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Abstract

The COVID—19 pandemic and the normalization of non—face—to—{face
interactions have accelerated the growth of CM channels, positioning the MZ
generation as key consumers. This study examines the factors influencing
continuous usage intentions for CM channel services in non—life insurance
companies through empirical analysis. The survey results indicate that economic
value significantly impacts continuous usage intentions, whereas customer
orientation and product Dbenefits contribute to expectation fulfillment and
perceived usefulness. The study identified generational differences in digital
information acquisition and observed a decline in perceived usefulness with
repeated use. This study provides practical insights for developing CM channel

strategies and enhancing customer satisfaction.

Keywords : CM Channel, Continuous Usage Intention, Non—life Insurance, Non
Face to Face Service, MZ Generation
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L EBAL CMAE MHIA X080 FeFg 0jxls 2000 BE AP
4.3 AT 9 HIFE 74
BA B4 gRo| APEEE BEThs /MY el WaHen, o B 23
I AAo] agHolge FHES AFSH(AAHA, 2002). 7= FA 2 A AA
S 93 RS Bggon, S dust ARE V|Fo AEHUY. dEE B
of HIAAS, HEvs wX J5FF9 #HPFFES A, ddgtel 727 £1.963%
+28 ZISW S REw T <¥ 2>9 A, RE W59 Jue AE
7F il 71 el o AatAdel A7 §le Aoz Rl
<k 2> IdS5HFY V= FAZF
I = 3= IE = =
7é!xﬂ “\’_].'—v T{iﬁ’- AL 9—HE %E XZH il Yléq} ﬁL QHL:_ %‘E
B | EgE Az Hye | HF H =}
RE1 5.72 ] 0.941 [—0.349[—0.383 . Co1 5.32 | 1.062 | 0.024 [—0.907
AlZA | RE2 5.71 | 0.964 [—0.555] 0.415 | L% CO2 | 5.29 | 1.086 | 0.036 |—0.790
RE3 5.76 ] 0.931 [-0.619] 0.793 | xya}»xy | CO3 | 5.57 | 1.105 [—0.251]—0.868
o |_EAL | 2,61 [1.118 | 0.379 [~0.313 CO4 | 5.51 | 1.064 [—-0.191[—0.890
°]-8 EA2 | 2.63 | 1.082 | 0.317 |—0.299 BF1 5.82 | 0.991 [—-0.530]—0.532

$o]x | _EA3 2.56 | 1.144 | 0.371 |—0.469

BF2 5.84 ] 0.926 |—0.398]|—0.642

EA4 2.51 [ 1.006 | 0.426 |—0.160

on I
S~
oL ln
o}
et
w

6.17 | 0.962 |—0.985] 0.114

AC1 5.57 |1.008 |-0.233|—0.576 BF4 5.89 | 0.918 |-0.516]/—0.466
e | AC2 5.84 | 0.968 |—0.453|—-0.657 EC1 5.23 | 1.153 | 0.070 [—=0.850
°7 e AC3 5.73 | 1.002 [—0.386]-0.479] 71t EC2 5.22 |1 1.157 |=0.124]-0.609
AC4 5.35 | 0.932 |-0.433|—0.294| == EC3 5.27 11.213 |=0.076/—-0.958
TA1 5.86 | 0.974 |—0.528|—0.371 EC4 5.24 1 1.212 |-0.158]—0.855
884 TA2 5.52 | 1.142 |-0.636]| 0.512 A pPU1 5.70 ] 1.041 |—0.187]|—1.089

° | TA3 5.42 | 1.247 |-0.568] 0.247

5.63 | 1.098 |—0.249|-0.857

oo I\

oX, il
gl
(@
3

TA4 5.65 | 1.042 |-0.433|-0.355| & PU3 5.47 11.095 |-0.162|—0.796

Sl EV1 5.65 | 0.977 |-0.315|—0.628 PU4 5.38 | 1.177 |=0.037|—1.029
dAH TEV2 5.56 | 1.132 |—0.324]|—-0.807 SA1 5.80 | 0.953 |=0.310|—0.819
7} EV3 5.43 | 1.115 [—0.200[—0.899| ¥+ SA2 5.75 | 1.014 |-0.307][—0.883
EV4 5.60 | 1.095 |—0.333|—0.686 SA3 5.74 11.062 |-0.437]—0.539

_ PC1 5.69 | 0.987 |—0.253|—-0.816] x]& CI1 5.61 | 1.020 |—0.298]|—-0.723
& PC2 5.87 | 0.899 |=0.363|=0.627] . o CI2 5.66 | 1.122 |-0.410|—0.858
Tl A PC3 5.72 11.032 |-0.325/—-0.916 18 CI3 5.38 | 1.149 |-0.413]/-0.096
PC4 5.36 | 1.114 |—0.142|-0.772| 9= CI4 5.48 | 1.153 |=0.190|-0.911

d A E B 232 yedg. ZAHS4E2] Cronbach’s a
7S A3sd e, A A1 %= (Composite Reliability, DG.p) %k

