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The Effects of MTS Service Quality on the Satisfaction
and Continuous Use Intention

Chang, Hwan-Shick * Park, Ha-Sung * Kim, Dae-Cheol

Abstract

The purpose of this study is to identify the relationship between the service quality of MTS and
customer’s satisfaction and continuous use and to see if there is a difference in the relationship
according to the characteristics of the user group. This study analyzed the effects of MTS service'
quality on customer’s satisfaction and continuous intention to use. For the study, 200 MTS users
were surveyed to measure the service quality(convenience, information, service personalization,
security), customer satisfaction and continuous intention to use. From a result, we found that the
hypothesis that information, service personalization and security of MTS service quality had a
positive effect on customer satisfaction and convenience was rejected. It is also identified that
customer satisfaction has a positive effect on the continuous intention to use. Lastly, among the
group classified according to customer's risk tolerance, it was confirmed that there is a difference
in the influence of the relationship between the MTS service quality(security) and the customer
satisfaction.
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