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Effect of Characterisitcs of Service Quality on

Continuance Usage Intention of Digital Healthcare Service Using
Mediating Factors of User Expectation and User Utility
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ABSTRACT

This paper elucidates the effect of characteristics of service quality on continuance usage
intention of digital healthcare service using mediating factors of user expectation and user
utility. First, we classified independent factors into three types such as service system
characteristics, user characteristics, and healthcare service characteristics from the previous
studies, and investigated the effect of three independent factors on continuance usage intention
of digital healthcare service. Second, we analyzed the impact of two mediating factors, user
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expectation and user utility, on the continuance usage intention.

We developed a research model that includes three types of independent factors, mediated
factors of user expectation and user utility, and a dependent factor of continuance usage
intention. We surveyed a total of 357 samples from digital healthcare service users and analyzed
the research model. The research results significantly show that Characteristics of Users
is essential factor impacting a dependent factor of Continuance Usage Intention. The results
indicate the followings: (1) Characteristics of Users including the variables of Innovation
impacts User Expectation, and User Expectation affects Users Utility, and Users Utility also
affects Continuance Usage Intention. (2) Characteristics of Service Systems including the
variables of Functionality, Compatibility, and Convenience and Characteristics of users of
Innovation variable impact the mediating factor of User Expectation, and User Expectation
also affects the factor of Continuance Usage Intention. (3) Characteristics of Healthcare Services
including the variables of Reliability, Ease of Operation, Safety, and Accuracy impact User
Utility, and User Utility also affects Continuance Usage Intention.
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Digital Healthcare Service, Service Quality, User Expectation, User Utility, Continuous

Usage Intention, Multiple Mediation
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(Table 1) Operational Definition

7ke F7rsk

Measurement variable Operational definition Reference
Functionality The main user should be able to use it easily, and it is easy to [21, 22]
attach or carry.
.. ... | The degree to which information can be exchanged between different
Characteristics Compatibility system§ or the information exchanged can bem]fsed with each other. 12, 25, 321
of It refers to the confidentiality of users related to information security,
Service Security use of personal information and authority, protection of personal |[6, 12, 16, 25]
Systems information, etc.
Represents the convenience of using the service, and means the
Convenience | possibility of fast processing of the service and the increase in use| [21, 25, 32]
of the service.
The degree to which consumers perceive that the level of economic
Low cost | cost of specific goods and services perceived by consumers as |[5, 12, 16, 21]
Characteristic reasonable or appropriate
The degree to which you believe that the use of a icular system
U;)efzrs Easy of use is not iifﬁcfﬂt anccl tlsllall il;ewﬂl rtehq;jli1 I:SS effoftp.amcul v 12, 321
Innovation | Personal attitude in using innovative technology products or services| [16, 25, 32]
Spontaneity | Degree of freedom to self-participate in using new products or services| [25, 32]
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(Table 1) Operational Definition(Continue)

Measurement variable

Operational definition Reference

Characteristics
of
Healthcare
Services

It is defined as trusting the information of digital healthcare service,

Reliability | meaning the accuracy of information, information value, and [6, 12]
commercial purpose
Ease of It represents the ease of use of digital healthcare service, meaning
. S (5, 12, 21]
operation that the service is easy to understand and use
The degree to which a system is built and improved to minimize
Safety the possibility of medical errors, do not conceal medical errors that [5, 6]
have occurred, and prevent or reduce harm to patients
Accuracy Accuracy of service delivery that I want to get through digital (5. 6, 19]

healthcare service

User Expectation

The degree to which you believe that the use of new information | [2, 11, 16,
technology will help you improve your work or your performance needs| 25, 33]

User Utility

The degree to which user satisfaction was achieved by the agreement

of users’ expectations and perceived usefulness after experiencing| [11, 33]

and accepting innovative technologies

Continuous Usage Intention

Degree of willingness to embrace and continue to use future [2, 11, 25,

innovations

33]
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(Table 2) Reliability and Validity Analysis of the Measurement Model

