolztn A & 4 9l
H(DeLone and McLean 1992). A}8A15& o}
T2 £ $49 FR MuAE AFAYE,
Hlo|Z] AGEEIt e AY, slo)x] Ao Br)e

1242

9 9gaA] 2 Al2" EAL 2 9 "o
A A5l webA ALgsln Jd YAl EE Fue)
I, dAZ 5 e g YA ES 2] g3 o
gcH(Mckinney and Yoon 2002). Au¥]A o)
F2(Service Fulfillment Quality)e @A}l
2t Pojx ciokaiA|w 2wk ARy,
‘o] W Folglm Z|hle My A9 Hxg)
AA 2 FYPE Moo Y22 v e Jepts 3}
°ol'gti ¥ 4 gt} (Parasuraman et al. 2005).
SNS A7} Z8E Mulxe] $:30] 7ygd
Fol PXA] ZIhE, 229 22o] FAH o
TH& SNS& oje & & 9l7] wj&o] Aju]x )3
AL MY 2 A A} AFgAtele] AAFEA 2
I A 5 ot AgFo]AE B AN F
83 FH82 Fo shiz neid 4 . duvtst
 SNSe| 24AQ B2 o] SNSAelA A7 - A%
o - E8 F A2 dd BAS B3I a ®
A QoS Mo Zyo od YEYIE FH

AT X423 M52 20134 104
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sk dldll 317] W &olch. webA SNSE AHe-she
AHEAFEC] AR AFAQ o] fETe #A AFH
ol o]g 57|15 o ZstA Jepd  UE A2 F
28 4 9lg. ol9 2L AL nsioq, F29 7|
3 Ab3)slet MESF) Y] g oz dMBste Ao
%ol o Agsich £ AHEALe] 2z A, 9
AEZ, AR T Aol &4 o FolAA
5 1(0O'Reilly 2005), th& AHgAte oA 84 2
AFUA A el 2R AFste =
AA FFE 7] ool Av], F52HE, 934 2
2 AREA] F8F FH84E LT F A4
(o)), Z=A 2012). wWebd £ APdAE A
LAz ARFUAIA S N Uste A= 1 A
A 4E 4 e An, 29, B3R E 52 AEF
4 Ao F4P. ol & vFez E AFdA
£ A BE4 (Information Quality)S #12|3+ A| 24
Z74(System Quality), <1El#o]2 F3 (Interface
Quality), &&= #2] 3 (Contents management
Quality), A8~ °]8 £ (Service Fulfillment
Quality), 24 2 (Emotional Quality)? 22
LSS AW Eazt g

2.2 M=jof| zhst A7

A S 2t wE FEUE 7|70 Rede
oA (Berry and Parasuraman 1991: Morgan
and Hunt 1994)0|5, Al dulztele] ok4-E 7|
713, Azl BANM AAFE AHE £5E Aol
e 259 F=o]th(Schurr and Ozanne 1985).
Mul2e 738 2] Ao Fufjaiol =7] wEel
WATES A8l AEle 9 F83H ARG
53] 24 YEY AN 45 UE&E 7ite s 7%
g A3e A s g8E 23472 2

ZHAStoI R Ma2# 52 20134 108

5% ZdZ 4 AH(Lewicki et al. 2006). &g}
Qe A&7}t an|A PFeolxo v|A e FFI} #
#5]o] Hoffman and Novak(1999)2 $§Alc]E}
M|z} Atolo] HF A AuFEE Fold AE
A Aol 4a7te] A714Q n#dAE 7hsdA
Foa Po. AL G FEE FAO B
Aol digt AA2A, 234 (trustworthiness)
2 A4 (expertise)©] #Alo] He a0t (3
9471 2007). & Aol SNS A&7t SNS A
212k #7149 BAE BA3sta, o|gS WAE
E 8% Az A3, ofd AHgzt 4
oh} SNSE 21 A& + derts AYshe 3
=2 3.

Ol

2.3 TAIRA| 2o 2heh o

F

WAl #1542 = (relationship intension)
£ 7199 viA" Ao o =2 A3 9l
t}. Berry and Parasuraman(1991)& 335¢]&
e AAZE 42 AYE TN B5S =7 1A
o] o & W& 77| A3l AYBAE A A3}
stz sk oxeta o} wetM @4 AYE
Ashe avake @Ae] A€} Aot S
7= v 713 A E A Fshe 2L AE
EFHA vigje Aoz FNE Zetdn & &
Ak, Kumar et al.(2003)2 71943 n7e] &4
E Fde Za} Zold #AFA xrt oW
A 274 (Stayer)o] =Hv #AFA w7} Yol
o|gexl WAl T HEZ ojgde A¥n
A (Switcher)°] vtz F33c. £3 AA FA9
7t 22 aAEL 719 Ui AYUET} Fon,
o5& Az 710F UEH 9o ¥ 43
£ HAEha 3. & Ao e dARA Y ®
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el - 1

T R e e o g £ —

S N e T RN = e o T8 T i

S SNS tig 43& Yehle Aoz A&7
A o183 FA AdE el BAFAY s
T4,

Il 87k o 28 MY

3.1. A72Y MY

SNS 52 542 7129 YAlolE TAEN o
ATEIRE AlA"] FA, A so]x A, Ay
2 o] F Ao 2000 2WHEE AT7Eo] & 74
33 2 A2 EAL Filele Eywse 4
B3}, Morgan and Hunt(1994)¢] A7ajA U
Bt ulel o] ASALES olghg Wx|aly] 9
#AZA AN BFH oz g7 7o Al

SNS &3
AlSHER

SIEHOI AR

iy
2
1%
-}
n
oK
5]

AUl A 0| HER

ey

EEET

]

060

YUBEHE

{5

=F

gojch, mehA £ Aol (2¥ 1)3} 2o] o
T 2YE 43

3.2 A7d M-

3.2.1 SNS #43} 415 9}9] )

SNS F2d| #3 Y475 Y YA|E
T2 549 7)utslel SNSo| HEAA WA o
RA=d (82§ 2012 H$F 5 2010), o=
2AA 02 SNS7L AEUE vjfE Mul 28] o
wolth. #9437 A (2011)9) A7 E YA}
°|E FA3 Azt Ao glo) & Ape zul
Z de] FA, Aux oy FA(eY, 2UH)L
EHF AdozA Au|A FAo YL ANRT,
e g Myl Fao| Ao FAA Jag vjx=
ASR dehdth SNSE Yoz & ez S

——_;GLQIWQQE
\\_4/ ¢

(a8 1) o7y
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Social Network Service SH0| #AIFX|S|To| 0|z|= &8

(2012)9] oM £ AFoa AHEE Al2H
43} QgHolA FAE o}FEE NELE A2

FAZ 7Y, ol A 2gEFHo] A
o3 Aol A7 A= FAdh. Gundlach et
al.(1995)2 22 Al=l9 APAFIA £

TZE F432, F959 o]F3(2009) EAS
o] A IHA dFS vl AS FAIH.
o] 49 0|9 2(2012)9 AN 5840
’}13]"11 249 982 nzd. 2FY §(2011)

& SNS #2813 AHEAL wHEate] FAGA A
Hl2 F4, ZREA, AN2gF4, A4 53, 7
BAEA B5 AHEA UEo] FEAQ 9% A=
Ao Yehytt, o] & ulgog og o] 744
< 438,

H1: SNS A|28F4, AEjso| 2 54, =
#FA, Mu| 20| PFA (N3, AUA),
AAEA (A, B22E, 20)2 SNS A
o A (+)9] 9L A Zoln.

