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Measuring User Satisfaction in Mobile 

Portal
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Abstract 

The maturity and population of wireless communication technology soars the number 
of mobile internet users , and drives the development of mobile service. Mobile portal is a 
critical part of mobile service value chain, nevertheless, there is a lack of applicable quality 
measurement scale for mobile service. Therefore, this study focuses on the development of 
the measurement of mobile portal user satisfaction. 

This study integrates system quality, information quality, service quality, and mobile 
value, and develops original items for measuring the user satisfaction of mobile portal. 
Besides, it develops corresponding items from original dimensions. And this study use 
Internet questionnaire to perform the verification of items. 

According to the developing process of scale, this study purifies scale. After this 
process, it develops a scale including thirty-six items and six dimensions. Through 
reliability and validity analysis, it also proofs that the scale can be used to measure the user 
satisfaction of mobile portal. 

Keyword : Mobile Portal, User satisfaction, Mobile value.
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��YÎkM/��B ×YìíM/��s

Ø¡ô#õöSÄöBô#Æ:WX^iÄ�ô#WXA`°WXSÃ7�B×

Æ:S¦Ô^�aQ<Å���iÄ¦�<SxÄ^sPitt, Watson, & Kavan L1995M

T¤!ÓBS*+'Ó=¡z=ô#Æ:SMÍB×½ã`°S<ÐB��Wuh`

°Í£Ï�ô#Æ:¦�S¾gç�B>�¶~�S¾g¦Ô^���s��B�W

u`°Í£Ëô#Í£AÆ:Í£�:���Æ:S¦ÔA¦Ô^���s

DeLone & McLeanL2003M�æô#õöS¡ÄBh 1992�,Wu�Sô#Æ:

¦�µ: �m¤BYÒiÏ Pitt, Watson & KavanL1995MSÄ�Bh`°Í£��

ô#Æ:¦�µ:�B�`°Í£ØÙÉM�ælË\IlA�Ìls��BDeLone 

& McLeanL2003MhÎk��%ìí��\ �÷o9B>÷o9{³¦Ôô#Æ:
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,��ç��]¥9s��B�D�E¦ÔKë>¾gB��Ä�Nz�Á=çÃB

´>ÔE¦Ô�òK»�ø{}�s

t DeLone & McLeanô#Æ:¦�µ:S}ª´>}¬BØ¡ô#õöSZ�B

ô#Æ:,��S7�>wWXS`°��>¡iÄB��Bô#Æ:¦�µ:æ?

