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The Impact of Functional and Emotional Factors on User Satisfaction
and Commitment toward Mobile Messenger Service:
Investigating the Mediating Effects of Intimacy and Fatigue
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ABSTRACT

The diffusion of smartphone has make people engaged in communication with mobile
messenger in everyday life. To understand the rapid growth of mobile messenger usage,
this study investigates the unique features of mobile messenger services as communication
media. Based on the media synchronicity theory and literature about online communication,
we identify the functional and emotional features of mobile messenger. In particular, this
study demonstrates that functional and emotional features of mobile messenger would
influence intimacy and fatigue. Also, intimacy and fatigue, as mediating variables, have
an impact on user satisfaction and commitment toward mobile messenger service. The
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results of this study provide practical implications for mobile messenger providers and users
which attempt to facilitate positive effect such as intimacy among users and reduce negative
effect such as fatigue on mobile messenger communication.
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(Table 1) Comparison of the Levels
of Media Transmission

Capabilities
Face-to— Mohile
Face lelprote Messenger

Immediacy of Hich High-Med | Medium
Feedback € ium (Low)

. Low— Medium
Parallelism Medium Low (High)
Rehearsahility Low Low (High)
Reprocessibility Low Low High
Symbol Low- Low Low-

Variety High Medium

Note: The levels in parenthesis are added by authors
referring to the qualitative studies on mobile
messenger behaviors[36, 49].

Source: [13, 16, 17].
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(Table 2) Definition of Variables
Variable Operationalized Definition Reference
Multitasking The extent to'whlch an uger is using a mobile messenger while [17, 30, 501
at the same time performing other tasks
. Non-immediacy | The degree of non-immediate feedback on the communications
Functional . [13, 17]
of Feedback |among users of mobile messenger
Features
Rehearsability | The extent to which an user rehearses or fines tune an input
and message and reexamines or processes again the communication |[16, 17, 18]
Reprocessability | messages
Interpersonal | The degree of constantly sharing news and information with
Communication | acquaintances using mobile messenger and continuing interpersonal| [49, 84]
Continuity communications
Emotional L. .. e
Features | Benevolence The degree of considering the communication partner’'s situation [10. 62]
to respond to communications when a partner is comfortable ’
Emotion the degree of expression of one’s emotion in consideration of feeling 42 53]
Expression | or response of communication partner in mobile messenger ’
Fatigue The degree of user.s subjective and self-evaluated feelings of 25, 46, 811
tiredness from mobile messenger usage
. The degree of feeling that is closely connected with the
Intimacy . . . . [68, 78]
communication partner in positive emotional aspects
User Commitment The degree of user's commitment to the mobile messenger usage|[22, 34, 51]
User Satisfaction The degree of user's satisfaction with the mobile messenger usage|[35, 40, 58]
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(Table 3) Sample Characteristics

Category Frequency | %
Male 139 63.5
Gender
Female 80 36.5
10s 2 0.9
20s 124 56.6
Age 30s 3B 174
40s 48 219
50s 7 32
Middle & High

School Students

Undergraduate and
Graduate school 128 58.4

Students
Job Office workers 41 18.7
Technical workers 21 9.6
The profession 17 78
Homemaker 1 0.5
Others 9 4.1

B Qe 54YRE )E BHA S8
& GBED A ARE GBE] gonz

A(EFA $ CFA)S A3t
V21& E& g4 g9l A (Exploratory
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=
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1A - A adlo] mubd viAA AMulzd] g ARSAF SR 29 vAE I 49

=291 0626 5T BT A, FEEA &
Zt(Average Variance Extracted: AVE)< 7]
2191 05[21] Bt} 25 2 AL Folsqit
3 A 2184 A5 (Composite Reliability:
CR) #to] 7191 072118 2% 2383
t}. Cronbach’s Alpha ZkellA & v]=744 1
=W(0613) ALl 2F7E 719 07121,

81& Z sttt e, Nunnally[63]%= %71
el ol Aol A Cronbach’s Alpha #k]
05~06FClH 2= Fogh Holgpa
Stk mebA, & AT HEEL] AlF e SR
o £A7F glas Flasint o ef o] BE
a2lo] ZAYEE] V|EAd Hgstr

FHEGA o] FHEATH<Table 4> =)

(Table 4) Results of Convergent Validity Testing

Variable Item Std. Loading AVE CR Alpha

EMEL 0.802

Emotion Expression EME2 0.704
(EME) M5 0236 0.593 0.853 0.776

EME6S 0.731

MULL 0.865

Multi-tasking MUL2 0.759
(MUL) MUL3 0316 061 0.861 0.792

MULA4 0.669

BEN1 0.736

B I BEN2 0.821
er(l%\%nce BEN3 0.874 0617 0.8%9 085

BEN4 0.737

BENS 0.748

. . RNR1 0.812
Rehearsablhty( f?zl\lg)eprocesSdblhty RNR? 0,634 0619 0827 0745

RNR3 0.893

Non-immediacy of Feedback NIF1 0.914
(NIF) NIF2 0769 0.713 0.831 0613

SATI1 0.894

User Satisfaction SAT2 0914
(SAT) SAT3 0.926 0.842 0.955 0.939

SAT4 0.937

COT1 0.727

User Commitment COT2 0.824
(COT) COT3 083 0.632 0.872 0.808

COT4 0.729

Interpersonal Communication 1CC1 0.724
Continuity 1CC2 0.869 0.693 0.87 0.777

(ICC) 1CC3 0.894

INT1 0.829

Intimacy INT2 0.859 -

(INT) INT3 0R07 0.698 0.902 0.856

INT4 0.846

FATI1 0.761

Fatigue FAT2 0.729
(FAT) FAT3 0824 0.596 0.855 0.774

FAT4 0.771

“CR(Composite Reliability), Alpha(Cronbach’s a).
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(Table 5) Correlation Matrix and Squared Root of the AVE

