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ABSTRACT

While consumers’ adoption of new technology has received substantial interest from researchers, the
mechanism of consumers’ post-adoption evaluation derived from continued use of m-services and its impact on their
interest in upcoming m-services are yet to be explored. Drawing on the appraisal — emotional response — coping
framework, this study investigates 1) how utilitarian and hedonic values derived from consumers’ basic and
innovative benefits of m-services influence their post-adoption satisfaction with current m-services and 2) the
impact of post-adoption satisfaction on interest in future m-services in the context of young consumers’ mobile
phone use. The results support all the hypothesized relationships except for the relationship between innovative
benefit and utilitarian value. Theoretical and marketing implications are provided.
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1. Introduction

“As more phones and other small-form handheld devices get smarter, so does the potential for people to use
them more often, and for many varied and different purposes” [Burger 2007]. With the growing development of
Information Technology (IT) and the wireless telecommunication network, mobile services (m-services) have been
expanding rapidly and have been emerging as important tools for consumers to use in their daily lives. For example,
the wireless communication industry is reported to have over 5 billion mobile subscribers in 2011 [Budde et al.
2010] and to expect over $1 trillion in global mobile revenues by 2012 [Leggatt 2010]. While the m-service market
is growing worldwide, m-service businesses in developed countries are finding it difficult to make a profit for such
reasons as the current economic challenges and the growing intensity of competition in terms of price and new
service development [Research and Markets 2010]. In fact, the market is already saturated in that the number of
mobile phone subscriptions in developed countries, including the United States, exceeds the total number of
consumers [Leggatt 2010]. Because of this, marketers’ and researchers’ attention is now turning to the question of
how consumers’ evaluation of and satisfaction with the m-services they currently use influence their interest in new
m-services. M-services in this study refer to a set of transactions, with or without a monetary charge, offered through
a mobile phone [Ko et al. 2009]. Examples of m-services include receiving/sending e-mails, short/multimedia
message services, downloading music, searching web information, receiving weather/news, playing games, trading
stock, shopping, banking, GPS (global positioning service), as well as phone service [Clarke 2001; Huh & Kim
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2008; Kleijnen et al. 2007; Shintaro 2005].

Despite the importance of m-service business, research on consumers’ m-services use (e.g., m-services, m-
commerce) is still at an initial stage, mainly addressing mobile technology adoption by new consumers. To
investigate consumers’ adoption of mobile technology, studies were mostly built on the Technology Acceptance
Model [Davis 1989] and have examined such contexts as m-shopping [Ko et al. 2009], m-banking [Lee et al. 2003],
and m-services [Bauer et al. 2005; Constantiou & Mahnke 2010; Pagani 2004]. These studies have revealed
adoption determinants such as usefulness, ease of use, enjoyment, instant connectivity, time convenience, user
control, cognitive effort, time consciousness, and value of m-services [Hong & Tam 2006; Kleijnen et al. 2007; Ko
et al. 2009]. With these in mind, it is timely to move research attention to gaining an understanding of customers’
post-adoption use of m-services following their initial adoption.

According to Karahanna, Straub, and Chervany [1999], the decision to adopt a new information technology
differs from the post-adoption decision, which is the decision to continue using the adopted information technology
[Karahanna et al. 1999]. Each decision entails different predictors that, while the initial adoption decision is mainly
induced by social pressure on the person together with his/her attitude toward the adoption behavior, the decision to
continue using the adopted information technology is solely derived from the person’s evaluation of the performance
of the information technology previously adopted [Karahanna et al. 1999]. The term “consumers’ current use of m-
service” in this study represents their post-adoption experience with m-services after their initial adoption decision.

Different retail/service channels possess their own unique characteristics [Levy & Weitz 2008]. M-services,
thus, may convey distinctive features which differentiate them from traditional and Internet channel services. For
instance, compared to other knowledge, mobilized knowledge through m-services provides a great deal of benefits
as it allows users more “freedom” [Keen et al. 2001] in conjunction with time, location, and personalization [Clarke
2001]. Mobile communication services together with traditional servicescape (e.g., physical shopping malls) help
define a consumers’ overall retail experience [Houliez 2010]. Based on these, we have developed two research
questions: 1) which factors play an important role in consumers’ evaluation of their current use of m-services, and
2) what are the consequences of such evaluation?

As determinants of consumers’ evaluation of their current use of m-services, this study considers three factors:
perceived benefits from, perceived values of, and satisfaction with current m-services. An outcome variable is
consumers’ interest in upcoming retail-related m-services (e.g., receiving weekly ads, coupons, and news from
retailers). The main purpose of this study is to enhance the understanding of consumers’ evaluation of and reaction
to current m-services. More specifically, this study explores 1) the perceived benefits — perceived value —
satisfaction relationships within the context of young consumers’ current usage of m-services and 2) the influence
of post-adoption evaluation (satisfaction with current m-services) on consumers’ interest in upcoming m-services.
Gaining a comprehensive understanding of the drivers that induce consumers to use m-commerce and m-services
applications will help retailers and m-services providers to develop effective strategies that meet consumers’ needs
for m-services.

2. Literature review
2.1. Conceptual framework

This study draws on the appraisal — emotional response — coping framework [Bagozzi 1992; Lazarus 1991] to
develop a model of consumers’ current use of m-services. The framework suggests that cognitive appraisal precedes
and determines one’s emotional response, which in turn predicts one’s coping response. Appraisal refers to one’s
cognitive judgment of what an event/an encounter means with respect to one’s well-being [Lazarus 1991].
Emotions, as the outcome of appraisal, in turn motivate one to take necessary future actions (coping strategies). For
example, when anger arises from negative appraisal, it motivates one to remove the cause of the harm [Ellsworth &
Smith 1988; lzard 1977]. To date, this framework has been successfully adopted to gain an understanding of various
types of consumer behaviors including complaining [Stephens & Gwinner 1998] and positive/negative word of
mouth [Nyer 1997], coping strategies after stressful experiences [Yi & Baumgartner 2004], and antecedents and
outcomes of consumer satisfaction [e.g., Anderson & Sullivan 1993; Cronin et al. 2000].