ÙØ¡ô#�� >×Ï,Ö�BVD�¶~�S¾g¦Ô^���sY=~TSô

#Æ:×�B´>ÔÆ:Í£Ëô#Í£A`°Í£ �¦Ô^���S¾gBHÜ

a9*+Y���Õ23S��à¯¦+%�Ö´>}¬B��`°D�WX¦Ô^

Z�=~Tô#`°S¾PLAnckar & D'Incau, 2002MB~Tô#Æ:���¾g}�

tR~��F�OPB��B��~TlS¾g}��Bæ?Ù�­��¾PS}�B

>h��`°ïÉç¾PÏ�Dgs�\>ºB9*+WuÆ:Í£Ëô#Í£Ë`

°Í£A��¾P»����Õ23¦Ô^���g³S��}�B>¶��S7�

¾g���Õ23¦Ô^���s

�
./01

3.1*+¡�

a>ºà¯¦+´�B���Õ23_Ï��ïÏSÉlB���Ü����Õ

°zÙS�éç~BHÜBÆÇü�Ï~Î�!S���Õ23S¦Ô^���¾g

�_B��B9*+Ê�>���Õ23�¸¶B}ª���Õ23¦Ô^���g

³sË"B¯t�Å%¦+ÓB��à¯B
�u���Õ23¦Ô^���ç}�B

{v©3�!S}�H����Õ23¦Ô^���g³ç��}�B^©5Ñ}�

S
�>w��g³Aà¯BÄ!ÑÎ��}�S¸JB��ÝY���Õ23ç¸

¶�>m�àq>w�
g³S zAiÔçü�B^t��M)N�$^A*+/

>w���Õ23ç¦Ô^ �Ç@B�\g³S�!lsÇ@~¦+B�
¸¸}

ß�z{v �ô0õ}s¸¸��+ �¸¸� S§¡BË" �Ú�%¸JÐ

�B�\��¸¸Ú��\$^v¿B>wù�Z��ç¸JB���ju� +g

³ç}�B^¦Ô Item-to-total correlationA Cronbach’s alphaP �Ú�ç¥IB�

+B �QÊo�Ëov�îo�AÄ}o�B�·� +S¸¸_À~
��çÚ

�Ao�s
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3.2}�
�%¾g

�\>ºà¯¦+B9*+h���Õ23¦Ô^���Ì�
��E¦Ô��

�Õ23+,M/Z���S�\lÁ¦�æB��æ�6�K}�,��Ks��

}��� DeLone & McLeanL2003MWuSô#Í£ËÆ:Í£Ë`°Í£�B�­

E��¾PK}�Bh��ÉlY=¦Ô^,��S��Ï�D�B>¶��S7�

Ä}E���Õ¦Ô^���g³Ks

3.2.1ô#Í£LInformation QualityM

DeLone & McLeanL1992Mhô#Í£
��EYô#Æ:MuS/¾K"McKinney, 

Yoon, & ZahediL2002MÕÔ DeLone & McLeanL1992Mç
�B[\23¸¶*+

¸¶hô#Í£m¤
��EÅvY=23ºô#÷¬S·�BÉM´äülËÚ³

lAÏÔlK"9*+Y=ô#Í£S
��E¦Ô^Y=���Õ23ô#÷¬S

·�BÉM´äülËÚ³lAÏÔlKs

9*+iÔMcKinney, Yoon, & ZahediL2002Mô#Í£S¾g¸JB{vÑ>�

�Sm¤s

3.2.2Æ:Í£LSystem QualityM

DeLone & McLeanL1992MhÆ:Í£
��Eô#Æ:9lTÙoDS/¾KB

DeLone & McLeanL1992M¶ ~>Sþ§Æ:Í£Aô#Í£S?¡BÆ:Í£Ü

O=��+,Bz�N=ô#Æ:9l"ô#Í£ÜO=a�+,BÕÖÆ:÷¬S

ô#%�TCS9���S��s

McKinney, Yoon, & ZahediL2002MhÆ:Í£
��EÅvY=23Nô#jQ

ATÙ©o³¬S·�K"9*+�hÆ:Í£
��E¦Ô^Y=���Õ23ô

#jQATÙ©o³¬S·�Ks

9*+iÔMcKinney, Yoon, & ZahediL2002MÆ:Í£¾g¸JB{v©Ð��

�Õ23¸¶Ñ>��Sm¤s

3.2.3`°Í£LService QualityM

DeLone & McLeanL2004MY`°Í£S
�E¦Ô^a`°WX^,Q!S�

ÂÍ£KB9*+ÕÔ�
�{©���Õ23ç¸¶�>m¤Bh`°Í£
��

E¦Ô^a���Õ23`°WX^,Q!S�ÂÍ£Ks9*+iÔ DeLone & 
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McLean,L2003MS`°Í£}�s

3.2.4��¾PLMobile ValueM

��¾PÜ~Î��S�¹B.�à¯{¨Ï�
S��¾P¾g}�LúÂ

¬B2003MBúÂ¬L2003M�#}ªÓ��¾Pç¾g}�BWu´ClLreachnessMË

ö¥lLconvenienceMA©lLflexibilityMH���¾P¾g}�B?×Bù3Q�

��Õ23WXSô#%`°%ÓB�LÏý#SÄ¡BáÍÓB��23tRWX

S`°BÆÇ���Õ23¬#´>WX��`°B���
q`°s��B9*+

z��ÖA�Å��à¯B6�}ª��¾Pç¾g}�%¸Js45à¯¦+B9

*+h��¾P
��E¯t��Á+ïÉSÉlB�¦Ô^�õÉ�ç8�B×,

��Spè¥z¥9KBt
�´�B��¾PrV¯tÞ\É�8�>w��Él

×÷¬B��B9*+òÐúÂ¬L2003M}ª��¾P}�S�zBh����¾

PSÉ�8�%��Él�FÞ\B{vh�i�¦��¾PS}�s9*+iÔ

Anckar & D'IncauL2002MWu����¾PS�yÁ=L�é�öl8�Ë6}l8

�ËÔÆl8�Ëo�l8�A��l8�M>w9*+�ÖS���#ÉlLt,

ZNËö¥lË
qlËDÀ34lATÖlMB>Ãhþ§Ñy8�çÃBÑv:

