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Abstract

The purpose of this study is to examine the impact of how the subjective
norms of the government and society affect the behavior of consumers who have
purchased goods through 020 services after the COVID 19 pandemic based on
the research 283 office workers over 20's in nationwide. This research
demonstrates the causal relationships with the perceived ease of use, perceived
usefulness and perceived experience values. Furthermore it proposes the
direction for the working group to accelerate O20 services which have emerged
as an ICT—based business model. It was used the SPSS 26 and AMOS 26 for
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empirical analysis of the data, and Macro PROCESS 3.0 for multi—mediated
effect analysis. This study shows that the subjective norm for 020 services
impact significantly on the perceived ease of use, the perceived usefulness and
the perceived experience value respectively. It also demonstrates the perceived
experience value has a significant impact on consumer behavior intention.
Furthermore, it proves multi—mediated effects of the perceived ease of use,
perceived usefulness, and perceived experience values in the relationship
between the subjective norm and behavior intention of 020 services. This study
verifies the process of what the subjective norm of O20 services are linked to
behavior based on the TRA and ETAM. In particular, it propose many
implications to companies and marketers for the use of various exogenous
variables and attitude variables such as experience value, which can be

considered as a social pressure from reference groups.

Keywords : Subjective Norm, Perceived ease of use, Perceived usefulness,

Perceived experience value, Behavior Intention
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TFouT Fol FH gow Agagivt(oprobdAl, 2021). o]=HA 0204H] 2=
Abgo] AMElo] ol 47} Ho| wel 1 FeAdL S FiEe] sta 9da, 9 o
ol7} 020410 298] A4S FHae] AE7AE F38kh= MZAYE 7|k =2 Aluj)A)
Aol Anv|z 3 Y (AISAS: Attention, Interest, Search, Action, Share)< #
Toto] 4"

At 020412
i, et O 84 Solds
2020; A7 3L 2020; ol AE S, 2016). ol#jd A Hukel ALs| A ke elg}
F dE FHA FHS(Xu et al, 2014) A2HA PEo) Lo st M WER, Skt
Abs) e} o] ALE] AU EA ARAlo] &Ho F FJuelA e AR 2IE T8
Al e skl 53] 1 ko]l Avtal s tH(Kim, 2015; Markus and Kitayama,
1991). ol2fgk 0204 = SRES T 22>
Aol d&e A= Aem e o (A EE-&dE, 2020), MER RIS A
g w, AZtE Lol FEAHAS PR YPFYRE JdFde UErs&Ed
(TAM: Technology Acceptance Model)#}(Davis, 1989), &4 o] 3qPF o xo
AdAQA TS T FEld FEo|E(TRA © Theory of Reasoned Action)

(Venkatesh and Davis, 2000)& &27ro =2 31 Q). A= &4 Aol A13|4 o3
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of, ZH|A Al AEA 7HAE Folsta ARE ool AA| ook JEFS Frh
o g Ank(e] s, 2012).

=TS EEA(TAM)S] =8 ¥Rl AZw fo)de A= AlFel dis] wj¢-a
AbgelEdl 28w = TRle] EEA, AAlA w=¥E ousi, A7E fE84S 54
Z|EA RS AMEEE o] AY &8s A= &St QIAEE ARE
ojm) gttt (Davis, 1989). o]& % A 7%l &ol ¥ F&AS A=EE 7le 2 Al=HS
o] &3HAl = AFEAFY] HEe} AEoEe %S Far, HAA ARE] S m it
(f=dol-H42l, 2020). E3], TAM EdoA X 4w fojAde X4d 242 A3
A2 AR &S VA=, ol ARRATE AR Ve H A 2'E ARESH
7] A =A5E 1 7)solv Al&Fle] fr&stthal =7]7] wito]th(Rogers and
Singhal, 2003). °o]& 74 54, =49 54, 4% 5 s A
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4 5, 2020; AHEE-AEA, 2017) 0204129 F34 I AdE A5 vy
g Holrh, mak 289l Fule] AL, HA AYsta FulE oloix|=

g, A AT = ql7] wiel v AzbE 7RA] AF@e] FulR A EE =
1 F84e g Ava @ ¢ Aduk(AAAE T, 2012). ol MR AES T
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7HA = ARk A, 7R A AYS FaA Q14 E 7] wliE-ol ™ (Mathwick et al.,
]

2001), AlFolvt Aujze digt 7ol Ms 3 4= =1 (Holbrook, 1994),
Gupta and Vajic(2000) An|AFe] EA¥ Qo @A &gl 719E whek 7

P& AlEshs Aol v Ae TR ddH =
QAT skoith. =, A7 ARIEA= nlAke] g oA
" X t}= Ao H(Cronin et al., 2000).