2.2. Perceived benefits of m-services

Consumers’ perceived benefit represents consumers’ perceived “gain” derived from using specific functions
(attributes) of m-services. This benefit differs from consumers’ perceived value, which concerns overall holistic
evaluation of what is received based on what is given for consuming the m-services [Zeithaml 1988].

Various attributes of products/services [Cohen 1979] provide consumers with different benefits. M-services are
considered convergent services that perform by adding a new functionality (wireless network-enabled services) to an
existing original functionality (calling) [Gill 2008]. Therefore, the convergent nature of m-services is likely to lead
consumers to experience multiple benefits from using various functions/features available through their mobile
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phones. For example, in a study of m-commerce, Anckar and D’Incau [2002] suggested eight features of mobile
services (time-critical, spontaneous, entertainment, efficiency, mobility-related, cost saving, convenience, and
familiarity features) which determine two groups of m-commerce value, including mobile value and wireless value.
The wireless represents the cordless characteristic of a mobile device such as being able to be away from a power
source and other devices in order to function, whereas mobility refers to the “on-the-move” characteristic of the
mobile device. With respect to specific features relating to perceived value, the mobile value is mainly predicted by
the benefits of mobility-related, spontaneous, and time-critical features, while wireless value comes from the
perceived benefits of wireless convenience, cost saving, and familiarity [Anckar & D’Incau 2002].

Later, Huh and Kim [2008] conceptualized m-service benefits into two groups: basic benefits and innovative
benefits. This study adopts this classification. Basic benefits represent consumers’ perception of positive experiences
with their use of fundamental functions available with the mobility of mobile phones (e.g., communication via
talking and/or texting). We call such benefits basic ones because mobility is what fundamentally distinguishes m-
services available through mobile phones from traditional phone service as well as services via other electronic
devices (e.g., desktop). For example, flexibility with location and time can be considered a basic benefit because it
mainly originates from the “take-it-with-you” feature of mobile phones. On the other hand, innovative benefits
concerns consumers’ perception of positive experiences with their use of new and advanced functions working with
the wireless functions of mobile phones (e.g., video, Internet, games, lifestyle applications, music players, and
alternate forms of communication such as messenger and Nextel walkies) [Anckar et al. 2003; Clarke 2001; Huh &
Kim 2008]. We termed these benefits as innovative ones because the advanced features have been comparatively
recently introduced to mobile phones and often require extra cost, considerable skills, and special application
installation on m-phones in order to properly operate them. Yet, it is worth noting that the current conceptualization
of basic/innovative benefits is subject to change as new types of m-services continuously emerge, thereby making
benefits delivered through m-services more complicated and multi-faceted.

2.3. M-services consumption value

Traditionally, consumer value has been viewed as a utility-based concept, as shown in a definition by Zeithaml
[1988]: “consumers’ overall assessment of the utility of a product based on perceptions of what is received and what
is given” (p.14). This utility-based approach tends to better explain goal-directed consumption occasions, in which a
product’s tangible quality and performance closely determine consumers’ value perception. However, such utility-
oriented conceptualization overly accentuates consumers’ cognitive ability to evaluate the trade-off between gains
and costs [Zeithaml 1988] and tends to ignore other potential values such as experiential/hedonic and
symbolic/expressive values [Hirschman & Holbrook 1982; Mano & Oliver 1993; Zeithaml 1988]. Much research
has emphasized the importance of contemplating different aspects of consumption value [e.g., Babin et al. 1994;
Crowley et al. 1992; Voss et al. 2003].

Somewhat surprisingly, however, much m-services research has treated value as a uni-dimensional construct
(i.e., utilitarian value) without taking other value aspects into consideration [e.g., Kleijnen et al. 2007; Ko et al.
2009]. This study focuses on two types of values, namely, utilitarian and hedonic values of m-services. Utilitarian
value is defined as the consumers’ overall assessment of whether the outcome of the m-services use is successful in
terms of completing their tasks and goals [Mathwick & Rigdo 2004; Nysveen et al. 2005], while hedonic value
refers to the consumers’ overall evaluation of whether the outcome of the m-services use is emotionally and
psychologically worthwhile on its own [Fischer & Arnold 1990; Mathwick & Rigdon 2004].

The relationship between consumers’ benefit perception and their perceived value has been well established by
researchers [Kim et al. 2007; Park 2006; Young & Feigin 1975; Zeithaml 1988], and there is little, if any,
disagreement that the consumers’ perceived benefit is a source of consumer value. In a study of m-commerce, Kim
et al. [2007] suggested that both cognitive benefit (manifested in perceived usefulness) and affective benefit
(manifested in perceived enjoyment) influence consumers perceived value. Park [2006] also demonstrated that
different benefits are distinctively associated with utilitarian or hedonic value perception in the context of
consumers’ mobile internet use. That is, convenience and information quality contribute to hedonic value while
connection stability is positively associated with utilitarian value. Since m-services afford consumers various
benefits from basic to innovative ones, different benefits of m-services will be differentially related to consumers’
hedonic and utilitarian values.

H1la. Perceived basic benefit is positively related to perceived utilitarian value of current m-services.

H1b. Perceived innovative benefit is positively related to perceived utilitarian value of current m-services.

H2a. Perceived basic benefit is positively related to perceived hedonic value of current m-services.

H2b. Perceived innovative benefit is positively related to perceived hedonic value of current m-services.
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2.4, Satisfaction with current m-services

According to Bagozzi’s appraisal — emotional response — coping framework [1992], a consumer’s appraisal
of current use of m-services prompts his/her affective response, which predicts his/her post-adoption behaviors in
coping strategies. This study examines consumers’ satisfaction with current m-services and their interest in future
m-services as the affective outcome and the subsequent coping response to the m-services use, respectively.