AG7F 7152181 0

T 0.7% 233 Aog yepytth w3 5% (Eigenvalue) % 9A 71&2¢1 1.0
oS FF3H. BRE Ao JFo deidE WA A3 AFEe ¢4 7
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<E 3> W" ¥y NEE G2 Aot

2 ¥ 4= MVs C.alpha DG.rho Eig.value
RE 3 0.836 0.902 2.261
o]-& 8ol 4 0.810 0.876 2.551
] 4 0.848 0.898 2.753
34 4 0.834 0.890 2.677
AA A 7} 4 0.904 0.933 3.103
AE 7oA 4 0.825 0.884 2.626
IR A 4 0.885 0.921 2.975
HAa= gA 4 0.851 0.900 2.765
i 4 0.894 0.927 3.038
A2tE 84 4 0.936 0.954 3.355
o= 3 0.888 0.930 2.450
A& o] ol I 4 0.900 0.930 3.074

PLS—SEM TFxwA24 »ndd 3t 9% Hrle= B3HEeEE S (Discriminant
Validity) ¢} =4 % (Convergent Validity)2e] H7[2 o] Fojxit}l, #FHEIG == T
T E4HEE (AVE) zﬂ%% a7 WA A (Cross—loading) 715S %3l H7iHch 7t
Helel AVE Al gho] aid AT & dAuss 1He] ATy 55
B, A Eﬁé% FHEG et gRE oz wads 4 9dth (Gefen & Straub,
2005). <3 4>°] 74l A= AVE Alu< b2 Aot o8 Al Alol
o AT kel HlEl =4 el erng HHEEEE F53 o2 gAY

<E 4> PFEHGY % wEugy g Az

W< RE EA | AC| TA| EV | PC | CO | BF | EC | PU | SA CI | AVE
RE | 0.868 0.753
EA |-0.272] 0.789 0.623
AC|0.694 |—0.267]0.829 0.687
TA|0.563 |—0.310]0.739/0.818 0.669
EV]0.579 |-0.230]0.704|0.716| 0.881 0.776
PC|0.644 |—0.267|0.775]0.772|/0.818|0.825 0.681
CO[0.531 |-0.191/0.695|0.692]0.747|0.777]0.862 0.743
BF | 0.587 |=0.275]|0.646(0.593]0.606|0.677]0.568 | 0.830 0.689
EC|0.517 |-0.123/0.673]0.708|0.771|0.772{0.822]0.5310.916 0.839
PU | 0.596 |—0.161]0.732]|0.731|0.778]0.799|0.738|0.614 | 0.814|0.871 0.759
SA |0.650 |-0.222/0.741|0.716]0.819|0.822|0.728 10.680(0.760]0.819]0.904 0.817
CI | 0.536 |—0.201]0.666(0.679|0.788]0.771|0.734|0.575|0.778{0.789{0.8230.877 | 0.769

RE : A=, EA © o]& 8ol4, AC - R=A, TA Trcg*g EV T AR JA, PC © A= ol
CO : LAY, BF : BAE B4, BC : 7|h5 %, PU : A|1ZHE 984, SA : WX, Cl : x40 8%
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<19 4>} Pk,

JkA JekA kA Jo%keN JkN % %N Jede N Jke *kA

0.56 | 0.58 | 0.64 | 0.53 | 0.59 | 0.52 | 0.60 | 0.65 | 0.54
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: 7|':H§§ D A1ZME 884, SA 1 UHE, Cl : X &0 89w

AR B4 o] ARATE BAYeR FIAe zto
F-E~E# 3 (Bootstrapping) &2 H| &= @7} s A
2014). ¥ Aol FEYA2
Hel REXEHY AAEL S
4~(Path Coefficients)e] F+ ®W4 I+
Values) zte] #AIE wigo =z ALt
b st A(+)e] #HAE onlstH, —1o 7M7heF

H, o] #Tstr] 935k
% A3t} (Hair et al.,
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ohowkd, ARAS @el 0ol &S E Foug gkel AL mekge ofnwe) 4
=39 t—gko] YAA (Critical Value)E =34d 4% 9 A2A+e EH 27 &
(Frola) dels SAdo2 fold Ao wae & k. duzow F504
(Two—tailed Test)ol] Alg¥+= AARA t—#k2 1.969|H, o= FF<= 5% <
Sto}(Hair et al., 2014). 2 59 A= 4 A= <i 5>9 @}