S��Él�èM/¾P�

1. �é�öl8���mn�æ}/�B¦Ô^�M/~�ô#]`°S8�B�

��ºÚ~�SÎ¾ô#s��t,ZNAö¥lSÉlB�¦Ô^Na�~T

È�L���eùMS��B×?´>ÒÓ�öá�S��DÀB~�SjQ�

�ô#]¦Ô`°B!~�õmn�æ,|}S8�s

2. 6}l8��¦Ô^S8�Ï��6=679l×��<�æB���Ã�ûps

��St,ZNAö¥lÉlWX¦Ô^´>Npè�öpè	�¦Ô��`

°]HQ��ô#B>�õ¦Ô^6}l8�s

3. ÔÆl8��¦Ô^ÒÓ��St,ZNAö¥lÉlB´>�¦Ô^Ø�

4. Ø	�õ�ÔÆl8�s

5. o�l8��¦Ô^´>ÒÓ��St,ZNAö¥lW*¦Ô^S/MfB�

¦Ô^´>Né2/ÈSHüB¥Ô��`°~¦�w�!B¦Qo�W]s�

�STÖl´>�¦Ô^T�]5�É
()QS��º2¦Ô^B�ÉlL´

>�õ¦Ô^o�lS8�s



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

130 �����	
���
�����
�

6. ��l8����St,ZNËö¥lA
ql�¦Ô^´>ÒÓ�öá�S�

�DÀBjQ¦Ô^ÆÇ,N	B{vHQ,N	S��ô#]`°s

aº�¦+´>}¬B��SEt,ZNKËEö¥lKËE
qlKAETÖlK

ÌÉl´>�õ��º2¦Ô^É�8�B��ÆÇ���Õ23SETÖlK�D

ü�,wB��B{Zh�ÉlÏ���¾P}�SòD"EDÀ34lK%���

�¾PS�yÁ=ºt�B���ZÏ�}�s�+B9*+>Et,ZNKËE
q

lKAEö¥lK»���¾Pç¾g}�òDB{v©Ð�
�}ªÑ}�ì\ç

¸Js

3.2.5¦Ô^���

9*+h¦Ô^���
��E¦Ô���Õ23+,M/Z���S�\lÁ

¦�æKB¾gS¸JÉM�S1.xY�Î23ý��sS2.x·��Î23Ü¦�Ss

S3.�Â×�B�Î23�\xS3�sS4.x����Î23îxS¼î¼¼sS5.x

h�$�¦Ô�Î23s

3.3¸¸Ds

9*+iÔS*+�R�ÖºLsurveyM*+Rs9*+>ô#Í£ËÆ:Í£Ë

`°Í£A��¾P»�¾g���Õ23¦Ô^���ç��}�s9*+òD

McKinney, Yoon, & ZahediL2002M¾gô#Í£AÆ:Í£ç¸JA DeLone & 

McLeanL2003MWu`°Í£ç¾g¸JB×��¾P<ÐB�ÜòDúÂ¬L2003M

}ª}�ç>?Bt9*+6�}ª��¾P¾gç¸Js

N#Ó���Õ23çÁö �¸JSa�i7+Btô#|ÖM)N�Ëô#

|Ö*+/A���Õ23¦Ô^ �Ç@�HB©5�Ä�h¸¸�a�ZqS¹

Æ �m¡B>Þß¸Ja�Zq]M/ZÀçÁ=s���Õ23¦Ô^����

�g³�:Ï 39è¸JB�³ 3-1,´s

9*+¸¸ÉMx<Ð�<~<Ð¾g���Õ233�Í£B<­<Ð¾g�

��Õ23·�Í£B<Î<Ð¾g���Õ23�Â���B<x<ÐÚ¸Îk�

9ô0B��Îkô0�ºiÔ Likert#�ü� �¾gs
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³ 3-1 ���Õ23¦Ô^�����g³
d³d³d³d³

