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Abstract

This study examined the effect of the service quality of call center on the re -use
intention through mediation of satisfaction and trust and the moderating effect of consumers’
motivation to use after improving the Anton model. For this purpose, we collected data for
400 adults with mobile communication and online shopping mall call center experience using
the call center and verified the research model through the structural equation model. As a
result of the analysis, the quality of approach and the quality of support in call center
service quality had a significant effect on satisfaction. Service satisfaction and counselor
trust had a direct effect on reuse intention, and trust showed complete mediation effect

«All papers comply with the ethical code set by the National Research Foundation and the Asia-Pacific
Journal of Business and Commerce. This study was financially supported in part by Chonnam National
University(Grant number: 2015-2878)
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between interaction and reuse intention. Finally, the motivation to use the call center was
found to control the relationship between service satisfaction, re-use intention, and the
relation between counselor trust and reuse intention. The result of this study is meaningful
in that it provides the theoretical and practical implications useful for the call center related
industry.

Keyword : call center, service quality, re use intention, satisfaction, trust, motivation
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ATEES ATt ekl A2 URE ol ols e 2 agwe FAHE
o]-&3 HAJES e E 2018d 249 1295 H 2397t A& 2ol AR 7HE
s des AAelen, F 40055 dgote] HFEA N AFEsAY. FEe] T
EAA EAQS <3k 5>9 zo] 29 AYadrt. 2ARAAS] AT EATE EALS
B, 4F, A9, A&, g9, 259 ¥sE ARgE dotaly

Hy o HIE(N) B 22 (%)

i =] 240 60.0

o 160 40.0

ol o|ES4 200 50.0

e 220 ALE 200 50.0

200|4+ ~ 300]gt 47 11.8

oz 300|A4~400| 2t 123 30.8

=< 400|-A~500| 2t 117 29.3

50A|0[ 4 113 28.3

] 44 11.0

Chetmxy st = 9 2.3

B ChetmEY 306 76.5
Cistel ZHet 5 3 8

CHetd & 38 9.5

7|E 280 70.0

AB0E g 117 29.3
7|E} 3 8

2002H10[5} 55 13.8

200~3002+210| 5} 64 16.0

YAE 300~4002+H0| &t 93 23.3
400~5002+10| 5} 97 24.3

500021 E1} 91 22 8

AL FA o] 240 (60%), o142 160 (40%) o= FAd o] Bl &o] 20%7tE ¥ =&
Ao ‘/‘rE}M#Uﬂ, HFT2 olssal 2007 (50%), =2l &= 2007 (50%)= &L s}
A, A" 204 o] 3041 w o] 479 (11.8%), 3041 o] 47404 mvko] 1237 (30.8%),
404 o] % ~BO/HI nnko] 1177 (29.3%), 504 ©]/do] 11378 (28.3%)= A Atk oFe &
1 449 (11.0%), tistal A8k F2 98 (2.3%), g &9 3069 (76.5%), thstd A
g & 39 (8%), tgtd &9 38W(95%) =2 YEIRL e 7]E2 2809 (70.0%), "]E2
117%9(29.3%), 71Bh= 3%(8%)=2 ZAE QI 4452 AAdes ez &3l 1

90 (© 2019 Research Institute of Industry and Economy



+8E Anton?] SHE MH|AFUO[ 20|20 O|2|= F&F

do

of 20089 7Eo® 500%teS Z2He=A =olwskem, I Ad 200k o] 5t
557 (13.8%), 20073007k o] s} 647 (16.0%), 30074007t o] s} 93 (23.3%), 4007500%F
d o]sF 9778 (24.3%), 5007t =3 9178 (22.8%) 2.2 e

i
r

B oA A MM ZAE Aus EDe] A=A AZS 98, SPSS 21.0 FA 5]
A2 ol gate] B QolRAS AU QRS FHR Rzl 3wl
weles A ow Sase] FEeunh SRRl AW B AAsden, ¢
FAS Aets £ RGeS Ay HEHoT 22e ZAE AuAEA QoA
A= <E 653 2k