<X 5> AR A A%

714 1A A = Estimate | Std.Error | t—value | p—value | A3}
H1-1 Al A —0.004 0.033 -0.116 0.907 |71z
H1-2 o]8 &4 0.097 0.024 4.064 0.000** | &

H1| H1-3 A EA 0.018 0.042 0.426 0.670 | 71&
H1-4 434 o= 0.152 0.039 3.913 | 0.000™ | ==
H1-5 AAA 7 T 0.237 0.042 5.693 | 0.0007 | Q=
H2-1 AE 7oA 0.154 0.050 3.069 0.002" | 1€

H2 | H2-2 T =] EEA 0.456 0.038 11.916 | 0.000™ | A|=
H2-3 A= WA —0.050 0.032 —1.539 0.124 | 712+
H3-1 A=A 0.056 0.032 1.762 0.079 |71z
H3-2 o] & golA 0.057 0.024 2.398 0.017° | Q=

H3 | H3-3 A gk 0.111 0.041 2.728 0.007™ | A=A
H3-4 434 A2+ 0.104 0.039 2.691 0.007* | A|=R
H3-5 AAA 71 EX-DS 0.154 0.042 3.667 | 0.000™ | ==
H4-1 e HelA 0.161 0.049 3.261 0.001** | ==

H4 | H4-2 TN 2] EA —0.030 0.043 —-0.700 0.484 | 712+
H4-3 B wA] 0.072 0.032 2.282 0.023" | Q=

H5 AzZtE F8&4 | | ZHEF 0.387 0.044 8.774 0.000** | A&
H6 ) E== . - 0.595 0.043 13.990 | 0.000™ | A|=
a7 A7t S84 = 0.275 0.043 6.474 | 0.000™ | Q&

A4
}‘ dkk = Ell
HS8 = — o oy 0.823 0.025 32.364 | 0.000 ) e
¥ ol E 1 *p<0.05, ¥p<0.01, “p<0.001
CMAlg Aulx~ B4 8y 7dieE e AR BAdAE o8 folA

(t=4.064, p=0.000), F34(t=3.913, p=0.000), ZAA 7}x(t=5.693, p=0.000)
2 UEht ol &old, #34, AAA ZHAIE dEFel A+ dFE mA=
AoR gRlHon, A3t AHGL 7174He] Gl MAA &=
Stk BE e H4ed MiES o AR EHelM s dE 1943 (1=3.069,
p=0.002), 2AXAFF(t=11.916, p=0.000) .2 YrEF} AFF HlA, nAA| A o]
< = WAL 717Ee 9
& MAA Fe AoR F1H

CMAE AMul~ 54 8903 A7+
(t=2.398, p=0.017), A (t= P

Aol M=

(t=2.691, p=0.007), AA
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A 7}A(t=3.667, p=0.000)Z YE}} o]& BolA, AHIY, FIA,
A7zt F8dd H(+)9 AFS A= oz RIS
TS MAA] Fe AoRE Felo] HATH By A" £489 z}
AR BEA A= AE Ho)A(1=3.261, p=0.001), BW= WA (t=2.282, p=0.023)
o2 YehY AE d1YAd, BAHE gAo] 7giEFHel HA(+)Y TS

lo] HQow, IAAEFY L 77t o] JEs v XA ZF= Aoz Iy )

AzZtE F8Aol VdEFore AR EAAAHE A" F84(t=8.774,
p=0.000)2.2 G(+)9 J&& vA= Aoz FAHAY. 7UFFY A7+d 184
o] WFow A= FEAHdA= 7U5FH(t=13.990, p=0.000), A" FE4
(t=6.474, p=0.000)°2.2 YEI} 7|gjFFo] v & IS vAE Aoz YEa,
w7 890 F U w2 JIFS vHE Aoz IRIFHTEH I, Th5o] X Lo]gon
o] R A= T (1=32.364, p=0.000)°o.2 YEFFA wl$ Al FEFS v A
= Aoz Yeigy, AALQ AR B4 A¥ES s VdEFHe Ad Z 9%
S A= 892 aAXEe|, avFor AAH 7tH], o]§ &olA, 34, 4
F A oz Yergt =3, A" FE8A-0d 7P A 9EFS v X = 29le
25 AAA A2 YJElg o, o2 AE HA, ATA, §34, ol& &9
A B PWAEo 7 e

AF7bdel Az B4 disl TFE 9T <Y 5>9 Lo,

<79 5> A= #4 A3

7%
(Expectation
Confirmation)

A Al

(Economic Value)

A% 018 o
(Continuous Usage
Intention)

R?=0.678

us
(Satisfaction)
R?=0.697

*enlgzy

A2k -84
(Perceived Usefulness)
R%=0.752

AR
{Custoner Orenttion) agelE A : A, st 71814, o18717]

HAc Py
— AW - 1%
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