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[Abstract]

OTT(Over The Top) platforms are vying for market dominance by offering personalized services to retain users. Previous
studies have primarily focused on strategies to enhance OTT service satisfaction. However, this study aimed to identify user
concerns regarding OTT services and suggest methods to mitigate these concerns. The study’s hypotheses were derived from
previous studies on subscription economy and online communities. The sample included 350 adult OTT users. AMOS 22.0 and
Process 3.1 tools were employed to test these hypotheses. The results showed that platform support related to service diversity and
technical support reduced users’ lock-in and privacy concerns, thus influencing their continuation intention. Furthermore, users’
social interaction had a moderating effect on the concern factors, also influencing their continuation intention. This study offers
strategies for OTT platforms to consistently retain users by suggesting conditions that mitigate concerns, which are the primary

reasons for decreased user retention on OTT platforms.
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A A= OTTE S Zax= %%’31 o]-&3t 4 3l 3], A5 o83l = AT Aol FosleE 2%
=02 A&3Iqit) tvte] s Thdd Park & ATellA] & AAE APt =3, HF A" SHAES M XA}
g5 =Esi3eH[2], “(DDD) A= *]»&6 = OTT+= &v} AFshs A 28 Wol tiste] “FAIsHAl A jEgkoH,
EX, PC T t¥st 71718 &3l o888 = J&7, “(DD2) o1& 371k ANE 2 Ao Hsiel) 53], 271 o
A g AHSHE OTTE 54 71719 dAIgle] 3l g A OTT AH|&=E o]&3laL = AbE flal, 71 A A8-3f
H|AE o] 88 4= 9l8”, “(DD3) A7 AHE-dh= OTTE F4 £ OTTE 7|Fo2 Aol #osl=F ohsisint
oF A|7be]] A o] 83t 4= 9l 02 H-83¢ T g FEL 35070, T =2 EAL F 19 A
714 A9 Ragu-Nathan & A7 lA 35 =%3} Aletelt. SEArEe] A48 vlE2 T oido] Aok
gom[21], “(TS1) A= AHES= OTTe 174 <] AlE/
A o)X= 7% FAlol thste] WA Fist’, “(TS2) E1 =2 EM
A3 AFRE= OTTY 2 2|9 AlE/Ado] A= EA A Table 1. Characteristics of samples
o] 7}%% ", “(TS3) x]:h /\}\Q.O]_# OTT/] u X]% 41_]151/ Demographic Categories Frequency | %
sllol = Al A agel w=ol) SHE o= 83 Gender vale S T
qﬂ a—‘_] 'Clz“:/q Kim & < oﬂ:fLOﬂ}v‘ T'?Tfio’% E%é‘].%‘\_?_tl:] [9], 21 - 30 38 10:9
“(LC1) A& AREER= OTTY Alek 717k & v& OTTE A Age 31-40 121 34.6
B3] of Fael gk 27t 257, “(LC2) A= AHE- 41-50 123 351
> 50 68 19.4
= r = ro. 1
k= OTTY] Ak 713 5 AYRS 27] X ul, A4 University Student 12 3.4
E4o] 987, “(LC3) A= AHg-3k= OTTY Ak 713t = Job House Wife 28 8.0
o 2o 270 Aok 71512 =1 0p7) deE’ o= 28 ° Office Worker 256 731
— Others 54 15.4
At} s o= Z o DEO g
A ie}ohﬁ/\] NS Pavlou 2 3?011/\1 el = st Netflix 246 703
[10], “(PCD) A& AH&3= OTTE A A 5 71 Recently Used Coupang play 195 556.7
ol ARE QP “(PC2) AT AFEE= OTTollA A A} oTT TVING 142 40.6
= = on « (Duplicate Disney+ 83 23.7
&5 N BRI =l Ths ol 9w, “(PC3) A= A Response) Wove = 50
3= OTTelA 24 AR 5 7j9l Arst 43 ALgd 5 9 e 2 56
tha Azksl o 2 A3l Tt A4 o] == Menong] <At Mobile 152 43.4
A S E=Eeler (6], “(CID) v OTTE TdsiA Using Device gmirt Pad NotebooK 2; 12?
o A& AFe] OTTE AHEE <l gol 2187, “(CI2) e O e
U o2 gitio A5 ARRShs OTTE AR A7, Under 2 Million Won 59 16.9
“(CI3) U= oz % XF AFE3l= OTTE AS o] 83 A 2~4 Million Won 148 42.3
OU]wQE 1’1—9—6‘]—0:‘\:]— }‘}ﬁ Z:} ’5]'.6_3}%7‘3% Menon‘q} O‘i:F'oﬂ Monthly Income 4~6 Million Won 91 26.0
. e . L L 6~8 Million Won 25 7.1
A FEs EEsIer (6], “(SID) ve AT AREshE Over 8 Million Won 27 7.7
OTTE I+ 2 5857 lr:,] dh=d 83k “(S12) U= Total 350 100.0