3.2.2 SNS 413] 9} #A| FrA] 2] £.9} 2] 7

AZ7E 58 FAONA LvRke E8AA ] &4
e A2E adabg S Alzslke ZAEg 238 A
A WARAE A3sHA doh(el+8 T 2001).
Z A E 58 AR 4L dE A2 A
%—q oAf@A sAY v &L WA o2A :A o]

2S A3 98 47 = (Bendapudi and
Berry 1997), AMu|A AFA ket A2v|at Aloje] §
Y A3AET 58 A3FE5E V1A add
AZE 7Vs3tA @k (Hoffman and Novak 1999:
Ganesan 1994). HZoll= SNS9| §4:3 &4 o]
Aol ot F8E0] vehdn deH (AHE,

Z A8 MA@ M5E 20134 10¥

o] FF 2012: °]&Y § 2012), Hol2EE U4
o2 g o]A5(2013)9] AFM = A7} T
ol 92 AR @ AFHE HuHI 9lof
SNS 45 & #AYge tE ¢z uigtsE g8
A= A7), 28y B AYAFEddA Al3e
BARA G 2o 33A BAE BAFH. YAIE
Mgl Az Az AEAA dAFAN FEAH
91 932 v|H 2 (Slyke et al. 2004), SNS &
M E Ase AEHQ AHo 384 4
o] HcH(Zhou et al. 2010: 244, 294 2011:
oJ-F, oldE 2012). e AYATE wigo
O3 2o] Ad77HdS AR

H2: SNS A& #AFAdZ B (+)2 9%

< 1A Zojt},
3.2.3 SNS fIAlo|E FAEA T} A A o =9
o oA

YA E F3 SAA BARAY A YA
S 7 APATFELS A9 gloy, FHavt
g 93 A+2 Crosby et al.(1990)2 #AujdE
o] 543 B A&AQA 454 AHE A5
e, BildEe 5S4 APH o2 AT g5
A&AQ A3A4e] FF7} e Ao Jvehdd,
943 21dA(2011)9) A<} vz 5(2012)
o] Ao e QAIE FAo] A E v g A
o] A &L nAE Aoz Yehyd.
SNSE 4oz 3 3FH 5(2011)9 AFoA
€ Al2g F4, Mulx F2, 338 FHo] SNS9
A& A mol| FAAY 4L vjzen, o
3o} Z41(2012)9] AFolME 43 FHo] B
E FAE Fojose] FAAY de§E vH
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HEA - FeE

mebA o] & uigo 2 thga o] /M-S Al

H3: SNS Al251F4, Agjsjo]2Ed, Zelx

BT, A 2ol PFA(A, AQA),
AREAAY], 4328, 29 WS
A=l B(+)9 9%E 1A Ao},

V. Sk

4.1 AR, B2 M U A4y

2 AFE Ho|A Hoju E9E & SNS flAto]
Eo 4@ 20~30018 F d7nados ARy
o & 479 AES 8§34 (validity) S E9]7]
A& 2¥el] ZA Pilot Test2 AAFcH A WA
Pilot TestE AAIZ A3} F7latSo] SNS Ay
29| W9d sy F 8] AAskx) Ryge B
Aol Ueltz, o) & #1237 98 2 Aol A}
852 3le SNS9| 7NdE AHgake] ofo|diE g2
AL Aol EY4E YAIOIE oty =
H2E A2 222 YA 4 e 7%, 29
Yite g AHgatg BAE 2L 5 e 7%, )
o] THE TH2E FHEL BE o]n)Y, 24, 5
B T AHEA 2 ARUAAE AdatE A%
S 37 715E 713 QIA|ER &4 SNS
YAtolE9] M4 X = WA Pilot TestollA s
SNSell ti@ 53839 +7F YT Brhs AHo
AN A2 HYA M BAS Ajngs A
AANE EHLZ sl YAlEd Ya) =R
& NLegc o) o]F Iz AlLF,
SNS&3o| A@d A 2Fo2M gldao] doj
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Aot w2hA & d7olME SNSol Agte 2as
= d¥stn #do] AL £YEL AASE B3 L
APt £ ZAANE SNS H2 o] 4 4y o2
€ €3, 7P} 8ol 23 & SNS9 £7, SNS
AHE71ZE, SNS 8+ HF AEAIZN] B3 JE S
R0 ¥ F EAHog a7 g2
S0 tidte ZojHE Yoz FHYY MR 2y
< HAE T A2E A4 2 d7E SNSO)
W @AY Afolma BAFA Y gt ALRAE
o2& F o ol YA s, osle £
71 Sl A2 2E9 OPENY A2 271502
AAT. o 20Ye) 2HA SNSE o) stz ¢
T 20~30E tgoz RS AXdY. £ 500
O F 450571 35 H9ln, o|F B

SHY 4258 AYsln FEF 40852 2 A7)
o] -&gc}.

4.2 20| =RN Folop =X

d7ASE SNS F3, A3, MeAdsz 7
AR, 71E HYATE vigo Ao B =
@E?a T4 Ee R £ 97 SNSE 4}

83 S0 AAIAYE BHoz s YAl
Efh= g27] f&o] Mu|x o]y £AL whe A3}
AP ZAERL Av], 4334, 29 37}
A AR eloR AWMttt =g Zelxye)
AL 71 AYATFNN 2G| AAE Y} 9
Al 83%7] o] & Qo] g dFRo)] AbAZ

AHE B8 3HFES ML Aad TAL 4
&2k2 SNS7F 98alA o83 4 g2 Y3
Te A28 A 49 A2 4393, De wulf
et al.(2006), Kim and Lee(2006), Kim et al.
(2002), Parasuraman et al.(2005)°] AM&-3

ZESAT H42# x5% 20134 108
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ZHEYE & a7 A 733 F TEYE
AE T4 =2 FFIY. dH oA FAL A
&2t SNSZHe| 43 atgo] U8eHA o] FojA =
5 Alo| E9] EE|AMA (UEH|2)E AAste &
A9 A=} M} Fshe A2 AFFe
™, Gonzalez and Palacios(2004), Lin(2007),
Cheung and Lee(2005), De wulf et al.(2006)
o] ALg3 ZHEFS & ATl A FFsA F
9E%E UAE T4 J:E Y. T2 #©e
F3& "SNS AHgAE 228 44 AE 5 3
EALE 43303, 9323 o] 34(2006)9] A
TE HRges £ A A s Agsin
Z 58%S UAE TH =R FH3Y. AH|2 o
8 4 F A& SNS7F AHE-Ale] 8oy F
o] Abglol] 2143 giAsts AE2 AP, Lin
(2007)°] A3 SHTYS & Aol A 3
3l ¥ 453% IAE 74 A2 ZHH Ay
2 o8 FA F AUAL "SNS AHA} o] 4o
He SR SgeT % FRE AFste A=
47331, Lee and Kozar(2006)°] AH&3 33
TS & 4o A F8%d F 58%2 €A
E 74 3=2 3330 24 $4 F 338
"SNS AHgA7 9] 43 AHE sAY A4 & FRE
T UES Adsts FE'Z 4FFen, Kim et
al.(2002), Agarwal and Venkatesh(2003)°]
A SAEES £ Ao 24 $338o F 3%
35 UAE 74 A= FHAG. A E2 5 A4
0| & "SNSE AHHEA AR w7l £ %9
Ax'2 43Fon Loiacono et al.(2002)°] A}
48 ZHEFE & A7 2 £33 F 3EF
2 IAE 74 =2 23 24 F2 F B9
& AHA7E SNSo| ARz E]lshke AE'R
A g on] Novak et al.(2000)°] AH:-3 23 E