Q1. ´µ89�¶·�¸¹º»�6
Q2. ´µ89�¶·�¸¹\��6
Q3. ´µ89�¶·�+b¼½�
Q4. ´µ89�¶·�¾¿�6
Q5. ´µ89�¶·�ÀX�6
Q6. ´µ89�¶·�ÁÂRÃ�6
Q7. ´µ89�¶·}ÄÅÆ�fÇÈ�6
Q8. ´µ89�¶·}ÄÅÆ�fÉÁ�6
Q9. ´µ89�¶·Ê�ÄËÀÌÍ�6
Q10.´µÎÏÐÑ¡%ÒÓÔ¶Õ6
Q11.´µ�Ö×Ø�fÙ�6
Q12.´µ�ÚÛ�Ür�6
Q13.´µ�ÝÞ�=�ß+à��áf~1Í�âã6
Q14.´µ�ä^�ßfåæ�6
Q15.´µ¾:çÄ¸¹¡èéêë�ìÎ6
Q16.´µíîï(>ð/ñð)ò�óô��6
Q17.´µ�õ¸�fö�6
Q18.´µ�õ¸�|�î÷ö�6
Q19.Ä¾:ß¸¹¡í´µõøùÝÞ6
Q20.úëÍû��üý�ÄþÎÏèéÄêëÍ�ìÎDõ¸6
Q21.´µ�n�������6
Q22.´µÎÏÐÑ¡��ÄêëÍ�õ¸6
Q23.´µÎÏÐÑ¡�/ÄêëÍ�ìÎ6
Q24.´µ�y�	ÎÏÐÑY?Ä�ë
6
Q25.Ä��
E´µ��j�6
Q26.Ä��´µ�y�	�������6
Q27.´µ��y�	��YZÄd��Î�6
Q28.´µÎçÄf����îð6
Q29.´µÎ��õ���Ä�÷ö6
Q30.´µÎÏ89Ä����y�6
Q31.íÃ�V��Ä�¾: oÄ�ë

E´µ6
Q32.íÃ�¡ü�Ä�¾: oÄ�ë

E´µ6
Q33.!EÃ�'"×J;<�Ä�¾: oÄ�ë

E´µ6
Q34.´µÎÏÐÑ¡#$Ä�êí¡6
Q35.´µ¾: oÄ�êí¡�89�fÉÁ�¶·6
Q36.´µ¾: oÄ�êí¡�89%r�y�6
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Q37.
E´µ¾:çÄ&'V�6
Q38.
E´µ¾:çÄ&'�(6
Q39.
E´µ¾:çÄ)*+,!6