ofell, ¥ 17t 3, 0204 W =9] F¢4 siwlo] Anlxte] gofmel WA
= ZIEr SR RA(TAM) F&A ARaH ol 2(TRA)S HuAA A sharzt

=4, 0204w el wigh T gt A7ke S, A7be {84, A7
A7HA, ool ke WRlss 49 VeS8 RA(ETAM)S 7o = 17t
TSkl e A, 0204 W] =] kA gt et AN A7t &
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% = WP ANSGaA Bk,

Oﬂd«ﬁ]a]'}ll%]\

2.1 020A4v]2¢] F#A 4

0204¥] 2% ebelat eehele] §3HE WZ=Us BAEA ALGAlA o] gel
A

ALFE AFHD TS Fwdt

= st 4= 9 H(Du and Tang, 2014). X
F(2015)8 02040 2AE 2gcloa] e xgelo g QIEleloa] Ecloge] (4
M BFE It AH2E g FoFlon, AF H ARAE A oy AL
Ageta A A FIE F v 2l &
-

Ak A7 AYsE vz TS >
Z3se Adeleta stk 020404t o FelAol

Qe exeels] FHE w
He Bal el upgsl auAE Adsts Geeld 9% Asksie] ) %53
A 2AZ B ofet Lol A Pold AES el A A5d F Qi &
exehele BT Fulw WA R HE2, 2016)

e Aol £8 £A Hkel ool Eahae] Aol o
= (Fishbein and Ajzen, 1977; Triandis, 1989), =L o]Ao]1}
Aol vzl B71%olsk B ol Pl Sl AAel WedakA AL 5, Wt 2E5)
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A7Vl 715, 55, AT & 79 AlEEo] U7t 54 s9lE olsgstr
grolof strf= ool uigh A2+ ofwm|star, o] A AFs A bE wE
F o} (Paviou and Chai, 2002; Yoh, 1999; 71-&A-0]8& 7], 2015; 9=

q
Codehgo7, 2016; AF Y24, 2019). B A0 &3 THAe) Aro o

rﬂ rlr

Z WA SAAE ASE delold & 4 A T el BAEGD Sh(Xu
et al, 2014). o|F 0204H]2 WHANH BH 54 Mu) =g ol §akAL o §54 @
= Aol 22 Zoleks ABA ¢S A% JEE B 5 Qa(ABH, 2010 3,

2014), olAX m# YFS AGst=d T JTS Frh(Ajzen, 1985).

G4 FEolB(TRA) W=, F7 Jebol o3k #9442 5ol
HAHow J&FS FE= @hola(Venkatesh and Davis, 2000), AH7]E F8of 9lo]
A AR T8 AZE ool frond s F7] wEel, HAA o]&3 7
A ool e A FedATE glvka gu(ells, 2012). LHBR FA It
H2 0204 H] 2 o] &oll glojA AREAS] A ztE &ol I A7tE 84, WFo=
& rHete st & 4 gl
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S AHHEA, Gefen et al.(2003)> AFE &0l /&
2= Aoz A|AdaL, Lederer et al.(1998)2] ¢
A3t A ke goldo] f Aol E ARl FEE MX= BloR
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| o e S A IS ke R R
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= Aot} (Davis et al.,, 1989).
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B FE8AES AREAY] sl AR A<
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T = e Mg Fo] shbolth(Igharia, 1993; =%, 2011). BRI
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3 gom o]F F8AS Fo 990 = AAE YrHLin et al., 2005). Bigne et
al.(2008)9] ATollAME 2k 2 o] &GN F84S T8 M5 AASA
oW Chang and Chou(2011)¢] oA % 2gtel &3 1 Alo]EQ] A& o] &%
of A7t f8Ael FHel A(+)9 F&FS HA L USS AR wEkA, AL
|2 Apsle] AEE 7)Eoly A|AES o] &3l Blo] ARalol Al flo] & Aeletar

2zt dps YAs 78 7heAdo] Eolbdttal s th(olAd, 2011).

2.3 X744 FH7HA

[H
o
ol

2l Zepclo] AAE L, 2eploA exepflo® FRE= 0204 H] 29
Ao, AvAE A4 AEs 8 R A ¢ de ezl &
o= FEsfol & ool o B
=ofl A i‘jlx}ﬂ Z-@L”I’Jr B34 7HAel Tkl AT (A, 2016). A ZH

AFS v A= 842 (Cronin et al., 2000), T+

o N to

o &
o

ml l

1:] 1!