Variable Factor loading Cronbach’s a CR. AVE
Characteristics of Functionality 872
laractenstcs o Compatibility 701 &7 893 3%
Service Systems -
Convenience 839
Characteristics of Innovation 959 B B B
Users
Reliability 186
Characteristics of Safety 868 -
Healthcare services Accuracy .860 Bl 926 1
Ease of operation 633
User Expectation 1 810
User Expectation 2 793
User. User Expectation 3 837 930 909 666
Expectation -
User Expectation 4 340
User Expectation 5 301
User Utility User utility 5 94 - - -
Continuous Continuous usage Intention 1 844 _ _
Usage Intention Continuous usage Intention 2 871 900 &1 150

x° = 326.030(p = .000), RMR = .042, GFI = .890, NFI = .936, IFI = 953, TLI = .937, CFI = 953

AMOS 210 AHg3te] Bl 284S 2 54 S|, AHRES, A%
AAEA L, FARFES] MFEEE AF5S 5o AHAAE e EaA} shck Ak
AN thgol AN <Table 2>8 WY A WFE 7re] AFRAZ A FA Hof
QFuYe] BPAPES NPFFo] Bghor],  AWWAS BT & Uk JBBE o) =81
212743 g = R T ddsisith ~+100) FEH o] EAISHA = o
A7 € 4 =4 <Table 3>9] J#3=4
5.0 AMRIEIA 2AMZD} e Bel gEgaels Ba7t glrka st
Sich ARaE g2 AHE BE We
7Hd ] HSE 3h7] doll ARl ALe-H ol A(he AEAAE HolFa glo] WMTE
F0 A9 1SS, AEASA, AR ghe] uEAt EAST adstc
(Table 3) Results of Correlation Analysis
Characteristics of | Characteristics | Characteristics of User User | Continuous Usage
Service Systems of Users Healthcare services| Expectation | utility Intention
Characteristics of 1
Service Systems
Characteristics of 394 1
Users
Characteristics of -
Healthcare services 759 460 1
User Expectation 660" 390" 598™ 1
User utility 534 319" 601 434 1
Contmuoug 619+ 508" 751 o4 A5 1
Usage Intention
Note. 'p < .05, “p < .01, ™p < .001, N: 357
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(Table 4) Hypothesis Analysis Result-1
. Testing of
Hypothesis B SE. |CR(Mb| P Hypothetical
pp-p| Characteristics of b ectation | 681 | 144 | 6364 | Adopt
Service Systems ' ’ ’
H1-2 Chara%ggfsms of . User Expectation| 126 | 032 | 2788 | 005" |  Adopt
p-3|  Characteristics of o pectation| 020 | 109 | 277 | 782 | Reject
Healthcare services
Note. 'p < .05, “p < .01, ™p < 001, N = 357
(Table 5) Hypothesis Analysis Result-2
. Testing of
Hypothesis B SE. |CR(Mt)| P Hypothetical
p-p| Characteristics of -y yine | o187 | 224 | 1464 | 143 Reject
Service Systems
fp-p| Characteristics of o ik | 031 | 046 | 631 | 58 | Reject
Users
Characteristics of -
H2-3 Healthcare Services User Utility 444 150 | 4.068 Adopt

Note. p < .05, “p < .01, ™p < .001, N = 357
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(Table 6) Hypothesis Analysis Result-3

. Testing of
Hypothesis B SE. |CRMt)| P Hypothetical
H3 | User Expectation — CO““I“uouS. Usage | oo1 | 057 | 14309 | Adopt
ntention
Note. 'p < 05, “p < .01, ™p < .001, N = 357
(Table 7) Hypothesis Analysis Result-4
. Testing of
Hypothesis B SE. |CR(Mt)| P Hypothetical
H4 User Expectation — User Utility =003 | .09 | -.042 | 967 Reject
Note. p < .05, “p < .01, ™p < .001, N = 357
(Table 8) Hypothesis Analysis Result-5
. Testing of
Hypothesis B SE. |CR@Mt)| P Hypothetical
H5 | User Utllity = — continuous Usage | o | a7 | 574 | s Adopt
Intention
Note. p < .05, “p < .01, ™p < 001, N = 357
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- Service Quality .-

Characteristics | .5932 N
of Service T Continuous
Systems | Usage Intention

User dar
Expectation H User Utility

Characteristics

of Service Continuous

Usage Intention

Systems

(Figure 2) Characteristics of Service
Systems of Multiple
Mediation Path Analysis
Result
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