HASIALR x423 M52 20134 108

g2 £ Ao WA F38 F4RFS YAET
A Hx2 23¢c}. SNS 4l2& “SNSE dvhy
23 oA# F de7ke AHEATE A FE AR
2 Axgn, 2971(2007)7 AHEE EAEYS
2 Aol A 33 F 582 JAE T4 §
=2 F3Y. HARAdEE AHAE0] SNSE
A&AH o2 o] g3tn ¥enzt dhe x'2 AR
on, F¢23 243 (2003)0) AHEE A EYS
g A7) 24 £44 F 723 JdAE 74 3=
2 2340, W$se] 23A oo ZHEPL
(E 3)l 43c},

V. 2MZL

5.1 #=2| §4

AT F 40899 SHA F YA 1469
(35.8%), 432 2629 (64.2%)°19 21, Yol
20-24417} 1479 (36.0%), 2541-29417F 1984
(48.5%)2 7} 2 ¥5E AA&A 2, 30-344
E 55%(13.5%), 35-3941& 8% (2.0%) 2.2 e}
gt BHe 1ZF o|sl7t 69(1.5%), etw At
o] 224%(54.9%). g ¢ 114%(27.9%).
et AE 649 (15.7%) 1At} AU Ao
2787 (68.1%), AE2 679 (16.4%), AHF/#)
2 43%9(10.5%). F% 15%(3.7%)22 eyt
o} 2 SNS o] &R 7R 94.4%7} o] &
3t L, A AHEsln 9lE SNS HAl|E(E4¢
e Aol¥E7t 261%(64.0%), FlolAE 175
H(42.9%), ESIE 118%(28.9%), vl%&Ho| 56
H(13.7%) €olAck. SNS AHE 7|7+ 1dnjto)
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MEY - Hus

(E 3 stz Hola) Sume

R Z44 79| 2 - =3
SRR
z’\]--g-Z}-Qi- SNS7|' SNS ﬂu];‘.lg_;i De wulf et 81(2006).
v | ST iSRS
4 A’}'Ifé g@%ﬁ 71?31 ;_—zﬂ (cH, 2“)4 Parasuraman et al (2005)e]
A% PEEL B T T SR S S
ALA} ;rur;! L EEESIESEED £ 979 21 T3¢
| FoA & = ——HEH—,—I%}EE’LE ;’?33@ %‘“‘”ﬁﬁ;’gﬁm Palacios(2004). Lin(2007).
Yejsolx [ Alo]ES] Ee2j43) TEEQ SNS—T =3 Cheung and Lee(2005),
%".’-’1 ﬂl(?lﬁﬂ"]ﬁ)% K}%Z]- 7]19“ u"}“ ;‘3}1} 3.1 71‘.9‘1 e De wulf et al, (2‘006)°I
'5}“ 3]‘1‘5 %ag‘l 7]]%3_ 0] “-l')‘ }“3_‘: <3 T i-}-ﬂ-?} ‘—"‘1"’@-?*:}7-;'
Bz} 227} PCECREREE & Aol 9 +3%
il ET A28 A9 439 sicv
SNSIM AHEsH= B3e
Zu e SNS A&7} g3 dAES 25 AT C‘I"F R - o] F4(2006)0] AHe-gH
;;5" ZH2E 44 A4 S} Aol :c‘“ﬁiic HXrE SHEYS B Ao o
W 79 3% Re|cle] A% AZ o5 A A
chokgt | ﬁ:l}\‘;ﬁ*}-ﬁ-
Aulzos | SNs7 AR Ty AoE 54 Lin(2007)°]
(¥8-A4) -Q-’Iﬂ °]L} '_59'] *l‘%"“ RERES ok % Mhﬂ ARG FATES
¥4 &3 diAshe I= WA & Q= BT AT € A7d A 4%
o -»illf% 9§ Aguhy Ao
M) 0] 3 Sggé;g‘;}gﬁ_lég AT ARste AFE FAQ e Ae Lee and Kozar(2006)°]
Ay | S T R eleb] Al AHET 2EYS
4 ;EE © ¢ AHAES 93 o] AY & A7l A £
G ] BN JE-"'*'-Z~°II i g ?IE—’!!‘” 7. L
74 SNS A2} 712 53| A Kim et al.(2002), Agarwal
(B528) E}’I’S} 3HAY & AHEAte FAE WS -’r" e 7% Ad and Venkatesh(2003)°]
| TEEEEE T2 e aea9 9% w88 2 4 9E 7% A4 g
{M}{zﬁln]) SNSE’ }‘}"g‘s}‘a‘,"] A}%R}_J CI*‘ZF‘F} ‘g.;g'g_ L"V]t @E Lotacono et al. (2002)
a | AsAT oale el A9 e £9 AL o 143 24EYE
£ gl ds  [AEY Jeg 55 9 e TIEJe | @ vl 9l a4y
oy | AHEAZE SNSe 2 £ 2 = Novak et al.(2000)0]
ED | aaos yae : Sﬁﬁ—}i’;',ﬂ—j,gi T Y 2 e
3= A8 AL Zd o] B3k APJE & A7 2A T’é‘ﬁ'
o gt URLHEA
Bl ] $2 340 o4 28 197)(2007)71
SNS | 4AE - e7iE FE R R ECCE ELEL) AHeE ZHTYE B a7
4| A AR e S A do g Wi +4%
‘i'i-a'_'ﬂ_ﬂ_l_%_%*" Al 28]
%ﬁ_ﬂi
339l %HLE 2T -’F*I of -
ag | AHEAECl sNsg A[EA 9] SNS AT %471, 243 (2003)
_g A4H 02 o] &3n oHE 3]Al9] SNSE A Ls},:z] oy AHE ZAHEEE B AP
ge| A g 9 Ao AH&dh= SNS 741 o & A
SNSelX A Fsh= ciokst o[HlE A} Fa]
SNS AHgAke] AHYE 2o
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70%(17.2%). 14 o]3-3dv|t 57%(14.0%),
3 o]4-5dn|tto] 125%(30.6%). 5deld-T7'dw
o] 94%(23%), T'dol3-9\dn| o] 42%(10.3%).
9ol el 207 (4.9%) &2 VrERSTE SNS gAto]
E 3§ AHE AJZHE 1A13t0]Rke] 24775 (60.5%),
1A1Zto]3-3A12tm] gke] 147%(36%). 3A13t0]-
5A|Ztu] ko] 14 (3.4%) 22 Ve,

5.2 Hxeo| dzjy & Eigd AS

7H& ASs7lel M B3-S AFe7] Al
3 28R 20N S AA . sFEye
T/ ¥-%4 (principle component analysis)®
2] A (Varimax) g2 AHSgla, ofe]al #
(eigenvalue)®] 10142 Zte 8%0| FEHLES
Qg 8A%8A Ax F 107 890 =2HIA
ou, o]F 89 AAFo] 0.58 A £ Al2H
F43, N2REAS, A2RIEAT, UEHo|2FE
4, 9 H|AFA5, U H|AFA6, EHl2ue
4 1, 28243, 8EFE10, ¥} 5 F
923 AADL AAE FF (FE HZ B
t}. A4 #Z A3 Cronbach’s alpha@h2 25

