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The Study on the Effect of Relational Benefits on Satisfaction,
trust and Intention to use in Mobile Commerce : Focusing on

the Moderating Effect of Mobile Transaction Proficiency

Na Ye Lee*, Jeong Eun Park**

ABSTRACT

In the face of fierce competition, many companies are unable to maintain their competitive advantage by
simply offering products or services, as they have in the past. Companies need constant effort to survive in the
market. Due to the development of IT, companies provide variety of distribution channels. As a result of these
changes in the market environment, companies have become more important to their relationship with customers.
As consumers purchase products by mobile, the purpose of this study is to investigate the effect of relational
benefits offered by company to intention of continuous.

In the process of forming a relationship between customers and companies, one of the main concepts of
relationship marketing is perceived relational benefits. Relational benefits consist of convenience benefits,
economic benefits, customization benefits and informational benefits. In the case of convenience benefits. For
convenience benefits, unlike traditional distribution channels, this is a benefit seen in mobile commerce
environments.

The various benefits that companies offer have a positive impact on consumers and long-term relationships. In

other words, the relational benefits are ultimately an important factor in generating corporate profits. Benefits

‘ Mobile Transaction Proficiency ‘

Perceived Relational Benefits

atisfaction

S

___________________________

Intention to use

___________________________ Trust

<Figure 1> Research Model
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<Table 1> Result of Hypothesis Test

Hyp. 122;?;32? IanfgS:nt S.E. B t-value p-value Result
H1-1 Convenience 0.060 0.435 8.380 0.000 Supported
HI-2 Economic 0.072 0.198 3.445 0.001 Supported
E— Satisfaction
H1-3 Customization 0.066 0.239 4.327 0.000 Supported
H1-4 Informational 0.074 -0.076 -1.419 0.157 Rejected
R2 =459, Revised R2 =.452, F = 67.141, p=.000

H2-1 Convenience 0.059 0.372 6.357 0.000 Supported
H2-2 Economic 0.072 0.088 1.365 0.173 Rejected
H2-3 frust Customization 0.066 0.227 3.643 0.000 Supported
H2-4 Informational 0.074 -0.019 -0.322 0.748 Rejected

R2=0.558, Revised R2=0.303, F=35.814, p=0.000

H3 intention of Satisfaction 0.045 0.644 15.059 0.000 Supported
continuous use

R2=0.415, Revised R2=0.413, F=227.877, p=0.000

H4 intention of Trust 0.056 0.525 11.030 0.000 Supported
continuous use

R2=0.275, Revised R2=0.273, F=121.661, p=0.000

should not be provided by companies, but by consumers creating satisfaction and trust through them. This is an
important factor in the formation of a long-term transaction relationship. Also, traditional offline transactions
have been facilitated without special devices or abilities. Mobile transactions, on the other hand, can lead to
follow-up actions only after a certain degree of empathy and belief. Therefore, according to the special
circumstances of mobile, the proficiency of transactions will affect the formulation of consumers.

In this study, we sought to explore in depth the resulting factors of satisfaction and trust with the ongoing uses
intention in mobile transaction relationships. We also wanted to define the concept of mobile transaction
proficiency and how it affects consumers ' satisfaction and trust.

Hypothesis consisted of 5 divided into the effects of relational benefits, satisfaction, trust, the intention of
continuous use and the influence of mobile transaction proficiency.

To explore the idea, we have chosen study participants customers who have prior exposure in mobile
commerce. A valid 322 questionnaire data were collected and used for analyses. Regression analysis was used to
measure the relationship between variables the following results were obtained through analysis.

Among the perceived relational benefits, convenience benefits economics benefits, and customization benefits

have a positive effect on satisfaction, and trust has a positive effect on convenience benefits and customization
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<Table 2> Measurement results of Adjustment Effects

Satisfaction Trust
B t value p value B t value p value
Convenience 0.059 7399 0.000 0.060 5.943 0.000
Economic 0.072 2.120 0.035 0.073 0.505 0.614
Customization 0.065 4.900 0.000 0.065 4136 0.000
Informational 0.071 -1.621 0.106 0.072 -0.535 0.593
Proficiency 0.045 5.175 0.000 0.046 3.163 0.002
Convenience 0.045 0.624 0.533 0.045 0.833 0.406
*Proficiency
Economic 0.058 -1.394 0.164 0.058 -1.800 0.073
*Proficiency
Customization 0.051 1.002 0317 0.052 1.845 0.066
*Proficiency
Informational 0.056 1.103 0271 0.057 1.669 0.096
*Proficiency
Form fi R2-0.510, adj-R2=0.007 R2-0.5359, adj-R2-0.027
F Change=1.151 F Change=2.239

benefits. Therefore, Hypothesisl and Hypothesis2 were partially adopted. The hypothesis2-2 was rejected.
Consumers believe that there is a high correlation between the quality and that selling products at a low price or
giving them financial benefits can affect the building trust of the consumer. Also, contrary to expectations, the
hypothesis 1-4 and 2-4 were rejected. Excessive corporate information provision and unnecessary information
may have a negative effect on consumers ' satisfaction and trust. Hypothesis3 and 4 were adopted that satisfaction
and trust will affect the intention of continuous use will have a positive effect. The moderation effect of mobile
transaction proficiency was not statistically significant and Hypothesis5 was rejected.

The implications of this study are as follows. The relational benefits defined in the context of mobile commerce
and the convenience benefits are analyzed based on the special benefits of the mobile transaction environment. It
also analyzed the intent of perceived satisfaction, trust, and continuous use of mobile commerce in mobile
benefits.

Building on these implications, companies need to provide benefits to form a long-term relationship with
consumers using mobile, especially when emphasizing the importance of convenience benefits. In addition, it is
based on consumer satisfaction and trust in mobile transactions. If companies provide more benefits to consumers
based on continuous feedback from consumers on services companies provide, it will be a special corporate
strategy.

The limitation of this study and future research directions are as follows. First, the benefits of mobile

transaction will be more diverse than the benefits presented in this study. Therefore, the benefits should be
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presented in a more diverse factors and additional research will be needed because all hypotheses about
information benefits are rejected. In addition, based on the demographic analysis, the respondents in their

twenties have the highest responses. So, it needs further research is needed to compensate these factors.

Keywords: Relational Benefits, Relationship Marketing, Mobile Commerce, Mobile Transaction Proficiency