CE 6> ZME| MHAZH Q024 A}
20 23} Qolf Qo2 gol3
L[= ZMIEI= 0|25 A1/ A0l Cil oFasitie et
_ 732 .260 .163
HE) ATALE L 2HS 2T £ 9 S3S w95
ot =o ; ﬂq} =S shgg = RSl 4g 194 268
I_; M AN E

G Ui BN M) aEges dicg MBskcn wegp L0 2 22

7S 3uE MBAE Lol 2HE Sotpl moteln A2lsiRtt ' '

52 ZEs okest LIRS & O[3} U1 R

SHIE| NTARS Lio| BR|2 226h0 siZs) Faxt waisige 001 290324

o, EE SEAE LB JIH0l =92 st 176 75 089

;H; SME MEAHE LA FEtt BEHS o =t 208 723 204

qa  BUE YEAS U 2NS 2 s R 290 7138 22

U 3ME MEAE Lol B-s 2HS 6 S0t 390 683 .096

S ZME ATIAIE U SN2 ML A5TA LSEE0 330 64 244

BUES] ASSENAHOI U7t Bsts olRE B2l ACt o o

2013 ZME|9| AHESTAAHN ATiARO 9He 2ojsit ' :

) _ 406 .023 715

WM BME) TSRS U SEADE OB RO WAB BAN & . o0 o

=x D b2 Lo 2H2 shzs =9t ' ' o

NEIARS E351 2700 LIS Q8 J|CialA SR Qi 248351 el
SN 3.374 3.285 2.470
ZHEF (%) 22.492  21.900 16.467
FEHZE (%) 22.492 44,393 60.859
ME|ZA L (a) .861 .840 773
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2R3wnds  HEFar] el AMOS22E ol &3te] el 2 dEA(CFA:
Confirmatory factor analysis)¥ AZA ASS AAst oM
o IdETFAAY HAGEHE =F37] A AFEE Frekrl AsiA GFI(=0.9),
AGFI(=0.9), x% x* o W3 p L<>005> RMR( 0.05), NFI(=09)5 & ol&atsitt d
Xﬂ gAadids A
A YEsta, J4S AVE LO] 0501] oFZE X WAy i AlFEe Be
] 0.7 o] o ® 1/}‘5}1/} SAYgEE] 7 AT Gl dHEAS 2t
4“— ATHHair et al, 1995). ®3k A &2ntst 47t 0.60]d o= YW WA Ak
= Ao 2 FAE th(Nunnally and Bernstein, 1994).
ol JA A2 49 HFEAFEFAVE)#e 05 olstZ YEhY ZAFE T
stedle FdE 83t a8y Jd Al E = (composite reliability) gk ©]
0.6°174d A$ HrEAFEF30 05 vvtelgt= A8 rhssitis A3 A+ (Fornell
and Larcker, 1981)ell +A3le] & Aol A] 74 g Antone] ZAIH Av]x #3124l

A
=4
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<E 7> A =HeleolzEY

X HZ5 Z=Hox o= =
ol o5t E'ﬁ_ BE8t S5 - SMC g = Crclmba
s Al FEA MAFEE MEE ch's a

=513 1.000 .681 464

Hq2d =514 913 .647 .081 11.252  .418
=2 2F15 1.041 .703 .086 12.096  .495
=2=16  1.078  .687 .091 11.854 472

= =2=18 1.000 .714 510
2520 972 715 .07 13.599 511
259 873 702 .065 13.349  .492
2=17 1.002  .738 .07 14.041  .545
=256 .869 .670 .068 12.743 .448

462 775 73

-

.509 .861 .861

P
o 0
HH fol
A 1A

A
= ZE5 1043 738 074  14.038 .545
x 212 1.000 721 519
szx =210 1004 709 073 13671 502
o=z ZZ3 936 715 068 13801 512 515 841 840
TUS  2E11 1087 722 078 13.929 521
2&4 931 720 067  13.882 518
Q1 1.000 773 597
OS2 1.044 790 060  17.309 625
MH|ADI=
PIZES “oi=g o83 624 o5 13056 s 0 BB
OFE4 989 742 062  16.024 .55
AZ2  1.000 777 604
YEAZ : : :
"W a1 o045 738 oes 139 s O 19 T
MOIZ1 1.000 789 545
Molg
fojgojg MOI82 1.084 770 067 16.267 .68 ., o0 oo