Satisfaction has been a long-standing interest in both research and practice because of its salient role in
consumers’ post-consumption behaviors, such as loyalty [Oliver 1999; Roig et al. 2009], positive word-of-mouth
[Zeithaml et al. 1996], long-term profitability [Bernhardt et al. 2000], and future behavioral intention [Anderson &
Sullivan 1993; Wu et al. 2008]. Satisfaction indicates consumers’ overall emotional response derived from the
evaluation of the current use of m-services [Woodruff 1997]. This study specifically focuses on consumers’ overall
satisfaction with the m-services in current use rather than the evaluation of a particular type of m-service (e.g.,
phone calling, texting, and internet connection) or of a focal service provider (e.g., AT&T, Verizon, or T-mobile).

Consumers experience satisfaction when their desire is fulfilled [Bagozzi 1992]. One’s desire can be fulfilled by
experiencing an event that is useful to achieving one’s goal and/or experiencing a pleasant and enjoyable event
[Bagozzi 1992]. In order for consumers to be satisfied, m-services should fulfill consumers’ consumption goal (e.g.,
GPS should provide a clear direction to a destination) and do it in a pleasant manner as well (e.g., it should provide
the direction without frequent disconnections). Similarly, empirical studies have found that both utilitarian and
hedonic values influence customer satisfaction [Babin et al. 1994; Crowley et al. 1992; Jones et al. 2006]. Therefore,
consumers’ positive assessment of goal-directed performance (utilitarian value) and the pleasantness (hedonic value)
derived from their experiences with current m-services are expected to elicit satisfaction with the m-services.

H3a. Utilitarian value is positively related to satisfaction with current m-services.

H3b. Hedonic value is positively related to satisfaction with current m-services.

2.5. Outcome of the current use of m-services: Interest in future m-services

Interest in future m-services represents consumers’ favorable attention to and willingness to acquire advanced
upcoming mobile-mediated activities that they have not yet experienced [Shih & Venkatesh 2004]. Interest in future
m-services results from the level of consumers’ satisfaction with their current m-services experiences and captures
the idea of reinforcement and enhancement of the current m-services adoption [Shih & Venkatesh 2004]. This study
focuses on consumers’ interest in future m-services that retailers deliver via mobile devices (e.g., receiving coupons
and weekly ads.).

One’s satisfaction motivates a person to have a favorable reaction to the object (coping response) in order to
retain and enhance the current level of satisfaction [Bagozzi 1992]. Research on satisfaction has demonstrated
positive consequences of satisfaction such as repurchase intention [Anderson & Sullivan 1993], behavioral intention
[Cronin et al. 2000; Gotlieb et al. 1994], intention to purchase a next generation product [Huh & Kim 2008], and
loyalty [Yang & Peterson 2004]. Demonstrating the relationship between consumers’ post-adoption usage of their
current mobile phones and intention to purchase next generation products, Huh and Kim [2008] argued that
information on consumers’ continued usage explains their future adoption of next technology better than
information on their initial adoption behavior does. Their finding implies that consumers’ positive experience with
their current mobile phone fosters their adoption of similar but more advanced forms of technological interfaces. In
fact, satisfied consumers tend to be less resistant to, and perceive less risk from new technology [Shih & Venkatesh
2004; Venkatesh et al. 2003].

Applying this logic to the context of m-services consumption, this study suggests that consumers’ post-adoption
evaluation of their current use of m-services will predict their interest in next generation m-services. It is, thus,
predicted that when consumers find the performance and their experiences with existing m-services to be
satisfactory, they are more likely to be open to upcoming m-services.

H4. Consumers’ satisfaction with current m-services is positively related to consumers’ interest in future m-

services.

Figure 1 presents the hypothesized relationships among research variables.
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Figure 1: Research Model

3. Method
3.1. Data collection

A web-based survey approach was employed to test the hypotheses, and the sample comprised college students.
Given that young adults from 18 to 29 are the most active users of various types of m-services [Smith 2010] a
college student sample was considered a good fit for the current study. Participants were asked to think of the
mobile phone and m-services they were currently using at the time of survey completion.

3.2. Measurement

All measures used in this study were adopted from previous studies and modified to the context of consumers’
mobile phone and service use. The questionnaire consisted of five parts: 1) m-services use, 2) m-services benefits
(basic and innovative benefits), 3) m-services consumption value (utilitarian and hedonic values), 4) satisfaction
with current m-services and interest in future m-services, and 5) demographics. Three questions were posed to
participants regarding their m-services use and current m-services subscription, 1) whether or not they currently use
m-services, 2) the types of m-services they currently use on their mobile phones, and 3) average times and hours per
day spent in m-services activities. These items serve two purposes: 1) to single out current m-services users and 2)
to prompt their attention to their use of m-services in an attempt to help them answer subsequent questions.

Basic and innovative benefit items were selected from Anckar et al. [2003]. Perceived basic benefit and
innovative benefit were measured with three items each. M-services consumption values (utilitarian and hedonic
values) were measured using a 10-item semantic differential scale [Voss et al. 2003]. Four items were used to
measure satisfaction with current m-services [Westbrook & Oliver 1981]. Interest in future m-services was assessed
using four items adopted from Shih and Venkatesh [2004] and modified to relate to mobile settings. All items except
for the m-services value scales were assessed using 7-point Likert scales (7 = strongly agree). Table 1 presents items
corresponding to each variable. All items were summated and averaged to create a single item measure for each
variable.

4. RESULTS

A total of 204 responses were gathered, and all respondents were current users of m-services. The mean age of
the respondents was 23.11 years old, ranging between 18 and 30 years old. The majority were female (75.5%) and
Caucasian (81.9%). On average, they spent 32 minutes making 5 calls, and 62 minutes using other services each
day.
4.1. Preliminary Analysis

Exploratory factor analysis with maximum likelihood method was performed to identity underlying factor

structure and to check the adequacy of the measurement items. Minimum eigenvalue of 1 was used as a criterion to
decide number of factors extracted. Items that have factor loading greater than 0.5 on a single factor and difference
greater than 0.2 on the other factors were retained. As a result, six factors were extracted with two items removed
(one from each innovative benefit and utilitarian value) from original 24 items. Cronbach’s alpha was estimated to
check measurement reliability and all estimates exceeded .80, confirming internal consistency. Table 1 presents all
the factor loadings of the final 22 items to their designated factors along with Cronbach’s alphas. Table 2 presents
the descriptive statistics of and correlations among the six variables used in this study.
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Table 1: Survey Items, Factor Loadings, and Reliabilities