0.7°]822 Jeh} 2P FEs2 yLdads &
Haln e Ao #AHAY. HF g44 89
A A= (& 59 2o

S0 Z FAMNEES B34S A9ET] 9
3 SR TN S AAYT. #04 aEA 9
B vl A3 F& 29 H7 71E
o 24 GFI, CFI(=0.9), AGFI(=0.8), RMSEA
(<0.08)% #A|A& 1, Bagozzi and Dholakia
(2002)= GFI, IFI, TLI, CFI(=0.8~0.9),
RMSEA(<0.05~0.08)2 AAI A, & A7A
= A% A< GFI, IFI, TLI, CFI, RMSEAE
243k 83 9AEN A7 (X 6)T Zo] X
=1533.566, d.f.=768, p=.000, GFI=0.912,
IF1=0.928, TLI=0.905, CFI=0.926, RMSEA
=0.0612A AFEo| A= AP} A2 e
gt AFEEAL st AAl el g F A
ol FA=TI} 3ABAE Ze A=l H3 A
o2 AFHIAE Hrlste o2 RES A
A, NN =, HEEAFZEU(AVE)S F3l
A& 4 Aok, RE EF AAA = 0.50]4°]H,
MdAzzet AVERE 7182 0.73 0.50| 422
Ueh} 7 A FEPFA o] SR EAY. dEEtd

(R 4) HHE 28
sys3 g Fd8 A& AA
sysH A AEE 9, Moo A
sysT Y FRE +3E + e B
ARG B9 interd AN TZ2E HAF F Sle Al|EY AF
%-Er"; inter5 v A SNS 74
inter6 AHEAE 7] 3ol 2 237 5 e 7)F
contl SNSel|M AHg-sh= #39] Zo]
cont3 slAe] H2EQ 2L P&
emol0 AHEAE 1 el F3Ehe AlOlE

ZYSATL ni422 H5E 20134 10
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(£ 5) BN 20154 2in}

W =0 24 . e
T470d = RS A2 3] A%
serv3 AAEG g .844
AH] 20| 3} serv2 21919 dgsy .825 3.689 857
(W3-4)E2 serv4 olgfdlr] A dd .806 ' g
servl A& ¢ .583
interl 3 URL .845
inter2 971 A& URL .845
= inter3 fislolA2] HeF o] = 677
e ABRA By A2 649 | 3587 | 869
inter8 ZH)|zle] Bk 3 577
inter9 B HAE A3 AR .534
servh FAQ ez A7 .789
o LI ES servh ZHAE 9% ARy Ay 701
o3 (] YA) serv9 MYl 2 2 gape] HH .622 2.893 .821
54 serv8 o] #4l .556
serv7 O3 A2 A2 .550
sysl 2YAIZH .890
. sys2 AL .801
HeslEd sys6 AIFB ¥F 531 | 2614 | .751
sysd 7130 08 .494
emob O A9 e 53 A .811
A (Au)ER emob H3td v=ule =3 ok 71y 783 | 2.544 | .769
emo3 € AHBAe] 8% ddd g 7% .554
(s x | emol TE3I AT .833
A ‘%'}%)“’ emo2 € AHEAS BAE B2 £ Qe J)E 816 | 2,502 | .783
emo4d AHE-A}e] thekdt 7HA .601
cont2 g3 Bl A E .791
ey E2 contd ted Hi0% .765 2.459 742
cont4 HE v t]o] A2} .529
emo8 SNSo|| i 3= .882
A (E)ER emo7 o] &A g UE Yo 815 | 2422 | .833
emo9 Age] d¥elqn 914 .591
trust4 B3 AAA o] &A= U B .785
trust3 MARR BF HH oja .769
SNS4lZ] trustb e AR Al AH] 730 3.251 .863
trust2 Ho#o] FL 3A} .720
trustl % 23 URLHEA .686
relation2 A7 FH o2 .863
relation5 el .835
relation6 g3 oME 3o .803
BAFAYE | relationl FH ok o2 800 | 4.283 | 885
relation7 AFUE o .766
relation3 253 AL .708
relationd e 3]Ake] SNS AR 593
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(£ 6) &IH 20124 2

WS = 2E HAA C.R. HdAlE = AVE
serv3 0.924 23.350
dervl 0.704 14.361
interl 0.672 -
inter2 0.665 20.823
QUEjF o] 2 inter3 0.846 12.250
x3 inter? 0.630 10.120 0.871 0.533
inter8 0.816 12.259
inter9 0.725 11.141
servb 0.730 -
servh 0.727 6.961
ﬁz}i‘i;}g) servO 0.752 12.239 0.839 0.510
N serv8 0.701 10.753
serv7 0.657 11.809
sysl 0.797 =
= sys2 0.877 15412
] sys6 0.602 5937 0.820 0.539
sys4 0.623 9.650
emob 0.760 -
M_gf%'”” — 0.671 9.849 0.820 0.606
emo3 0.889 11.454
_ emol 0.770 =
M(Eg‘*%) emio? 0.826 12.977 0.788 0.557
= emod 0.629 10.663
# Iiﬂ Contz 0.844 ™
> a cont5 0.780 8.637 0.762 0.527
= cont4 0.509 5.547
emo8 0.779 -
AA(EY) 4 emo7 0.891 13.603 0.880 0.710
emo9 0.854 13.201
trust4 0.700 >
trust3 0.726 11.549
SNS 4] trustd 0.706 10.579 0.849 0.530
trust2 0.780 12.329
trustl 0.727 13.074
relation2 0.885 -
relationd 0.774 15.591
relation6 0.797 14.758
A FA 9 = relationl 0.886 20.442 0.907 0.587
relation7 0.715 14.522
relation3 0.654 13.378
relationd 0.606 10.110

X' =1533.566, df=768, P=0.000, GFI=0.912, IF1=0.928, TLI=0.905. CFI=0.926. RMSEA=0.061

AAEATR M4z x52 20134 108
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S ST S, A A T R W e

Be & AAle] AAZ e FALAT gt 7)e] Auojajet Zo| AVEgte] W3 &3 4aA4
Heztel B3 Ao2, AVE@Cl AudA AFR 9 ARS A3ew o] WIS Fuse
Hot zod #Eedyol gz & 4 ok (B Aoz Uy

(R 7) SHHElGY AZZn}

1 2 3 4 5 6 7 8 9 10
Al2-E2(1) 0.539
AEi#o]2FA(2) | 0.358 | 0.533
Sdxa2F4(3) |0.122 | 0.132 | 0.527
M| 20] 3 (%+8)(4) | 0.237 | 0.403 | 0.145 | 0.737
Al 2o (A1) (5) | 0.219 [ 0.392 | 0.176 | 0.460 | 0.510
24 (A1) (6) 0.150 | 0.424 | 0.180 | 0.207 | 0.407 | 0.606
A (8328)(7) |0.142 | 0.361 | 0.105 | 0.127 | 0.266 0.329 | 0.557
B4 (E)(8) 0.180 ] 0.285 | 0.217 | 0.277 | 0.292 | 0.264 | 0.125 | 0.710
SNS41](9) 0.348 | 0.375 | 0.164 | 0.387 | 0.464 | 0.265 | 0.449 | 0.397 | 0.530
#AFAE(10) | 0.263 | 0.426 | 0.125 | 0.434 | 0.458 0.259 | 0.205 | 0.362 | 0.446 | 0.587