30 340]34 AES 8-S AR AES EdE WUt
st Adpoln, Fuf F o] FojA = Xzt AR oSN dIFS HL—EE}(BYUH and
Cho, 2006). o]&x% A7 HZF Ed ol Aujx 48 Hrtehe
F83% g & = don(Lee et al., 2014; Zeithaml, 1988), A}%XH 2444
o]lg Agloly #F AYS TA <1xd —’F At (Mathwick et al., 2001). °]&,
020X H| =5 o] &ate AMEAES] AZtd BA7A7F AREAFe] F3A Ak 7
tfxlo] wep th2A 2E8t7] Wit ﬁz‘%}ﬂ?_ B7rE oAl HaL, ilA w e
AAol| oJejA] AAE= A= 750l o =94 7HA7} o}, dE
ojuyf AMH|AE Fujetal o] &3 W At HeE A8 A JHAE nletr] wEolth
(Badenoch et al., 1994; 3|, 2014).

AzZtd A7 o5 AR, Holbrook and Hirschman(1982)& AH| 27}
Tl ol & AAS Fl =7= BA, 2, ovA T T8 8do® Ak &
H 8= olg} 391 al, Babin et al.(1994)& =A%, A7), =9, A L3 %5 2HES
T WA B EA SFlTh Mathwick et al.(2001)2 Ao 2-88 S8 &4 ¥
7he AHAe] AZE s} ekglar, HAWY o] E (2011 A BIAS T

g WA, 9Hoz 7= warxe 59k

-11~
)
ox
oot
N
)
)
rlr
B>

—_—

o

2.5 PF=
Boulding et al.(1993)& &A= #Ae Ady w25 228 3E3le] njey
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o AR Hi=d, olE dFEo] P} st dF o= AR AT} AlEol
o Aujze] gigk 1] oA 2lde] mbEo] U= v ol Aot
(Fishbein and Ajzen, 1977), Norman and Smith(1995)o] w2w 3e]Zd FgFo)&
(TRA)E <7t 5o A4 802 Awol et B=rt ozt d5s 3
st = =g itk MU (2018)2 g dr|d dF & AFE v PFF
olg} A3 L, Boulding et al.(1993)2 HFEJ=E 2v|At] HE=7F ofH gdS
el PAE L 1 BAEE ZA fxef AEE v ProR YERlE= Ao
il Aoggiel, dF ool TS WA= 84w IRERT t2A BAE ¢
o}, o APAF A= AP o) Ao]g o W FHJEE ¥ Iete] s
s} k(A EE ol EE, 2015, Fad &, 2021). ol& e Avapt &
Pes & F de= 7Y AHE 9nstH (Oliver, 1980), &HA7E 4

25 248 98l dE A5 AFHAHA xR F8E S ok B 5 okUin
et al., 2015).
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3.2 7 A%

3.2.1 0204429 F&#Z I X744 gol4, 44 +84, Agd BE7A
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3.2.3 A Zt9 &olA, AZAE F84, A" BE7HA Y t5u

Lee and Jeon(2017)> AFE SbdAdo]l HeEld, AAA, §314d, AR &34 59
020 FA 89 AFEA W% 1] wiladE Zkethal sgied], AR >
A7k 83 HEldel, FIAde Az
Venkatesh and Davis(2000)+= AF21e] A9
At A A7z o), AztE 8ol FHA qPHI o] &9k it mirf

%
o

4
2 @k FAsea, AAA(2010 AZE F840 B AR ks 2
2 FUSTh =@ AER) BE 0E, O § AFWSEY AnpAs Ay
S ged @EolR(TRA)Y AFE Bl 2(TPB), 71%0l tld 5§ adlo] ¥t
A7kE gol v F84E AYEE 71LRERDTAM), 123 o] 59 g
242 9F ARBAE FEF FgH /EFERAETAMS $F9) 29 478
gol4, AZE §84, 44" AW 9F dAERE FFd 2 5 Ao

(Crespo et al., 2009; Davis et al., 1989; Igbaria, 1993).
AYPAS Aurd AFA39 24002019 44 Fa4 H A
AFE s BAlA Muze e BErt mipasE 2 Y
T 5(2019)2 tiAEY FHA HS A= BAA H Sl
o] miZjEHE, AhE $(2018)2 FHE =t AzE PEEA mriadtE
it
Mo B AT 2% o 23 HAATE wewn ey gL 7}
=3

S

[e) =]
45 HAAEA

MBI 27 G 83| A Hoo@ mM4B 2021 112 41



04
+
[pa)

VAT A7 &0l AzhE AR = 0204 R =0 FabA gt} o] Ak
ol ol BAA v viiEdE e Aot

7pA8 ¢ Az 83 AzhE AR = 0204 B =0 A qi ) o] Ak
Fole ol BAA v viiEIE e Aoln

79 ¢ A7 GolA, A4E F8A4, AAE BIEA= 0204 H] 28] F=a4 gt
Hap o] g2ke] g ole Fhol BANA vT miladE s Aot

