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ABSTRACT

The purpose of this study aimed to explore the service demand of users on the data
transfer and web surfing to the mobile broadband service website. We conducted
task-oriented usability test to investigate the possible suggestions for the intangible
service characteristics in the interface design. The researchers used literature review,
focus group interview, and utility valuation method. Three stages were planned in
this study. In the first stage, the typical task should be planned during the focus
group interview. In the second stage: we conducted the main usability analysis to the
mobile service website interface “emome” of ChungHwa Telecom, the largest ser-
vice provider in Taiwan to understand the problems of service interface via scenario
simulation and typical work. Thirdly, expert evaluation was performed at the 5 main
mobile service websites in Taiwan including emome of ChungHwa Telecom, imode
of Far EasTone Telecommunications Co Ltd. and KG Telecommunications Co Ltd.,
Catch of Taiwanmobile, Pan-Asia, and EASTCOM, MiMi of PHS, and Qma of
Pan-Asia Broadband Wireless to suggest the interface of mobile service website so
that we can understand the reason why users felt the utility or service not good
enough when using the interface. We have the following conclusion: 1. With the
coming of digital age, the corporate websites not only offer data surfing but also of-
fer more diverse channel to provide customers real time. Moreover, it effectively
reduces the complaints of customers. Online customer services have the positive
satisfactory effect, but the reaction time is still important. 2. The website is a touch
point of service. The smoother the communication channel is, the higher the recog-
nition degree of users on service quality of corporate expresses. 4. The performance
of function of interface, performance of vision is proportional increasing the good or
bad service quality to the customers. The company can effectively enhance the ser-
vice quality of company and reduce the cost via the interactivity of interface. 5. The
service-oriented interface design shall pay attention to the interactivity of visual and
functional operation to avoid visual confusion caused by too many messages. The
best customer service shall be applied the menu list or the pull-down menu for the
most frequent service at the main menu. 6. Services provided by service website
shall focus on the niche to attract users to use when using data discovery. The more
comprehensive the customer service provided by the company, the much lower the
degree of depress the users suffered. It can be reference for future research and the
company’s direction of constructing service system.

Keywords : service quality, service design, user interface

Shu-Ping Feng, Jen Yen and Hsing-Sheng
A Study of Usability Assessment on Mobile Broadband Website S

uli