Variables/Indicators

Factor Loading

Cronbach’s a

Basic Benefit 0.84
1. Flexibility with respect to my location ("anywhere”) and the time of 75
the day ("anytime”).
2.The convenience and handiness of small, wireless mobile devices (in .92
comparison to desktop computers).
3. The possibility to get reminder and information services (for instance 75
hot news) in real time, as the mobile device is always connected to the
network, and always with me.
Innovative Benefit 0.84
1. Lower prices (some special offers are available only through mobile 97
devices).
2. Uniqueness (the possibility to use services that are intended only for/ .67
available only through mobile devices - for instance
pinpointing/routing services, making small payments such as parking
fees, purchases at vending machines, etc.).
3. The new dimensions of communication (picture/audio/video messages, n.a.
streaming video; the possibility to have visual contact with the person
you are talking to).*
Hedonic Value 0.94
1. Dull - Exciting .78
2. Not delight - Delightful .93
3. Not thrilling - Thrilling .99
4. Unenjoyable - Enjoyable .92
5. Not fun-Fun 75
Utilitarian Value 0.87
1. Ineffective - Effective .58
2. Unhelpful - Helpful .98
3. Not functional - Functional .83
4. Impractical - Practical .64
5. Unnecessary - Necessary* n.a.
Satisfaction 0.92
1.1 am happy with the performance of services | use with my mobile .87
phone.
2.1 am satisfied with the services | use with my mobile phone. 93
3.1 am disappointed with the services | use with my mobile phone .90
(reverse coded).
4.1 truly enjoy the performance of the services | use with my mobile 74
phone.
Interest in Future m-Services 0.94
1. Receiving weekly ads from stores you like .94
2. Receiving coupons from stores you subscribed .89
3. Using retailer provided mobile services to enhance your shopping .83
4. Receiving lifestyle related information provided by the retailers .87

Note. *Items excluded in the final analysis

Page 170




Journal of Electronic Commerce Research, VOL 12, NO 3, 2011

Table 2: Descriptive Statistics and Correlations

Mean SD BB 1B uv HV SA IF
Basic benefit (BB) 4.55 1.53 -
Innovative benefit (1B) 3.69 1.56 .39%* -
Utilitarian value (UV) 6.02 0.95 .36** A4 -
Hedonic value (HV) 5.02 1.34 39%F* 41F*r B4x* -
Satisfaction (SA) 5.21 1.21 206%*  24%*  39%*F 42%* -
Interest in future m-services (IF) 3.83 1.70 33**  40%* 23**  35*%*  (0.14* -

Note. Numbers are correlation coefficients. * p-value < .05, ** p-value < .01 (two tailed test).
4.2. Hypothesis Test

A series of multiple regression analyses was conducted to test the hypotheses using SPSS 17.0. Regression
analyses were employed instead of statistical analysis with latent variables (SEM: structural equation model)
because variables that include basic and innovative benefits and interest in future m-services are considered
formative, which prevents the application of analyses using latent variables such as SEM.

As presented in Table 3, the results support all postulated hypotheses except for H1b (innovative benefit —
utilitarian value). Hypotheses 1 and 2 predicted the impact of consumers’ perceived benefits of m-services (a: basic
benefit, b: innovative benefit) on m-services consumption values: utilitarian value (H1) and hedonic value (H2).
Basic benefit significantly influenced consumers’ perceived utilitarian value, supporting Hla (B = .359, p < .001)
whereas the relationship between innovative benefit and utilitarian value was not significant, failing to support H1b
(R= -.004, n.s.) (F (2, 201) = 14.725, p < .001, R* = .119). Perceived basic benefit significantly influenced both
hedonic and utilitarian values, supporting H2a (# = .267, p < .001) and H2b (8 = .310, p < .001) (F (2, 201) =
30.345, p < .001, R?=.224). Both utilitarian and hedonic values of m-services had significant effects on satisfaction,
supporting H3a (R = .226, p < .01) and H3b (R = .296, p < .001) (F (2, 201) = 26.928, p < .001, R?= .203). Last,
satisfaction had a significant impact on interest in future m-services, supporting H4 (B = .141, p <.05) (F (1, 202) =
4122, p < .05, R?=.015).

Table 3: Results of Multiple Regression Analyses

Dependent Variables

. Utilitarian Value Hedonic Value . . Interest in Future
Predictors (H1) (H2) Satisfaction (H3) m-Services (Hd)
Basic Benefit .359%*** 267%**
Innovative Benefit -.004 .310***
Utilitarian Value .226**
Hedonic Value DQERH*
Satisfaction 141*
Adjusted R? 119 224 203 015
F-value 14.725%** 30.345*** 26.928*** 4.122*

Note. Standardised regression coefficients are reported.
* p-value < .05, ** p-value < .01, *** p-value < .001.

5. Discussion and conclusions

As mobile services grow, an increasing number of studies have been attempting to broaden our knowledge
about consumer behaviors as well as efficient and effective mobile business operations. Research on m-business is
still, however, at an initial stage, and there is a need for more in-depth investigation of m-services beyond adoption.
Focusing on the post-adoption evaluation of continued use of m-services, this study explores 1) how perceived
benefits and values of current m-services affect consumer satisfaction with current m-services consumption and 2)
how satisfaction influences their interest in future m-services. The propositions built on the appraisal — emotional
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response — coping framework [Bagozzi 1992; Lazarus 1991] were tested in the context of young consumers’
mobile phone use. The findings from this study show that both utilitarian and hedonic values of m-services
(appraisal) derived from perceived benefits have a positive impact on satisfaction with current m-services
(emotional response), leading to interest in future m-services (coping). Moreover, the results show that perceived
hedonic value of m-services comes from basic as well as innovative features-driven benefits, while perceived
utilitarian value only draws from basic feature-driven benefits.