3.3. M9 =844 Ao 2 SAHAL Y

B Aol AFER WEES 0204029 20 G, A2E g4, A%E F
84, A%E A, BEeEeln, WE S49) AREE ko7 A8 A4
gado] dug AAAT) SAETE HeaAUT o WIES AAE(Likert) 73
A P (1=08 294 9tk 2= AR 237 g, 3=084 2 Aol 4=
ugolt, 5=ofyt a¥nh, 6=thAz Ik, 7=vl% WS AHEdtel Y
o,

3.3.1. F#4 74

2 AFolA FHA S AFSAZE 02048 2F o] §3FAY SFA &olol drh=
ZA Ad =2 AEA g s AAEE AER Aol dlom, Ajzen and
Madden(1986)¢] A A]3}aL Venkatesh and Davis(2000), HALAH 3} o] 87](2015), A
T 2421(2019) sol AAATolA AAG 6709 Has HA vl 7785k
SAETE /\}9“0}?\'}13}. T A E " Al Fag AFES U7t OZOHH]Z\— o]
Estd wiebs A 2ok, "yl Al T3 AFEES 0204 H| 2E o] &5k Blo] THA
7F dvkar Az Zlojth Fol Q.

3.3.2 A g golA

AToA AZE &o]de 0204 H| =5 A}%—a}% Aol A, A7 wEbe A

3.3.3 A44E 784
& Aol AzE 18442 0204 H] =] ARgo] AAle] An|Ehgel vhekdh Ho
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= AT & F Jdoes FAH e AR A3 o™, Crespo et al.(2009),
THA(2014), 28T 2239 ](2019)4 AFANA AAIT 379 FHS SHETE
ALY T oA R "AES Fulslr] A 020 AE o] &t AL W Al

deofetins sk, "Zﬂ%% Tuiet7] A 0204 B 25 o] &sh= A2 yelAl

3.3.4 A7tE BB

B AT Az FBARAE 02041 2 AHg A =7l A BEelut A
Hxeka gelstglom, olFF(2021), AW o|FF(2011)9] ATNA AAF 5
Ao BFe BA %A A%l SHETE AEAAT BF A Wt AS
Sh= 0204 M 2 7k Foldh ek A= FAse] ok, "7k Agshs 0204
H2E Ul 2788 Foh ol quk

3.35 Y= o=
oo A Eo i 02040 ~E o]gdt o] Bl FH @ A AME k| o

3 2Rl AYS F o AHdEE oA A o, Boulding et al.(1993),
A e ol 53] (2015) 9] AFelA AAIG 70 L3S FAd vl FA4 ko] ARE
ST B3 oA 0204128 o 83 A& F& Azkolrhy, " 0204w

g E3) A} Au2E TG Pl drk! So] Ak

4.1 94+ A
Ao e TR 020MB]AE Fgdte] S gk o] e A= 20
) o]t HAelS o R APFAt AEFAIE g0z AAFEJQon HAE
717Fe 20209 10€ 2395 E~11¢¥ 159 35 59k = 34H 31959 w2 = 2
T 2 AT AFEH AT B2
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2 AFdAE AR 34 WEe Uy g dd AEAd S ASE] fEl
SPSS 263 AMOS 26 Xz g#S F83le] AFLE HAy oy golEA

| 4
(Confirmatory Factory Analysis : CFA)S A A3} t}. Cronbach’s Alpha A4S 3
Qlsk A3} < 2>9M9t o] BE WEFEC] 0.7HY A Ul AFLEE HS
Ao Jostgion, AFEYPe] g A¥E= HrHAI 42=426.389(p=.000),
GFI=.871, AGFI=.834, IF1=.944, CFI=.944, RMSEA=.0702.2 Y¥ely =3o] 7t
BAAS g AP e 78 Fol et A A FEvt gls Aoe® st
At

FI
ok

<% 1> gHA AFEATH 54
T = HE | H&(%) T H% | HE&(%)
) 5
s A 143 50.5 Asan Ulg 200 70.7
o] 140 | 49.5 71E 83 29.3
SHA 283 100 SHA 283 100
RTA=S 27 9.5 3 1~23] 49 17.3
. Bl 44 15.5 020 25 1~23] 89 29.7
=S 190 67.1 R 15 1~23] 38 31.1
= 22 7.8 15 3~43] 39 13.8
. o] 87| .
A 283 100 13+ 5~63] 10 3.5
- 20t 135 | 47.7 v 13 4.6
e 300 148 | 52.3 S| 283 100
S+ 283 100 100%HY mjgt 38 13.4
A &EE A 177 | 625 | 847 100~300m] 3¢ 132 46.6
e AHFAA 26 9.2 a5 300~500m] %k 74 26.2
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