http://dx.doi.org/10.9728/dcs.2024.25.5.1205 1210



o, 1}o]= 30~40th7} 71 ke

Aoz Yepslth SHA
o2
227} 70% o)/dol e, uklat TV

2o

A Ao eptth 2 o83 OTT ZHFS UE
2 5830 GAS

=2 = O

=0

FH R Aoz el

V. 72 43

REO

E"] e

OTT AREAL 2tel ! Z2|0[HA| P2 2Fek AH[A CIFM, J1s X[, J2(10 AlelA dExi8d ol gt

, A7Rlo] 70% o]/d<l

200~600%F 4 Ale]7k
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4-1 M2|d Y EfEd 324

Ao S W 54 v v dEoE 4
o] gt} aHE R, B Ay 5 BB WRE FE)
33 4= lEA] 213 eFdAd B4 skSiTh

A4, NZA(Reliability) & 28 W4E WHEz oz =4
oo FEA e AHE AXEEAE S5 A=A
[28], ¥ 919 SPSS 21.0 H7]1A] W A E2nts eajel] 4l
g4 221 7S A8t

AEA B AdgdTE 48 Bl digk 574 B35
0.7 ¥r} & F#nks 4 ghs BAe 2lS a-erh(28]
A FA Ay § 29 o, BE W4} 0.8178Y

E 2. BT & AMElY Zot
Table 2. Result of construct validity and reliability

F A0Z e S BAg oz ERIES]

S5, BP9 (Validity) & 243134 3h= 714
Al SAHJEAE FRleh= 3oz =1
25E A A SAHASAE Glse [T
(Convergent Validity) @} <= 7tol] xpo]7} H&ka}A] 435}
A5 gQlskE ¥ el (Discriminant Validity)S %
3 2448 gl elgAd-S AMOS 22.0 37]%¢] &<l

[e]

T =1

o} mele] Ak v4/df = 1.629, RMR = 0.050, RMSEA
= 0.042, GFI = 0.931, AGFI = 0.905, NFI = 0.951, =g
I CFI = 0.9802.2 LpEpstr), A7+ RMR, RMSEAE
0.058TFsrom 1 9] 3= 0.9 & A8 a3t} v}
g g Ile] =x7F vha W et AAAQ1 Mgl A A 7t
s A5 B A &8 5 deS AlAET29]. A

Constructs | AW Cronbach’s | ~pp e 18}%], PEiE Aol BE AR 2 ), 2b
Estimate | Alpha S ZpIvkaL Adeie30]. Ak & 33 ton wiE
CD3 |0.869 WG] FAAGTE Hit g AR 2R o R v
CD |CD2 |0.842 0.871 0.821 0.605 Bl W2 7o) 2P Alo] EAJE S srelslit)
CD1 |0.791 ’
aga, 2 dAqte FEUHHEY(Common  Methord
DD3 |0.826 Bi ol== slolglad T olers A AJHe|| v
DD |DD2 |0.838 0.860 0.817 0.599 aS)ALT’;EﬁL_ }M?' H_O _] s A
DD1 [0.798 A2 S SAHAY A, A A T o3 T =
153 |0.887 o] o] Wisldt 7 &S AA g AR, MPATE TF
TS |TS2 [0.889 0.906 0.869 0.690 WHHEe] S d 71EE ohdst Bl A AABIATE i A
81 |084r = dubo g A4EE v FEUHEL e uedag
LC3 |0.813 o} e FEake] hedE mulR)e] 212 g 21
2 |0.91 . 84 . G = _ -
S (e P R RS wegsha, 54 wrol] Bl 2018 AA B A4}
E 3. HE ElEN Zot
PC3 |0.824 Table 3. Result for discriminant validity
PC |PC2 |0.890 0.868 0.829 0.618
PC1 |0.780 Const 1 5 3 4 5 6 7
—ructs
cl3 |0.873 cD | 0.78°
o |ci2 |0.895 0.914 0.880 0.710 DD | 61~ | 0.77°
ci |0.880 TS | .62 | .493 | 0.83°
313 0.872 LC -.58" | —.48" | -.55"" | 0.812
sl |si2 |o0.842 0.892 0.844 0.644 PC |-.47" |-50" | —.54" | .42~ | 0.78°
S |0.855 Cl | 53" | 48" | 48" |47 | -.427 ]| 0.84°
Sl | 56~ | 49" | 55" |-.57" | -.48" | .59 | 0.80°