This study has important theoretical implications. First, the findings confirm the applicability of the appraisal —
emotional response — coping framework [Bagozzi 1992] by empirically testing it in a consumers’ m-services use
setting. Second, this study provides evidence that two factors (perceived benefits and perceived values of current m-
services) have explanatory power on consumer evaluation of post-adoption experience of m-services (satisfaction
with current m-services), as anticipated. Third, the finding shows that two types of m-services value (utilitarian and
hedonic values) have a positive impact on satisfaction. The multi-dimensionality of value applies to the m-services
context as other retail service contexts [e.g., Babin et al. 1994; Crowley et al. 1992; Jones et al. 2006; Voss et al.
2003]. Additionally, in this particular setting of m-services, perceived hedonic value (8 = .296) exerts a stronger
influence on consumer satisfaction than utilitarian value (B = .226), accentuating the importance of hedonic value in
comparison to utilitarian value in influencing post-consumption experience (satisfaction). These findings are
consistent with previous studies demonstrating that, compared with utilitarian values, hedonic values (e.g.,
enjoyment, affects) exhibit greater impact on consumer responses, including satisfaction [Bruner & Kumar 2005; Yi
1990]. Lastly, in line with previous research demonstrating the positive associations between consumer satisfaction
and consumers’ retention and extended service use [e.g., Anderson & Sullivan 1993; Gotlieb et al. 1994; Huh &
Kim 2008; Yang & Peterson 2004], this study showed a significant relationship between satisfaction with current m-
services and consumers’ interest in future m-services. As consumer satisfaction with current technology increases,
their confidence in new m-services increases and their perceived risks associated with the new service decrease
[Venkatesh et al. 2003] leading them to become more open to similar new technology and services. Yet, the
relationship was weak; this seems not surprising that the nature of future services cannot be predicted from that of
the current services.

This study offers some practical implications. An enhanced understanding of the driving factors of consumer
satisfaction and extended future usage from this study will help retailers and m-services providers to develop
products and services that better cater to consumers’ needs for m-services and to draw up more effective marketing
strategies. First, mobile-services marketers and mobile-phone/service developers who are trying to garner
consumers’ patronage and extended usage can take advantage of our findings to create services and functionalities
that effectively induce consumers’ hedonic and utilitarian values. Classification of consumers’ basic and innovative
benefits can serve as a parsimonious guideline for developing such services and devices. After making sure both
utilitarian and innovative benefits work well, marketers can selectively pursue certain benefits which will best
satisfy the needs of their target markets over others. For example, given the differential effects of basic and
innovative benefits on hedonic and utilitarian values, providers targeting hedonic/experience-driven customers need
to put extra effort into making their m-services/devices more innovative (e.g., enhanced entertainment) besides
being practical since hedonic value is derived from basic as well as innovative features. Likewise, utilitarian or task-
driven customers can be effectively attracted by delivering mainly basic features (e.g., convenience, cost saving).
Second, the results suggest that both hedonic and utilitarian consumer values constitute consumer satisfaction, which
in turn influences the extent to which consumers are interested in future m-services. M-services providers also need
to monitor how their customers evaluate the m-services and make an effort to keep up with customers” expectations
for both hedonic and utilitarian consumption values in order to effectively retain existing customers and to extend
the usage level of their m-services.

Some limitations can be seen in the present study. First, college-age consumers are considered to be early
adopters of new technologies. In this respect, understanding college-age consumers’ continued use of m-services can
be a good start for obtaining insights into how other consumers will receive and use m-services in the near future.
However, the distinguishing qualities of this group (e.g., low disposable income, high education) may have
differential effects on the relationships among the constructs suggested in this study. It is recommended that more
research be done using a larger sample size with a wider age range and diverse income and education levels. Second,
this study may suffer from common method variance, which often is the case in self-reporting survey data. Although
the presence of common method variance does not necessarily invalidate the findings and conclusions of this study
[Doty & Glick 1998], it may bias the results. Thus, caution is deemed appropriate. Third, one may argue that
classifying consumer benefits into basic benefits and innovative benefits is somewhat arbitrary. That is, a benefit
considered innovative today can be considered mundane tomorrow. A continuing investigation into the classification
of m-services benefits along with the development of new m-technology and m-services is anticipated. Fourth, items
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used to assess m-services benefits might be out of date [Anckar et al. 2003; Shintaro 2005]. More reliable and valid
measures of m-services benefits could have identified more comprehensive benefits delivered by m-services.
Contrary to the study’s proposition, innovative benefits of m-services do not have a direct influence on perceived
utilitarian value of m-services. Accordingly, future research needs to re-test the model to confirm such findings or to
incorporate other unexplored innovative/experiential benefits which may have an impact on utilitarian value in the
model.

While this study gives useful insights into m-services users’ evaluation and responses to current and future m-
services beyond m-technology adoption, it should be noted that the model would be improved by taking other
factors into account, such as individual characteristics (e.g., familiarity with technology, technology anxiety and
innovativeness) [Nysveen et al. 2005; Parasuraman 2000; Shih & Venkatesh 2004] and contextual characteristics
(e.g., culture) [Harris et al. 2005; Lee et al. 2002; Park et al. 2007]. Also, future research in need should explore
possible moderators that may control the dynamics among perceived benefits, perceived value, satisfaction, and
interest in future m-services observed in this study. For example, Falk et al [2007] identified individual traits (e.g.,
age, gender, technology experience, inertia, status quo bias) as moderators which intensify or mitigate conflicts
among different service channels. Investigations into adoption-enhancing and adoption-inhibiting factors between
m-services and m-devices or across various m-services will enable the conceptualization of a typology of consumer
use of current m-services. Related to this, taking the typology of m-services into account will help promote a better
understanding of consumer adoption of m-services. Interest in future m-services in this study focused on consumer
interest in using “simple” m-services. Yet, the tested model may work differently in more complex services contexts
requiring high levels of user interaction, thus calling for further research. Lastly, the observation on the low
variances explained by the model invites additional investigation into the antecedents of consumption values,
satisfaction with current m-services, and interest in future m-services.

REFERENCES

Anckar, B., C. Carlsson, and P. Walden, “Factors Affecting Consumer Adoption Decisions and Intents in Mobile
Commerce: Empirical Insights,” Proceedings of 16th Bled eCommerce Conference, Bled, Slovenia, pp. 886-900,
2003.