ô0�/�9*+�Ö

3.4¸¸ ��z

9*+ë9ØÙÜÝY���Õ23¦Ô^ �¯Il*+BN¸¸�Ú¸öu

^Ü��#¦ÔÓ���Õ23>w34�<¦Ôç���Õ23B>^�¥IÜ�

�9*+ç*+Y�s

*+¸¸¦ÔMySurvey,WXS÷º¸¸Æ:Lhttp://www.mysurvey.tw/MBN 

Q�#ç BBS í�×ýý¯«þLtelnet://ptt.ccM �¸¸}ßB>¦ÔÓ���Õ

23S¦Ô^�öuY�B��J�öu^rVöu~�VDß�¸¸B�W]öu

�
Böu~�^´HQ p�LpttºS�;Ý�M{v´>ò��éô�Bz�öu

]Üto¸¸h�Ñ>ù�Z_Ïô�ô s¸¸���·Å� 155·BN#Óô0

�Ö%�3+Bh�<öu��u�>wöuZ~�S¸¸��+B�:Ïo¸¸�

152·BÏo¸¸���� 98.01%B9*+>¦ÔÓ���Õ23SÏoë9��^B

 �¯I*+s

3.5ô0Ð��R

9*+h¦Ô SPSS 18.0  �þ�:sÐ�ËÚ�Ð�Bs½ item-to-total 

correlationA Cronbanch’s alphaBÔ>ù�Z�\S¸JLCronbanch, 1951MB^ �

¦¬l�9Ð�¥I9*+g³S�9Þ}B{¦ÔØ¦·Ð�Yë9 ��jS�

H>wo�ç¾gs

2
./#3

4.1kÕ:sÄÅ%��2�¦ÔÁ=çÐ�

öu^Îk�9ô0:s�³ 4-1,´s9*+öu^S�	L�ÐJ� 44.08%

A 55.92%BlJÐ�§y"��Ð�> 21. 25
��,ûL��ÍL50.00%MB�

� 21
! 30
S��û�,Ïöu^�S 73.68%"öu^S±���ØÙÐ�=#

N£�L64.91%MA
.L30.99%Ms

öu^¦Ô��2�`°Á=�³ 4-2,´s¦Ô��2�`°�ô 1�>ÃS
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¦Ô^û�öu^#¦L70.40%MB�Á=% Q��º2}ª¬¾#$��"¦Ô

F���Bñp¦�L65.79%MS¦Ô^éÅ¦Ô��`°ôÓ~�B¨´¦Ô^#

<¦Ô��`°BÜ9*+�\S*+Y�"öu^�<¦ÔS���Õ23>��

oÚ hami ûSL��]L42.76%MB��� YahooåæÜL30.92%MA��#d#

match  @2L15.13%Ms³ 4-3 Çu¦Ô^�<¦ÔSÇ 15 J��`°B��>�

}oÃPæ�Ík¦ÔB����j�¿A«N|�s

³ 4-1 öu^Îk�9ô0:s
�-.=�-.=�-.=�-.= ³/³/³/³/ �0�0�0�0 123123123123

��
4 67 44.08% 
5 85 55.92% 

�6

157:% 1 0.66% 
15-20 26 17.11% 
21-25 76 50.00% 
26-30 36 23.68% 
31-35 12 7.89% 

367:ò 1 0.66% 

89k�

:�;:% 5 3.29% 
�<=> 102 67.11% 
?@ 44 28.95% 
A@ 1 0.66% 

ô0�/�9*+�Ö

³ 4-2 öu^��2�¦ÔÁ=
/B´Cy�/B´Cy�/B´Cy�/B´Cy� ³/³/³/³/ �0�0�0�0 123123123123


EDE

*F
E�¶-

6��*~G-:% 63 41.45 % 
6��-1�*HI- 44 28.95 % 

1�-2�*HI- 27 17.76 % 
2�-3�*HI- 8 5.26 % 

3�:ò 10 6.58 % 

EJK L� 3g*G-:ò 46 30.26 % 

L� 1-2g 25 16.45 % 
LM 2-6g 29 19.08 % 
LM 1g 9 5.92 % 
L7M 1g 5 3.29 % 
L� 1g 12 7.89 % 

N�L� 1g 26 17.11 % 
OPE�

/BQ-´µ

��KR hami 65 42.76 % 
YahooRST 47 30.92 % 
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 U�V� matchW]´ 23 15.13 % 
XYKR iSmart 7 4.61 % 

_Z 10 6.58 % 

ô0�/�9*+�Ö

³ 4-3 öu^�<¦Ôç��2�L�3M
³/³/³/³/ �0�0�0�0 123123123123

[�K\]ã 91 59.87% 

»��^ 80 52.63% 

_`ôa 60 39.47% 

CG¶· 58 38.16% 

+·y� 54 35.53% 

(b¶· 46 30.26% 

cdef 37 24.34% 

gVG· 35 23.03% 

hi¶· 34 22.37% 

%Ò/ñ�df 32 21.05% 

���y� 30 19.74% 

)*¶· 29 19.08% 

/©j/kty� 27 17.76% 

lm*B 20 13.16% 

nKZo 18 11.84% 

F�©kÅeü"ô0�/�9*+�Ö

4.2��¸¸Ú�%o�Ð�

Ú�Ü@g¸¸S~$lA�
lS�zsN��¸¸SÚ�¥IB9*+iÔ

Cronbach’s alpha»�Ú�S/g�zBCronbachL1951M·� Cronbach’s alpha#=

0.6 {³¸¸SÚ�Ü´56S"NunnallyL1978M�Ä� Cronbach’s alpha ÙN 0.7

>ºV½Ü´56SOPs9*+��¸¸S Cronbach’s alpha� 0.978B�\$^ç

v¿B´yu9¸¸_Ï��]SÚ�]¿s

N��¸¸o�<ÐB9*+> DeLone & McLeanL2003MSô#Æ:¦�µ:

��^B�\��¾P��à¯}ª×¦B��g³¸JòD McKinney, Yoon, & 
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ZahediL2002MËDeLone & McLeanL2003MÌ$^ç*+B��B9*+�tô#|

ÖM)ç$^A*+/>w���Õ23¦Ô^ �Ç@B��B9*+��¸¸æ

?_Ï~
SQÊo�s

4.3¸¸� Ó�

�~bwhÝYõ}Së9 �¸¸� B>}ª���Õ23¦Ô^���g

³sCronbachL1951M·�s½ item-to-total correlationPA Cronbach’s alphaPB´>

ù�Z8Ùç¸JB¦@g�_¶�� �B��B¸¸� S<~>?BÜY��

¸Js½ item-to-total correlationB��Rs½¸J%�K�}�S¸JçöS��â

ÅBÌ item-to-total correlation¢= 0.4SÛB{³?¸JtR%�K¸J:�³´�

~}�B��æ?h�¸JÑ>ù�LEdvardsson, Larsson, & Setterlind, 1997Ms#s

½Þ�B��¸¸ 39¹S item-to-total correlationº#= 0.4B× Cronbach’s alpha�

]= 0.7Bº�\$^çv¿LNunnally, 1978MB��9§¡Zù�pè¸Js

¸¸� S<­>?Ü ��9Ð�Lfactor analysisMsN ��9Ð�çÇB"

¥Ôjë��lgÅLKaiser-Meyer-Olkin, KMOMSâÅ��Ü��\ ��9Ð�B

9*+��g³ç KMO P� 0.939B©Ð KaiserL1974MSv¿BKMO P 0.9 >º

ç�9Ð��\lO=N£B��B9*+ç��g³�\ ��9Ð�s

9*+iÔ¦¬l�9Ð�Lexploratory factor analysis, EFAMB¥Ô SPSS�SØ

¦·Ð�RLprincipal components analysisMB[\ varimaxiyR� �¦¬l�9Ð

�S�Hs9*+iÔ�>ÃÎÎ�±��� ��9Ð�LStraub, 1989; Hair, 

Anderson, Tatham and Black 1998M�

1. ¦ÔÉ�PLeigenvalueM#= 1S��s

2. ¦Ô ��9}�La simple factor constructMB~�ù��9å�gLfactor 

loadingMb= 0.5B]ÜNáÎ�9º#= 0.5S¸Js

3. e�}$Ï�~¸JS�9s

<~��9Ð�SÞ�B#º�S�±���v¿B}¬ Q21ËQ25ËQ30 Z�

\v¿B��rVÑ>ù�Bç+^ ~>h�K¸J �<­��9Ð�s

#Óá��9Ð�+´�jpÎ�9B�pÎ�9}¦�Ã�<~Î�9S¸J

ÉÊ23{jlË¤ÔlË'(lA�ælB��¸J8%��239lSÍ£��B

��9*+Ê�°ç�E��23Í£K}�"<­Î�9S¸J%��}��Sô
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#Í£~��\B,>B��9iÔ��}�çÇ°Bh<­Î�9}Ç�Eô#Í

£K}�"<ÎÎ�9ÉMS¸J�6=��¸J�SEÔÆlKAEö¥lKB�

�h<ÎÎ�9}Ç�EÔÆö¥lK"<xÎ�9S¸Jº%v`kÅ>w�Ìl

��B,>h<xÎ�9}Ç�E`°�ÌlK"<�Î�9A<pÎ�9,ÉÊS

¸JBÑJ%��g³�SE
qlK%Et,ZNK��B��B�Ô�Ç°h<

�Î�9Ç}�E
qlKB<pÎ�9}Ç�Et,ZNKs

tº�Ð�B´�� S���Õ23¦Ô^���g³´�jupÎ�9��

�23Í£Ëô#Í£ËÔÆö¥Ë`°�ÌË
qlAt,ZNB¨ø¸J�³ 4-4

,´s

³ 4-4 �9%�¸J
pqpqpqpq d³d³d³d³

pq'&

/B´µr
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