CD(Contents Diversity), DD(Device Diversity), TS(Technical
Support), LC(Lock—in Concern), PC(Privacy Concemn)

Cl(Continuation Intention), Sl(Social Interaction)

a: SRW(Standardized Regression Weights)
b CR(Construct Reliability), ¢: AVE(Average Variance Extracted)

2 = gquare root of the AVE, "™ p< 0.01

CD(Contents Diversity), DD(Device Diversity), TS(Technical
Support), LC(Lock—in Concern), PC(Privacy Concern)
Cl(Continuation Intention), Sl(Social Interaction)
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0.050, RMSEA = 0.042, GFI = 0.931, AGFI = 0.905, NFI
=0.951, 28]aL CFI = 0.980)¢} 7} 291 #-8-3F 4™
o] Hgr(x¥/df = 1.402, RMR = 0.031, RMSEA = 0.034,
GFI = 0.947, AGFI = 0.917, NFI = 0.963, ~1#]1L CFI =
0.989)F &7ARES S5etalon, SA%ke] Walako] 0.3
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2= ¢
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(R° = .40y / -0.323%~
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= ip =05, %" pe 0l
07 2. TEYHA 29 24 HoK 1-5)
Fig. 2. Results of structural equation modeling(H 1-5)

E 4. 7EUNA 29y Ao 1.3)
Table 4. Results of structural equation modeling(H 1-3)

Path Coefficient t-value Result
H1 LC —Cl -0.394 —-7.046"" Supported
H2 PC — Cl -0.323 -5.792"" Supported
H3 Ch — LC —-0.553 -6.892"" Supported
H4 DD — LC -0.165 -2.147" Supported
H5 TS — PC -0.632 -11.106"" Supported

CD(Contents Diversity), DD(Device Diversity), TS(Technical
Support), LC(Lock—in Concern), PC(Privacy Concern)
Cl(Continuation Intention)

" 0<0.05, " p<0.01

2g wdo] A= y¥/df = 2.199, RMR = 0.117,
RMSEA = 0.059, GFI = 0.922, AGFI = 0.895, NFI =
0.939, 2g]al CFI = 0.966°.% UlElyith. H]= RMR,
RMSEA, 18]3 AGFI7} &AL tha BEe sloa
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| OTT ?—Eg Fa 7FsAo] EAlg) 7 2+ o84
o] xgtolA] 927} OTT A& g AaAZlth= e
2A, FAHCR F WS4 ko] IAZE ol Ao el
THH2: B=-0.323, p < 0.01). o]&3+ A3}= 22481 AA
ol A Znjze] E3hg Qlo] = EefolA]l -7t
o] 453 AAIZITR= Pavlou 59 A9 Akt
[10]. =, OTTolA AR w2 7}sAo] EAsitta Byt
KN 7H°1 AR W3S 98 OTT 755 FH4e 7FsAol
ASL Qught}, 7 38 Fel= vl gl S E 7t
A= Ao R, BAH o7 F W 7] A7 9]
Ao JEPHtHH3: S=-0.553 p< 0.01). o]2]& A}
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Table 5. Results of moderating effect(H6ab)

Coefficient t—value Result
Constant 5.0275 98.7986""
LC -0.1743 -3.2577"
H6a | Sl 0.4270 8.1326™ Supported
Interaction | 0.0934 3.0896""
F=73.9981, #%=0.3908
Constant 5.0061 100.0701™"
PC -0.1603 -3.0345""
H6b | SI 0.4618 9.3220™ Supported
Interaction | 0.0761 2.3950"
F=71.8822, R?=0.3840

LC(Lock—in Concern), PC(Privacy Concern), SI(Social Interaction)
. p<0.05, " p<0.01
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Fig. 3. Results of Moderation Effect(H6a)
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5604 R © 0.00
Tt~ L12
540
o [N
00 = e

Continuation Intention
/

Privacy Concern
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Fig. 4. Results of Moderation Effect(H6b)

9 Ao g YebgtHHba: ¢ = 3.0896, p < 0.01, H6b: ¢ =
2.3950, p < 0.05).
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