* tiZHdE AVE, Hldizg e iS50l AF

AlAMER

EHOIAER

e X 22| EX

MHIA O|BER

-P(D.EE, --P(G.Ul
— ROEHEZ2
(2699 » RO %2 A=z

4S8

(38 2) A2y 43
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(& 8) &+77Hd ASEH

744 Az EH | R p Aee 3
A%
Al 2EHEA — SNS4 2] 0.172 3.919 0.000 A =
olEj o] 2~ %4 — SNSAIE| -0.151 -1.367 0.171 712zt
el 22| F4 — SNSAlE] -0.088 -0.618 0.537 712t
AMu|2uhe A EA — SNSAE] 0.058 1.046 0.295 712
Al ez asEa — snsag) 0505 | 4395 | 0.000 A9
2] EF4 — SNS4AlE -0.054 -0.570 0.569 712t
A3 AEEE — SNSAlE] 0.314 3.281 0.001 A
AAE2UFA — SNSAF 0.142 2.855 0.004 A9
H2 SNSAlE] — #2fAe = 0.140 1.191 0.234 712}
A28 EFA — TAFA L= 0.118 2.5637 0.011 A9
SlEjHo| A%A — FAFAIY = 0.021 0.196 0.845 71%
Fel 2@ EA - W FAE 0.186 1.146 0.252 712}
Au| Auke A EA — A FA Y= 0.106 1.995 0.046 A=
He MY 229 FE — FAFA L= 0.189 1.499 0.134 712
FRANEA - BARASIE 0020 | 0219 | 082 2t
AR AL EAD — FARA Y= 0.158 2.934 0.003 A=
AHEQEA - BARAIE 0134 | 2699 | 0.007 A9

5.3 o7 2§ AHZ

SNS ¥4 543 1zjee] AN e A2dF
2 (Estimate=0.172, P=0.000), A¥]2x¥A
%4 (Estimate=0.505, P=0.000), #4743z
£-%4 (Estimate=0.314, P=0.001), 4 &4
+#24 (Estimate=0.142, P=0.004)°] <3t}
Z, AHEA A E 4] s SNSEY A%
7 Hgho] Fasts SNS W Helg =7E2 AY
3l F& o] Bodith, T AHEAE ol A5zt
£8 4 e 7157 SNS| 29% = 3e 3742
AFd F= A 9A AFPd Fasich EA,
SNS &2 54| #AfA ozl B(+)9] 92

AHSAT 42 M52 20134 108

2 Jeld 222 JAdd Aoy e A25E2
(Estimate=0.118, P=0.011), Au2ugAdF
Z (Estimate=0.106, P=0.046), #4324
¥74 (Estimate=0.158, P=0.003), ZAAEU4=
2 (Estimate=0.134, P=0.007) Tte] {23t}
SNS #AfAe = e AlAE Ao 45 #
gk opyel, AREALY 8o oo A3 dfg
o stn}, 1] VIEY A S Adstn, &
A3t 3te Aol TRt Yeyt, d+23e
HAE 2 7M A% A3e (a¥ 2), (F 8)d Y&
ol
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6.1 A7Znte| Qof gl =of

= ATANE AFF FA9 ARAY Yo
9 AlolEgte e Aulg gon] Ajgn Z ye
AR MEAZE YYsher] 7€ 24| & SNS
AN g9} BA R Eo] Ba) 2AL2 DAY}
THARE 2ok, A9} BAGA YR A
M2 438 ¥5E 3 dEso2, 29z B,
23 ERL F ARE AN iR Alad),
Al ol (W3 % X 94), 2e)n ZHEA (R
T8 AT, Avle AL fole e
BT SNSelA 29Aztou} geias &5 o
B AN R NG Mok A o] abe] Al
HE 23 3T Alo|Ege] A£H9 o] g5 2
AL 9% e}, AT 229 SNse
TAolY Hel@ 715H v 5 ol 4xle A
23283} Aol e Uelslo]x £ aen
715G AFHE d2E 7 5 ez 2
FAL A MARAYE RFo foj3 Ane
HehhA] R, 538 Aeiso]x EA3 Zezg

39 3%, SNS 4o fA1% FeE 7Ix) 2
Aol AHAEe] A FAY Aoz} 2A e
2 (M$F F 2010), SNSoAE Lut YAl
ERG QEjso|x 727} BRelA) @n, 2dxs
Adsta B + e 7150 AgEo] U o
ol YA)ES] B2 AAE vehhe Ao
& F2% AL 2d2E Y4 4 e 29
2@ Fd A7k SNS YAl B g ALEAlS
o) Azjsk A RA 2ol & FA) 23 oz
& & 3t} o SNS7F #4202 yEYa Yy
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o FE EHE /X700 AHEAE L SNS9| 2
A 74 Qo2 T2, goei ez
Aitel d + Qe B3E 7% uge gdsta 4
A D49 2 st EHdo) glow "ol
Aelth, SNSt AHAENA QoA Akglsle] =
Loz A5 a F493 7] g2 Ao Eo] o)
& AEHolxn A 7)5ole 2 A7t otz
g F 3.

23 AvFA e A8 SNS A2} B4
A2 ol 9 34 29 A 2oz
% °]F2.(2008)9] Aol A Au|7} Alge) ke
PIAA] 29 A3, 493 w1 w(2000)9) @
A Aul7t FojeEo] JFE v]x)x) 2g Aol
ARSI, SNSE ARREHHA 7 2AL A
= AHBAY] WSS F2A2 4 UG, w4e )
P 34 SNS YAl|E RS Az guis
ARIEZD o7]n WESR Gt 2 2 g
°ole Au] W57}t BEol} Bol® e g o))
MEE §8l #ARA ) Feke A 25 g
< AJARg

AMH 2 o]PFA F gL A 849 zojul
VI v, NP A og el e ely
o AYHL ALSuE S AR EAY gl
5L 7R AF F ol &AW} Al Welste
Z HEET 2 FEE AYYFE AL ou)gi)
oY WAL o] 85| SNSO| B Az
=53 s 98 o A 2940 Fokm
AF Alo]Egte] A& BAE $AF 4 Q=
AL opitt. ol golM AFF SNS7F A7 - A
T - 58 &, AT Add BAZ FgA7 0
E AR ANE gon ZYe A yegas
B4 ke 2949 248 717 g 28

o R AAGAY Ao Esbe P AHRAS

AT 422 M52 20134 108
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o] AKX A gAHQ o]fHy= A = FHQ o] &
718 ¢ A Jepdr] djEe AEEE Eode
AHER 7|l 9] B3 Ago] A & FES AR .
AgdTels m2id A3 A4(antecedent) ol
A AEEA (Information Quality) < A9]stx
Una] HFE2 438 A9 ol fros 22 U
< 3t giot. 9, w3AdL Al fod 4
g3 el A] Rk APATE A EAY o] &
Hog nFrrete v Az FARA
o= BFo folg FFHZ JYeploldit. #Hd
kA2 Ao 9P S vAA] Rl ALA?
of R o] §AtEe] mej)doA ¥|FE AR e}A]
&= 2A97}? Parasuraman et al. (2005)9] 9+
oA ¥Hg-A (responsiveness)? F2E Auuw
"Responsiveness is defined as the willingness

or readiness of employees to provide service

gt 1o} 9ot 714 9] ‘employees & AH] 2 A
FAE or|gtt. & fojatE 9vlghe Aold. ¥
SRl AZPEA Y AtelEetd Fejatel dufzt o
ol 7] ol ¥4 of - fejsta Aol
2rgaflofgitt, AT HojAxely EQEAY A
9| Fojy o7t opd HAXFAHQ AL 3} F3H
o2 g4x3 Arkd oz Fujzte] 4L A}
2HA| 3 AHg2L B57} o] 87t Eot, o 9
ghgo] 37+ 2 4= Qo= A w§d] SNS Al
FEol 28R ¥t ASHH AAnte] vhd
o] Boz AFE FzM LAY o]e tig
ghgol ti3t Zldie EAZT e R #5007
o #olct, stA|Rk kAL 854S 9| EF
o] gt FHE AL3s} FHo2AM ] A4S g4
& #ik ofe} o] F o] 432 AT £ Aoy,
gFo] vn@ FHL o] 8A7} st 4 U
w1z Aojr},

