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A Study on the Influence of the Expectation and Perceived
Performance of the Online Science & Technology Information Service
Quality on User Satisfaction and Royalty

Z42tE (Wan-Jong Kim)**
Zdl| M (Hye-Sun Kim)***
aj

[
0| &t (Mi-Hwan Hyun)****
x E
B A7E 2210 87| H Mu)A E-0) O g 7| Ur°ﬂ ek X Zfzto] o] Ea) TSI 9} Ao oful st

AL vIAE7IE BAETA ST o) S8l FHAIEARATLN AT e L2l AR ISR A
NDSLS| 4122 4 %74 23] NDSLQual& AH31o] 2} 3—4 22 ANG, B4 A3 3, 2F 7
£21 7he) 021, e, AZRIAEY, AREE) ) 77 8210] o} el frolal 349l g PR Ao=
et 54, 28 717 71l 22 7her] 4wl Fel8 R0 QRS nlAE AulARA AL Aele A2k, WA,
NZRIAFEA, S, Mok EERS] oA 711 291 B S fo)3k A(+)e] A mAE A0 Ve,
AR, Q7 74 Al ek A7k 291 7heel N, Bely, AHELL) A 74 2910] ol wEe] folatk H(+)e]
2 HRE A0 Yertth A, 97 714 Al thak A7k 29 7hee 2124, Bely, JREL] Al 1A 29lo]
AN §ro10 (9] 2 vl AR elleh, 2 sk, U 71 el: 291 7ol HRFY, 2, el
ojg Zjzeat Aol gk AzkEo] NDSLe) o187 1msl 2AEE £ 4 9l 2F 29102 Ut

ABSTRACT

The purpose of this study is to reveal the influence of the expectation and perceived performance of the
online science & technology information service quality on user satisfaction and royalty. To achieve this
goal, we use the NDSLQual model to measure the quality of NDSL service. The results were as follows:
First, among seven expectation factors, four factors (reliability, convenience, system usability and information
quality) had a positive effect on the user satisfaction. Second, while service recovery had a negative effect
on the royalty, the other six factors (reliability, convenience, system usability, responsiveness, security and
information quality) had a positive effect on the royalty. Third, among seven perceived performance factors,
three factors (reliability, convenience and information quality) had a positive effect on the user satisfaction.
Fourth, among seven perceived performance factors, three factors (reliability, convenience and information
quality) had a positive effect on the royalty. As a result, information quality, reliability and convenience
of the expectation and perceived performance are common factors influencing user satisfaction and royalty.
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NDSLQual, information service, service quality, user satisfaction, royalty
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E5 9 (7.9%) ERE] 421(33 7%)
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7R 4l Vé(p 000<001) H
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ATH(E 10) 2.

gk A 7HA 89l 7k AEA (p=.000
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§<p= 000<.001) Al 714 881°] Plx} by
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