Anckar, B. and D. D’Incau, “Value Creation in Mobile Commerce: Findings From a Consumer Survey,” Journal of
Information Technology Theory and Application, Vol. 4, No. 1:43-64, 2002.

Anderson, EW. and M.W. Sullivan, “The Antecedents and Consequences of Customer Satisfaction for Firms,”
Marketing Science, Vol.12, No. 2:3125-3143, 1993.

Babin, B.J., W.R. Darden, and M. Griffin, “Work and/or Fun: Measuring Hedonic and Utilitarian Shopping Value,”
Journal of Consumer Research, Vol. 20, No. 4:644-656, 1994.

Bagozzi, R.P., “The Self-regulation of Attitudes, Intentions, and Behavior,” Social Psychology Quarterly, Vol. 55,
No. 2:178-204, 1992.

Bauer, H.H., T. Reichardt, S.J. Barnes, and M.M. Neumann, “Driving Consumer Acceptance of Mobile Marketing:
A Theoretical Framework and Empirical Study,” Journal of Electronic Commerce Research, Vol. 6, No. 3:181-
192, 2005.

Bernhardt, K.L., N. Donthu, and P.A. Kennett, “A Longitudinal Analysis of Satisfaction and Profitability, ” Journal
of Business Research, Vol. 47, No. 2:161-171, 2000.

Bruner G.G.Il. and A. Kumar, “Explaining Consumer Acceptance of Handheld Internet Devices,” Journal of
Business Research, Vol. 58, No. 5:553-558, 2005.

Budde, P., L. Baker, L. Bibolini, P. Evans, L. Hulme-Jones, P. Kwon, H. Lancaster... K. Wansink, “2010 Global
Mobile Communications - Key Trends and Growth in a Challenging Environment,” BuddeComm,
http://www.budde.com.au/Research/2010-Global-Mobile-Communications-Key-Trends-and-Growth-in-a-
Challenging-Environment.html, March, 2010.

Burger, AK, “M-commerce Market on the Move,” E commerce Times,
http://www.ecommercetimes.com/story/wireless-networking/55471.html, January 31, 2007.

Clarke, L.111., “Emerging Value Propositions for M-commerce,” Journal of Business Strategies, Vol. 18, No. 2:133-
148, 2001.

Cohen, J.B., “The Structure of Product Attributes: Defining Attribute Dimensions for Planning and Evaluation,”
Analytic Approaches to Product and Marketing Planning, A. Shocker (ed.), Marketing Science Institute,
Cambridge, MA, pp. 54-86, 1979.

Constantiou, I.D. and V. Mahnke, “Consumer Behaviour and Mobile TV Services: Do Men Differ From Women in
Their Adoption Intentions?” Journal of Electronic Commerce Research, Vol. 11, No. 2:127-139, 2010.

Page 173


http://www2.lib.purdue.edu:2184/science?_ob=ArticleURL&_udi=B6V7S-3YS8JKG-6&_user=29441&_coverDate=02%2F29%2F2000&_alid=1297112835&_rdoc=10&_fmt=high&_orig=search&_cdi=5850&_sort=r&_docanchor=&view=c&_ct=65&_acct=C000003858&_version=1&_urlVersion=0&_userid=29441&md5=9dc109a842e1e86e32e950fd6dcd8d90
http://www.budde.com.au/Research/2010-Global-Mobile-Communications-Key-Trends-and-Growth-in-a-Challenging-Environment.html
http://www.budde.com.au/Research/2010-Global-Mobile-Communications-Key-Trends-and-Growth-in-a-Challenging-Environment.html
http://www.ecommercetimes.com/story/wireless-networking/55471.html

Park et al.: Consumers’ Post-adoption of M-services

Cronin, J.J., M.K. Brady, and G.M.T. Hult, “Assessing the Effects of Quality, Value, and Customer Satisfaction on
Consumer Behavioral Intentions in Service Environments,” Journal of Retailing, Vol. 76, No. 2:193-218, 2000.

Crowley, A.E., E.R. Spangenberg, and K.R. Hughes, “Measuring the Hedonic and Utilitarian Dimensions of
Attitudes toward Product Categories,” Marketing Letters, VVol. 3, No. 3:239-249, 1992.

Davis, F.D., “Perceived Usefulness, Perceived Ease of Use, and User Acceptance of Information Technology,” MIS
Quarterly, Vol. 13, No. 3:319-339, 1989.

Doty, D.H. and W.H. Glick, “Common Methods Bias: Common Methods Variance Really Bias Results?”
Organizational Research Methods, Vol. 4, No. 4:374-406, 1998.

Ellsworth, P.C. and C.A. Smith, “From Appraisal to Emotion: Differences among Unpleasant Feelings,” Motivation
and Emotion, Vol. 12, No. 3:271-302, 1988.

Falk, T., J. Schepers, M. Hammerschmidt, and H.H. Bauer, “Identifying Cross-channel Dissynergies for
Multichannel Service Providers,” Journal of Service Research, Vol. 10, No. 2:143-160, 2007.

Fischer, E. and S.J. Arnold, “More Than a Labor of Love: Gender Roles and Christmas Shopping,” Journal of
Consumer Research, Vol. 17, No. 3:333-345, 1990.

Gill, T., “Convergent Products: What Functionalities Add more Value to the Base?” Journal of Marketing, Vol. 72,
No. 2:46-62, 2008.

Gotlieb, J.B., D. Grewal, and S.W. Brown, “Consumer Satisfaction and Perceived Quality: Complementary or
Divergent Constructs?”” Journal of Applied Psychology, Vol. 79, No. 6:875-885, 1994.

Harris, P., R. Rettie, and C.C. Kwan, “Adoption and Usage of M-commerce: A Cross-cultural Comparison of Hong
Kong and the United Kingdom,” Journal of Electronic Commerce Research, Vol. 6, No. 3:210-224, 2005.

Hirschman, E.C. and M.B. Holbrook, “Hedonic Consumption: Emerging Concepts, Methods and Propositions,”
Journal of Marketing, Vol. 46, No. 3:92-101, 1982.