AL 422 M5E 20134 108

g GA A A =9} FolF FAE e
A 28}, H2 o]435(2013)9 Ho|2H o] &}
€ e 3 AFoM = o/ A7) B
of & vA 23 st 2E5o £ 979
Ak Alzle] w7 &3} VeldA] %5kt ol
g A= SNS9 tiF3} oo ZetolujA| e} i
AP A-FEA, o] 89 3lojA YF B AA %
AEE Qg g2zl dAAF F9d AFE
date A2 A4, 22z A9 29 dig Ak
A Q3 F7t WA %Y F5Y A
(0]39 & 2012)% #A Qe Ao HAY &
3] "Ue] 797 olopr| & WEASC] 4A HE A
Z Zelo|HA] o] A Ao g 29
vl o] ¥/ vebded], %7] SNS AMu|xetn &
F e UETY o] 8A e 99 F MR =
S8 F2 AAPD A= Zelo]yA] o]ATH(o]
9 & 2010). SNS7} AHl-& E#8sta theket #A
£ 2ed f83 ETFolAE, 99 EAlEe] T4
o wAd F gltke HelA EAdHo=z Yzt
T4 71dke] SNS Alz]gke g2 Y9 E4o|
o, @2t SNS 47 758 AHeale xEx
AEA #AFAE Adfshe 8oz 248 &
A Aolg, ol ZFde Y, FEEFE WA
#719] FEzez Ad(Fordy, 2011) SNSe
e sl257) 7kt 9o, $euel SNS o
4219 41.67%7} SNSoll A4le] AR E g A
< F3@ Aol U= FA(AFTFA, 2012), A
+ 7Hi¥E HET SNS o] g80] E0j51 Y&
8(olo] 7224, 2011)0.2 AdEojad 4 gig.
AE(2011) € o1& dAE 927H(digital fatigue)
ghe 4ol2 Adsta Qo o33 Ao B AF
o] OPEN¥ A&ojx =28 SNS AlgzS9 7
=%, AAE 9 233 A€ 49E volq Yo}
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F7HQl OPENE 48& 58 SNS AolA A}
$AEL WY, ALY 2L AL L)1 9
o, A Ae] HEohs b 24e ¥oF)
& vhet, Qo) dig AR A 877} 9ee
SR 47AQA FHdM AE NS A}
A YEAZ ¥4 L ARk 7|12 23 24
3 Elzte] daatgolzhe YN Haok
& Aol eelzte) Fuago] sulex) ebm, g
ARIE AHAe] AW2E B3 F0AFL AR
U< o8] Wed AE /AA € Aol @
U AN 2E AE AR ALASE A28 EAo)
M A9 o] Fo] 28] FEE SNS YA 4
A 3% A2 g Fof L Aoke 970 A,
AME| 20| P EAoM s FEFES FAFES H B
°of Agen doke $¥o] 32U ATy
dojell oM E Gol, dol, 3] 9o Am|2lo]
% Eol7k EFE71E Ak Aoz v

6.2 79| S| Y Heo7 Wik

T A7 AP $A, AFEA QAR
W-2o] 20~30tzh: otk SNS flAlo]|Ex
T2 20~30th9] A@Fo] AHE3] wj o] A72
Aol 0 229 YEAS Yehdd. sAw a7
o] 238 Adutg} ke de @A Az & 4 9
o H2 20tE E fiF3ke SNS 24 d€n9
B33 tiEo] YAlo|E F)uke] SNSOA =
7I%e] SNSZ Zzjsta glo], &F AFoMe &
O O d¥3229 343 2 2ulYd SNS
#d 771 288 Bk tEo] SNSY FF(H
o=, do|~%, ESE)Y ¥ A4l gd &
Aol A Ao]H & Wi 41349 A7 Pas
Bolrh, EF ONS F2o tig 1] F7HHoz
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Y83l SNSE AHEAe] 45242 guka7)=
Aol £Hoj7] fRo] B} Zye AMu|rojgEa
BN FF A77 2o ¥ Ao} Fspxon
32 SNSAeIM e FapdAd QA 22, 2oy 3
® FE, SNS AGHNE o8q AEHy S5 =
7htn ITHESY K, 2012). ©ebx SNS 527
7} SNS F2Hgo] g A2¢ d7gdgozo 3
2 U8AE A7l8Y. E A7E SNS Ao 7]ut
& BARA 2Hol A Uk 2 AMLR
E& SNS SAROE o84 B4 vsjEd: =
T, BAGA N Asste A%S Hoj7x @
o E3 SNSell ti @ A es} Yo By 8
FAME AAEH ] wF, JPozRE o)g &
Peog &Aooz Algshe A% glon. SNS
AU FAY FEF0] e FHSE SNS Alg e}
FUsHA HloldA v e Mol Aox
Atk mepM FF AFoME o] HAF Zs)a
T7 4 a8 BQl}.

A28

Y, A, AEY, 297, 045 (2011), AV E
F1ZAH 2(SNS) FA8300] AFRA} B3} A&
A AHEe 2ol vjA & J o) T A" EWZ
HE3|X], 39(4), 543-555.

A2, &4F(2012), "SNSAHEA} shER ] dagol &
Z 9 Au| 2 e v @A " ol el H XFAKAH 2)
T, 12, 125-143.

A9 38(2011), "24YESIMH) A(SNS) 9] ] =
Au|2 FA 890 AF A7 CIxEHH AP,
9, 225-233.

AT Bui$(2012), "E9719)e] SNS(Social Networking

BUSAT 423 M52 20134 109



Social Network Service ZZ0| 2HAIFX|2lzof o|xl= H8

Service) &&o| I} AFojele] v]A = 3
" BPAHF 27, 59-76.

ZA%4(2011), "SNS o] 89| F-2go] B BAH A
dxg fz27 2y A" distddstsx] £A
StEWRNs YE=23, 258-264.

. O1FF(2012), "4 HEHA MH| A o] Lo
oiMe] tAE Hz27ta} E2 o ¥ e-H|=
Aol 13, 67-87.

A%971(2007), "9 AlolE9] Al2lA Hrlol F3E )X
893 2+ g9le] Fawo| T A 2L
HY3(x], 41, 93-111.

A3, AWA(2011), 24 "EY, FREA 2 HF
Aleko] SNS 4lz]9} A&A R FHoze v
£ 9" lE|AMAAAHY AT 11, 5T7-82.