Ao|E3 1.015  .758 .064 15.959 .592

MolE4  .984 739 .064 15.473 .574
Chi—square(df)=683.100(284), p=0.000, GFI=0.993, AGFI=0.946, NFI=0.886, TLI=0.920,
CFI1=0.924, RMSEA=0.059, SRMR =0.044

=1.00& 717t EA 9 oF2 Agsd. S 95% AlF kA A#AAF(D)d 125
g el EFQLAHSE)E w3 ghel wWHel 10] X3y A A=A HEFGo=ZN HS
AT E| 2014; o] 8H2], AAXF, 2015). <E 8>3} o], 95% A FF-7lol A ArTA
(@)l +25 3 gl ATLAE FS #he ol 1o XFHA ol wE g A
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A2A 4 (2) HZ2XHS.E) (3—2XS.E) (@+2XS.E.)

HIHEROMH|A BIE 872 041 ~0.046 0.118
HIHEE(ONEA AIF 739 040 ~0.050 0.110
H2HEE(OMOIBYE 760 039 —~0.048 0.108
NSHEER(HHENLEE 840 038 —~0.044 0.108
NSERZEUHHIYEE 797 039 —~0.047 0.109
NSHZERHIMH|A BIE 887 039 —~0.043 0.113
ASEZEECDATA M 851 041 ~0.047 0.117
NSEZERIMOIZoE 772 037 ~0.045 0.103
HEXAERHHIYEE 726 037 —~0.047 0.101
HERPERIMH|A BHE .984 041 —~0.042 0.122
HEXI P B AEAL M 653 036 —~0.048 0.096
HEXEE OB 841 039 —~0.045 0.111
AH|A BEEC-)AEIA A 744 038 ~0.048 0.104
MHI2A BEEC=) BME] R0| S 918 040 ~0.043 0.117
AEAF MZKT0 8Ol E 794 040 —~0.048 0.112

 AFNAE 7HEAAAS et FREAARDY] FxrdS o &yt Ry A
A g v 7FES gloy AsgAFoAE durd oz RMR<0.05, GFI>0.9,
AGFI>0.9, NFI>0.9, TLI>0.9, CFI>0.9 &< 7]¢] AA = JTHHair et al., 1998).
o pFxrde i dukdel Agwi= x2=684.252, df=264, P-value=0.00000,
SRMR=0.044, GFI=0.993, AGFI=0.951, NFI=0.925, TLI=0914& Ut}elt}, = =e] 2 g
= AwrHow Jwsittal 3 4 gk B A A S AR Ay e
el el dvkal 3 4 Qlar FRA R digh 4 Ade <3 9>9F 2
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-032(-.341)..->
ASEE .
846(5.660)***

.786(8.573)**

-
o
-
-
-

-172(-1.463)

=i p<0.05, == pC0.01, ===:p< 0.001, AL vli2)Hd FFp> 0.05)& ehd.
7+ AzASe) e vl EES gheln] () tZhE vheld.

A2 g ARl
v

T =
A rz] fs), 7 Wl A TR FH st “vﬁi
% BE2EHH (bootstrapping) S A& (WHE31 4 1000¥)38Fe] b g vte] SAA #
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S
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rir
ol
E

3= z23 gay gax Wi
(Bot®)  (RomB)  (RAwS)
d2AE - MH[A TS .017(.851) .017(.851)
MH[A BHE — TjO[E29| = —2.138(.413)  —2.138(.413) —.002(.915) X
e HE — Mo[ET .384(.262) .386(.242)
é;i’_‘fﬂ — AEA AZ .937(.004)*x*  .937(.004) »** oA
bR
SEA M - THO|E2E  .589(.006)***  .589(.006)*** .552(.005)*** (full)
S HE - I0o|E9 = .938(.004) *** .386(.242)

xp> 0.059] EE Ag+= p<ol,
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