Hong, S. and K.Y. Tam, “Understanding the Adoption of Multipurpose Information Appliances: The Case of
Mobile Data Services,” Information Systems Research, Vol. 17, No. 2:162-179, 2006.

Houliez, C., “When Non-store Meets In-store: Mobile Communications Technology, Servicescapes, and the
Production of Servicespace,” Journal of Customer Behaviour, Vol. 9, No. 2:201-220, 2010.

Huh, Y.E. and S-H. Kim, “Do Early Adopters Upgrade Early? Role of Post-adoption Behavior in the Purchase of
Next-generation Products,” Journal of Business Research, Vol. 61, No. 1:40-46, 2008.

Izard C.E., Human Emotions, NY, New York: Plenum, 1977.

Jones, M.A., K.E. Reynolds, and M.J. Arnold, “Hedonic and Utilitarian Shopping Value: Investigating Differential
Effects on Retail Outcomes,” Journal of Business Research, Vol. 59, No. 9:974-981, 2006.

Karahanna, E., D.W. Straub, and N.L. Chervany, “Information Technology Adoption across Time: A Cross-
Sectional Comparison of Pre-adoption and Post-adoption Beliefs,” MIS Quarterly, Vol. 23, No. 2:183-213,
1999.

Keen, P.G.W., R. Macintosh, and M. Heikkonen, The Freedom Economy: Gaining the M-commerce Edge in the Era
of the Wireless Internet, CA, Berkeley: Osborne/McGraw-Hill, 2001.

Kim, HW., H.C. Chan, and S. Gupta, “Value-based Adoption of Mobile Internet: An Empirical Investigation,”
Decision Support Systems, Vol. 43, No. 1:111-126, 2007.

Kleijnen, M., K. de Ruyter, and M. Wetzels, “An Assessment of Value Creation in Mobile Service Delivery and the
Moderating Role of Time Consciousness,” Journal of Retailing, VVol. 83, No. 1:33-46, 2007.

Ko, E., E-Y. Kim, and E-K. Lee, “Modeling Consumer Adoption of Mobile Shopping for Fashion Products in
Korea,” Psychology and Marketing, Vol. 26, No. 7:669-687, 2009.

Lazarus, R., Emotion and Adaption, NY, New York: Oxford University Press, 1991.

Lee, Y., J. Kim, I. Lee, and H. Kim, “A Cross-cultural Study on the Value Structure of Mobile Internet Usage:
Comparison between Korea and Japan,” Journal of Electronic Commerce Research, Vol. 3, No. 4:226-239,
2002.

Lee, M.S., P.J. McGoldrick, K. Keeling, and J. Doherty, “Using ZMET to Explore Barriers to the Adoption of 3G
Mobile Banking Services,” International Journal of Retail and Distribution Management, Vol. 31, No. 6:340-
348, 2003.

Leggatt, H., “Two-thirds of the Human Race Have a Mobile Phone Subscription,” BizReport,
http://www.bizreport.com/2010/02/two-thirds_of the human_race_have _a_mobile_phone_subscriptio.html,
February 25, 2010.

Levy, M. and B. Weitz, Retailing Management, MA, Boston: McGraw-Hill/lIrwin, 2008.

Mano, H. and R.L. Oliver, “Assessing the Dimensionality and Structure of the Consumption Experience: Evaluation,
Feeling, and Satisfaction,” Journal of Consumer Research, Vol. 20, No. 3:451-466, 1993.

Page 174


http://www.springerlink.com/content/l147232384ux/?p=2abdb1e57d0d44dfad534fc7049c330b&pi=0
http://www.ingentaconnect.com/content/westburn/jcb;jsessionid=4r470k2ijsit5.alexandra
http://www2.lib.purdue.edu:2184/science?_ob=ArticleURL&_udi=B6V7S-4P1G8WF-2&_user=29441&_coverDate=01%2F31%2F2008&_alid=1297045509&_rdoc=39&_fmt=high&_orig=search&_cdi=5850&_sort=r&_docanchor=&view=c&_ct=164&_acct=C000003858&_version=1&_urlVersion=0&_userid=29441&md5=481bc8291703e9632d13617d5c5634e4
http://www2.lib.purdue.edu:2184/science?_ob=ArticleURL&_udi=B6V7S-4P1G8WF-2&_user=29441&_coverDate=01%2F31%2F2008&_alid=1297045509&_rdoc=39&_fmt=high&_orig=search&_cdi=5850&_sort=r&_docanchor=&view=c&_ct=164&_acct=C000003858&_version=1&_urlVersion=0&_userid=29441&md5=481bc8291703e9632d13617d5c5634e4
http://www.bizreport.com/2010/02/two-thirds_of_the_human_race_have_a_mobile_phone_subscriptio.html

Journal of Electronic Commerce Research, VOL 12, NO 3, 2011

Mathwick, C. and E. Rigdon, “Play, Flow, and the Online Search Experience,” Journal of Consumer Research, Vol.
31, No. 2:324-332, 2004.

Nyer, P.U., “A Study of Relationships between Cognitive Appraisals and Consumption Emotions,” Journal of the
Academy of Marketing Science, Vol. 25, No. 4:296-304, 1997.

Nysveen, H., P.E. Pedersen, H. Thorbjgrnsen, and P. Berthon, “Mobilizing the Brand: The Effects of Mobile
Services on Brand Relationships and Main Channel Use,” Journal of Service Research, Vol. 7, N0.3:257-276,
2005.

Oliver, R.L., “Whence Consumer Loyalty?” Journal of Marketing, VVol. 63:33-44, 1999.

Pagani, M., “Determinants of Adoption of Third Generation Mobile Multimedia Services,” Journal of Interactive
Marketing, Vol. 18, No. 3:46-59, 2004.

Parasuraman, R., “Designing Automation for Human Use: Empirical Studies and Quantitative Models,” Ergonomics,
Vol. 43, No. 3:931-951, 2000.

Park, C., “Hedonic and Utilitarian Values of Mobile Internet in Korea,” International Journal of Mobile
Communications, Vol. 4, No. 5:497-508, 2006.