AEE, 3(2012), 719 2ol AAYES AN A
EA 80| AHgA} wE 2|43 ARGl o )]
£ 9% B9 A3 cxgd™AAT, 10, 135-
148.

VA2, o]54(2006), "GEju|tio] Y Alo]E AHEA FA
B7t FFAFEP RS, 11, 139-148.

A9+%E, 959, 32(2010), "SNS { Alo|ES] FAQ
Qo] AbgA} BHE, A&H AMgoE 2 FAH T
nAE G A 4F A+ YAA T,
26, 99-132.

. °1F%(2008), 22! ARYE B4, Y 4
A, 23R8, EA%0] A vIAE A
T MM 9 75-99.

, ©]F&(2009), "B2C AAZAY NN A131H A
4 EAS, UF, A2 g Aol Aol 2o njaE
G AT e-H|ZYAAT 10, 63-87.

A, HA3E, AL, A98H2012), A YEHZ N

v 2 FAo] #PA AHgel ko v G 4l
go} BEE 72 Sof” SHIUFAT 14,
82-98.

94, 7294(2011), "5FEH 92 fYAlo|E FA4o| §
ALl E 25, Al 9 Fojol o] vl Gk A
XY 553HE FHoR " SIRAHXES =

Ao
of
=N

A
o2
AN

HUSATR Ha2A M52 20134 108

2%, 11, 459-471.

o]’4%(2013), "SNS AR-Ate] 7414, E%do] FA
nAe 9% slo|25 AMgA 2§E FAE
ol g e+, 18, 1-23.

o|F¥, olAE, %37(2001), "HAZA fAlol dig Al
glo} vhEo] oj g ol UG A" oY B2l
6. 1=82.

ol4-8], 7484 (2012), "Ed71%4<] SNS fiAle|E FAo]
AHEAL B Foje e B BT FAH T v
43" oY - yAAE, 24, 261-281.

ol i, ol¥E(2012), "ABYESAMH| A o] 1A
9 FAx A& gl B AT F5EY
83| x|, 15, 49-65.

0|39, A8, o4, WY (2012), SNSS} 229l AR
HE2| AL A E4 oZUSE dlm, FHFA
AAATY.

Z738], AAAH2012), "FHEFAF SNSe| 54, 24 ¢
%, HYE FAEZ] Ao 3 A+ A
T, 27, 357-374.

F7, A8E(2003), A &30l 9] kgl
20| 29| v]gjo] &2 ol v = Qg ol] A3
AT, BHE=A, 21, 253-278.

g3, W w(2000), "FLOW 7132 o] &3 HY &
oMe] 4|zt Fojelx 23 89 ¥4 oY
e, 15, 187-204.

413 (2012), @=¢] AH8EE 2011, F70dA 4.

Foldy SNS 2 FFF, 2011.12.26.

3} E, SNS 971%F o=A| A4, 2012.12.14.

ofo]¥224, SNS, olAl Az} FH2E F7} 2011.
8.17.

A2, SNS o8& 42% 7MAAR FAH 33§,
2012.7.5.

Agarwal, R., and V. Venkatesh(2003), "Assesing a
firm’s web presence: a heuristic evaluation
procedure for the measurement of usability,”
Information Systems Research, 13, 168-186.

Bagozzi, R. P., and U. M. Dholakia(2002), “Inten-

1257



tional social action in virtual communities,”
Journal of Interactive Marketing, 16, 2-21.

Baker, L. R., and D. L. Oswald(2010), “Shyness and
online social networking services,” Journal
of Social and Personal Relationships, 217,
873-889.

Bell, H., and N. K. H. Tang(1998), “The effec-
tiveness of commercial Internet Web sites:
a user’'s perspective.” Internet Research:
Electronic Networking Applications and
Policy, 8, 219-228.

Bendapudi, N., and L. L. Berry(1997). “Consumer’s
motivations for maintaining relationships
with service providers,” Journal of Retailing.
73, 15-37.

Berry, L. L., and A. Parasuraman(1991), “Mar-
keting Services,” New York: the free press.

Boyd. D. M., and N. B. Ellison(2007), “Social net-
work sites: Definition, History, and Scho-
larship,” Journal of Computer-Mediated
Communication, 13, 210-230.

Cao. M., Q. Zhang, and J. Seydel(2005). “B2C e-
commerce web site quality: an empirical
examination,” Industrial Management and
Data Systems, 105, 645-661.

Collier, J. E.. and C. C. Bienstock(2006). "Mea-
suring service quality in e-retailing,” Journal
of Service Research, 8, 260-275.

Cheung, C. M. K., and M. K. O. Lee(2005). “The
asymmetric effect of website attribute per-
formance on satisfaction: an empirical study,”
Proceedings of the 38th Hawaii Interna-
tional Conference on System Sciences, Hawaii.

Crosby, L. A., K. R. Evanse, and D. Cowles(1990).
"Relationship quality in service selling: An
Interpersonal Influence perspective,” Journal
of Marketing, 54, 68-81.

1258

DeLone, W. H., and E. R. McLean(1992). “Infor-
mation systems success: The quest for the
dependent variable,” Information Systems
Research, 3, 60-95.

De wulf, K., N. Schillewaert, S. Muylle. and D.
Rangarajan(2006), "The role of pleasure in
website success,” Information & management,
43, 434-446.

Ethier, J., P. Hadaya, J. Talbot, and J. Cadieux
(2006), "B2C Web site quality and emotions
during Online shopping episodes: An em-
pirical study,” Information & Management.
43, 627-639.

Ganesan, S.(1994), "Determinants of long-term
orientation in buyer-seller relationships,”
Journal of Marketing, 58, 1-19.

Gonzalez, F. J. M., and T. M. B. Palacios(2004).
“Quantitative evaluation of commercial web
sites: an empirical study of Spanish firms.”
International Journal of Information Ma-
nagement, 24, 313-328.

Gundlach, G. T.. R. S. Achrol, and J. T. Mentzer
(1995), "The structure of commitment in
exchange,” Journal of Marketing, 59, 78-
92.

Hargittai, E.(2007), "Whose Space? Differences among
users and non-users of social network sites."
Journal of Computer-Mediated Communi-
cation, 13, 276-297.

Hoffman, D. L., and T. P. Novak(1999), “Building
consumer trust Online,” Communications of
the ACM, 42, 80-85.

Kim, J., J. Lee, K. Han, and M. Lee(2002). “Bu-
siness as Buildings: metrics for the archi-
tectural quality of Internet business,” Infor-
mation Systems Research, 13, 239-254.

Kim, S., and L. Stoel(2004). “Dimensional hierarchy

BYEAT x427 ®5% 20134 108



Social Network Service ZZ0| 2AIFZ|ezof ojxl= ¥

= R

of retail website quality,” Information &
Management, 41, 619-633.

Kim, S., and Y. Lee(2006), “Global online mar-
ketplace: A cross-cultural comparison of
website quality,” International Journal of
Consumer Studies, 30, 533-543.

Kumar, V., T. R. Bohling, and R. N. Ladda(2003),
“Antecedents and Consequences of relation-
ship intention: Implications for transaction
and relationship marketing,” Industrial mar-
keting management, 32, 667-676.

Lee, Y. and K. A. Kozar(2006), “Investigating the
Effect of Website Quality on E-Business
Success : An Analytic Hierarchy Process
(AHP) Approach.” Decision Support Systems,
42, 1383-1401.