Var. 1 2 3 4 5 6 7 8 ) 10
1. EME 0.77
2. MUL 0.46 0.78
3. BEN 0.32 0.34 0.79
4. RNR 0.30 0.20 0.27 0.79
5 NIF -007 | -011 | -026 | 022 0.84
6. SAT 0.12 0.23 0.31 022 | 024 0.92
7. COT 0.38 0.31 031 023 | 029 0.55 0.80
8. ICC 0.38 0.26 0.34 022 | -031 0.15 0.38 0.83
9. INT 0.14 0.12 0.33 025 | 034 0.26 0.27 0.46 0.84
10. FAT 023 | -008 | 0.001 0.04 012 | -021 | -0.05 0.02 0.01 0.77

“The leading diagonal shows the squared root of the AVE for each construct.

o] th& W9t 2374 (Correlation) FHE (Partial Least Squares)ZE ©]-&3}o] #4139
Ru} B A3[12], 8 WEEde] s ok PLSE ®ige] A=e AgEs yehlle
@ol W 06 5T} A Bt BBl prugs waw ¢ Les o Ful, 59 0
RS Fdesith(<Table 5> %), A WMo G A2 0 83cH12, 85,
B ol5to = Smart PLS v.321& %*6‘}
52 74 #Z & o oy
7S 7153 tHOne-tailed test 21 A)).
Ao ME A7 Bde] Mds AS5E A HAE A= <Figure 3>3 2t
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(Figure 3) Results

HFEo] i

=
AEE7EY] Al H2(Squared root of AVE) gk

7] 9, FEREA A
Modeling: SEM)

R2=0.11 R2=0.08

User
Commitment

0.27%4%

User
Satisfaction

0.27%%*

(+:p <01, *p <005 * p <001, *** p < 0001, ns: not significant)

of the Structural Model Testing

2 1 Al (Structural Equation
718 & AHEsFl e, PLS
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(Appendix |) Measurement ltems
Variable Measurement item
I often use PC during chatting on a mobile messenger(e.g., KAKAO Talk) on smartphone.
I use a mobile messenger and other application(s) on smartphone at the same time.
Multitasking | T often do something (e.g., watching TV, working, homework) during chatting on a mobile messenger

on smartphone.

I often use a mobile messenger during a face-to—face conversation.

Non-immediacy
of Feedback

I get a response from the friend as soon as sending out a message to her/him with a mobile messenger.
("Reverse Coding)

I reply as soon as I receive a message with a mobile messenger(*Reverse Coding)

I often edit or fine tune a message before sending with a mobile messenger.

Rehearsability
and ‘When a message is long and complicated, I check it on before sending with a mobile messenger.
Reprocessability I often read messages over again to ensure the context of the communication on a mobile messenger.
I frequently inform my friends about me with a mobile messenger to maintain a friendship
Interpersonal | If I do not exit from a chatting room after the conversation on a mobile messenger, it feel like the
Communication | communication keeps going on.
Continuity I feel like connected to others when keeping chatting rooms opened even though I do not chat with
any one right now.
I contact others with a mobile messenger because it makes them respond at a convenient time.
I contact others with a mobile messenger because I do not know what they do right now.
Benevolence |1 contact others with a mobile messenger to avoid disturbing their work.
When I get a message from others with a mobile messenger, I feel like they care about me
If T get a message from others with a mobile messenger, it is good for me to reply at a convenient time.
A message without any emoticon seems unfriendly
Emotion Only text word is not good enough to deliver my emotion or feeling on a mobile messenger.
Expression To deliver my emotion or feeling on a mobile messenger, I chat with exaggerated tone.
I use emoticon heavily on a mobile messenger.
I am annoyed to reply many messages from a mobile messenger.
Fatigue I feel burden and difficulty for making full use of a mobile messenger.
I am tired of regularly contacting friends, who are listed on a mobile messenger.
I feel (physical or mental) fatigue after using a mobile messenger.
When chatting with a friend on a mobile messenger, I feel like he/she truly understand me.
Intimacy When chatting with a friend on a mobile messenger, I feel like he/she is very close to me.
When chatting with a friend on a mobile messenger, I feel and understand his/her emotion.
Chatting with a friend on a mobile messenger makes the relationship between me and him/her more special.
A mobile messenger is the most used application among my smartphone applications.
User If T cannot use a mobile messenger, it is really inconvenient.
Commitment | A mobile messenger is important for me.
I frequently use a mobile messenger every day.
I am satisfied with features of a mobile messenger.
User Services from a mobile messenger meet my expectation.
Satisfaction

I am satisfied with my usage experience of a mobile messenger.

I am generally satisfied with a mobile messenger.

“Note: The table lists measure items that are confirmed through the EFA and CFA.
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