Park, J., S. Yang, and X. Lehto, “Adoption of Mobile Technologies for Chinese Consumers,” Journal of Electronic
Commerce Research, Vol. 8, No. 3:196-206, 2007.

Research and Markets, “Global Mobile Communications - Key Trends and Growth in a Challenging Environment,”
http://www.researchandmarkets.com/research/b18847/global_mobile_comm, October 5, 2010.

Roig, J.C.F., J.S. Garcia, and M.A.M. Tena, “Perceived Value and Customer Loyalty in Financial Services,”
Service Industries Journal, VVol. 29, No. 6:775-789, 20009.

Shih, C-F. and A. Venkatesh, “Beyond Adoption: Development and Application of a Use-diffusion Model,” Journal
of Marketing, Vol. 68, No. 1:59-72, 2004.

Shintaro, O., “New Perspectives on M-commerce Research,” Journal of Electronic Commerce Research, Vol. 6, No.
3:160-164, 2005.

Smith, A, “Mobile Access 2010,” Pew Internet,
http://pewinternet.org/~/media//Files/Reports/2010/PIP_Mobile_Access_2010.pdf, July 7, 2010.

Stephens, N. and K.P. Gwinner, “Why Don’t Some People Complaint? A Cognitive-Emotive Process Model of
Consumer Complaint Behaviour,” Journal of the Academy of Marketing Science, Vol. 26, No. 3:172-189, 1998.

Venkatesh, A., E. Kruse, and C-F. Shih, “The Networked Home: An Analysis of Current Developments and Future
Trends,” Cognition, Technology and Work, Vol. 5, No. 1:23-32, 2003.

Voss, K.E., E.R. Spangenber, and B. Grohman, “Measuring the Hedonic and Utilitarian Dimensions of Consumer
Attitude,” Journal of Marketing Research, Vol. 40, No. 3:310-320, 2003.

Westbrook, R. and R.L. Oliver, “Developing Better Measures of Consumer Satisfaction: Some Preliminary Results,”
Advances in Consumer Research, Vol. 8, No. 1:94-99, 1981.

Woodruff, R.B., “Customer Value: The Next Source for Competitive Advantage,” Journal of the Academy of
Marketing Science, Vol. 25, No. 2:139-153, 1997.

Wu, H-L., C-Y. Liu, and W-H. Hsu, “An Integrative Model of Customers' Perceptions of Health Care Services in
Taiwan,” Service Industries Journal, Vol. 28, No. 9:1307-1319, 2008.

Yang, Z. and R.T. Peterson, “Customer Perceived Value, Satisfaction, and Loyalty: The Role of Switching Costs,”
Psychology & Marketing, Vol. 21, No. 10:799-822, 2004.

Yi, Y., “A Critical Review of Consumer Satisfaction,” Review of Marketing, V.A. Zeithaml (ed.), American
Marketing Association Chicago, IL. pp. 68-123, 1990.

Yi, S. and Baumgartner, H., “Coping with Negative Emotions in Purchase-related Situations,” Journal of Consumer
Psychology, Vol. 14, No. 3:303-317, 2004.

Young, S. and Feigin, B., “Using the Benefit Chain for Improved Strategy Formulation,” Journal of Marketing, Vol.
39, No. 3:72-74, 1975.

Zeithaml, V.A., “Consumer Perceptions of Price, Quality, and Value: A Means-end Model and Synthesis of
Evidence,” Journal of Marketing, VVol. 52, No. 3:2-22, 1988.

Zeithaml, V.A., L.L. Berry, and A. Parasuraman, “The Behavioral Consequences of Service Quality,” Journal of
Marketing, Vol. 60, No. 2:31-46, 1996.

Page 175


http://proquest.umi.com/pqdlink?RQT=318&pmid=40519&TS=1271116053&clientId=31343&VInst=PROD&VName=PQD&VType=PQD
http://www.informaworld.com/smpp/title~db=all~content=t713701117
http://www.informaworld.com/smpp/title~db=all~content=t713701117~tab=issueslist~branches=43#v43
http://www.researchandmarkets.com/research/b18847/global_mobile_comm
http://web.ebscohost.com/ehost/viewarticle?data=dGJyMPPp44rp2%2fdV0%2bnjisfk5Ie45vOK4uvjRuvX54as2%2baH8eq%2bUa2prkewpq9Inqe4Sq%2bwsE2et8s%2b8ujfhvHX4Yzn5eyB4rO0Sq%2bsrk63qq8%2b6tfsf7vb7D7i2Lt6896kjN%2fdu1nMnN%2bGu6qvTbSssUmynOSH8OPfjLvc84Tq6uOQ8gAA&hid=9
http://pewinternet.org/~/media/Files/Reports/2010/PIP_Mobile_Access_2010.pdf
http://www.springerlink.com/content/103534/?p=93f9726ec7e94fb689c9ae09654219dd&pi=0
http://www.springerlink.com/content/wlqhejra1ejn/?p=93f9726ec7e94fb689c9ae09654219dd&pi=0
http://web.ebscohost.com.login.ezproxy.lib.purdue.edu/ehost/viewarticle?data=dGJyMPPp44rp2%2fdV0%2bnjisfk5Ie45vOK4uvjRuvX54as2%2baH8eq%2bSa6lskewpq9InqevUrGpuEu2lr9lpOrweezp33vy3%2b2G59q7TbKut022r69JpOLfhuWz44ak2uBV4OvmPvLX5VW%2fxKR57LOxTbOusEmuqaR%2b7ejrefKz5I3q4vJ99uoA&hid=106
http://web.ebscohost.com.login.ezproxy.lib.purdue.edu/ehost/viewarticle?data=dGJyMPPp44rp2%2fdV0%2bnjisfk5Ie45vOK4uvjRuvX54as2%2baH8eq%2bSa6lskewpq9InqevUrGpuEu2lr9lpOrweezp33vy3%2b2G59q7TbKut022r69JpOLfhuWz44ak2uBV4OvmPvLX5VW%2fxKR57LOxTbOusEmuqaR%2b7ejrefKz5I3q4vJ99uoA&hid=106
http://www.jstor.org/action/showPublication?journalCode=jmarketing