Lewicki, R. J., E. C. Tomlinson, and N. Gillespie
(2006), "Models of interpersonal trust deve-
lopment: Theoretical approaches, empirical
evidence, and future directions.” Journal of
Management, 32, 991-1022.

Lin, H. F.(2007). "The Impact of Website Quality
Dimensions on Customer Satisfaction in the
B2C E-Commerce Context,” Total Quality
Management, 18, 363-378.

Liu, C., and K. P. Arnett(2000), "Exploring the
Factors Associated with Web Site Success
in the Context of Electronic Commerce,”
Information & Management, 38, 23-33.

Loiacono, E. T., R. T. Watson, and D. L. Goodhue
(2002), WebQual: A web site Quality Ins-
trument, Terry College of Business, Athens.

Mckinney, V., and K. Yoon(2002), “The measurement
of web-customer satisfaction: An expectation
and disconfirmation approach,” Information
Systems Research, 13, 296-315.

Morgan, R. M., and S. D. Hunt(1994), "The Com-

HAUSAT 1427 M52 20134 108

mitment-Trust Theory of Relationship Mar-
keting,” Journal of Marketing, 58. 20-38.

Moustakis, V., L. Tsironis, and C. Litos(2006), "A
model of web site quality assessment,” Qua-
lity Management Journal, 13, 22-37.

Novak, T. P., D. L. Hoffman, and Y. F. Yung
(2000), "Measuring the customer experience
in online environments: a structural mode-
ling approach.” Marketing Science, 19, 22-
42.

O'Reilly, T.(2005). "What is Web 2.0,” http://
oreilly.com/web2/archive/what-is-web-20.
html

Parasuraman, A., V. A. Zeithamal, and A. Malhotra
(2005), "ES-Qual: A multiple-item scale for
assessing electronic service quality,” Journal
of Service Research, 7, 213-233.

Raacke, J., and J. Bonds-Raacke(2008), "Myspace
and Facebook: Applying the uses and grati-
fications theory to exploring friend-networking
sites,” CyberPsychology & Behavior, 11,
169-174.

Rosenblum, D.(2007), "What Anyone Can Know:
The Privacy Risks of Social Networking
Sites,” IEEE Security & Privacy, 5, 40-49.

Ryu. M.. S. Kim. and E. Lee(2008). “Understanding
the factors affecting online elderly user’s
participation in video UCC services,” Com-
puters in Human Behavior, 25, 619-632.

Schurr, P. H. and J. L. Ozanne(1985), “Influences
on exchange processes: Buyers’ preconcep-
tions of a sellers” trustworthiness and bar-
gaining toughness,” Journal of Consumer
Research, 11, 939-953.

Slyke, C. V., F. Belanger. and C. L. Comunale
(2004). "Factors influencing the adoption of
web-based shopping: The impact of trust,”

1259



e i o N N TR e e

Database for Advances in Information
Systems, 35, 32-49.

Szymanski, D. M., and R. T. Hise(2000). “E-
satisfaction: an initial examination,” Journal
of retailing, 76, 309-322.

Webb, H. W., and L. A. Webb(2004), “SiteQual: An
integrated measure of web site quality,” The

1260

NECRELES

Journal of Enterprise Information System.
17, 430-440.

Zhou, T., H. Li, and Y. Liu(2010), “The effect of
flow experience on mobile SNS users” loyalty.”
Industrial Management & Data Systems,
110, 930-946.

BB X424 M52 20134 104



Social Network Service Z&0| HAIFX|2|Tof ojxls ¥

(% 1) H32|AE 4 2y

ZE Jeoe) AL %
A} ofolc]/u[ UM & 226 25.7
B3 ¥a A} FRIH g 247 28.1
ye AR A FlEA 201 22.9
A 2HEA AHER Aot (R34, Hsis, WD) 204 23.2
e AHE2L ofol g /MU & 249 35.8
T8t AHEaL Feld s 113 16.2
Ao AHE AR FIER B 133 19.1
AR AetA (zﬁ;ﬁi M3z FEd3) 201 28.9
_‘_',-"_0 2= 0 .E il \._j- 190 28?
“43%;1 E-mail 222 335
s HA 3 44 6.6
=R o5 A% wd AAR 206 31,1
oo 258 51.6
YAl EcllA A Eo 122 24.4
Agshe 3] 83 16.6
M) 2 thzo] Au 29310} 17 3.4
o] E2 2o 20 4.0
A7) /~El7] FRFE 132 25.3
FE 2% ofold] Il FE 115 22.0
AFHE w73 &t/ ofolq] &9l FE 163 31.2
s S 0}01%5 3%’1 TE 112 21.5
g Mo Z 223 226 51.2
xﬁﬁff o[dlE I3 80 18.1
— Aol E o U7 135 30.6
wjZSor 43 218 23.7
Aeisfolx | uhE 5 gl M—é—‘a?a/iﬁg_@% 68 TE
&4 4 dolots 3 4% 145 15.8
AR 2Z A% 181 19.7
5 262 36.3
Z 251 34.8
B R A 3} 126 17.5
53@3?3, 44 6.1
~ 38 53
CCL TFAUIE o2 FPAE 255 53.3
e ARz} 32 rﬁ%@ 2%};}’ A2 ggg 20.é
u =2 CEAE 91
EF AR AR AF 270 o AR 188 17.2
Z2 /3 A A 4 AT 194 17.7
u U E 248 88.9
- dej 2% 31 11.1
ZohA A% 145 40.5
a2z A Az AFF_CDAZ 43 13.8
e At A2 124 39.7
o 3 Apepgy 170 16.4
" £HH3 205 19.7
o}k 3% A A 232 22.4
o717 % 211 20.3
A7|HE 220 21.2

AHSAT 2428 *5% 20134 109

1261




MM - HeE

The Effects of the Quality of Social Network Service
on the Intention to Retain the Relationship

Hyunsuk Suh* - Byung June Chun**

Abstract

Current study explores the relationship between social network service(SNS) quality factors,
such as system, interface, contents, service, and emotion to trust, and intention to retain the
relationship. The trust playes a role as a mediator in the causal relationship between SNS
quality factors to intention to retain the relationship. To do that, study participants ages
between 20s and 30s, with previous experience to SNS website usage, were examined. A total
of 408 valid survey data were collected and analyzed. The results indicated that such SNS
quality factors as system, service support, emotional interaction, and emotional flow showed
significance on trust. Such SNS quality factors as system. service responsiveness, emotional
interaction, and emotional flow showed significance on intention to retain the relationship. The
responsiveness showed significance on intention to retain the relationship but not on trust.
Upon reflection of the result, SNS website is primarily used for the purpose of networking and
provided as a space to socialize among friends, colleagues, and other acquaintances. On such
situation, the responsiveness can refer to lively opinions or active discussions among friends on
the Internet space. This may be quite different from its conventional meaning, which is defined
as readiness for employees to provide service on consumers.” In addition. the responsiveness
should be approached as two way relationship based on “forming and maintaining the social
network which can involve both positive and negative emotions such as Jealousy, ostentation,
boredom, and trust among users in the network.

Key words: SNS, SNS Quality, Trust, Intention to Retain the Relationship

* School of Business Administration. Chung-Ang University
** School of Business Administration. Chung-Ang University

1262 BHEHT a2 H5E 20134 109





