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User’ s qual ity perception and satisfaction towards mobile |ive streaming commerce platform from

the perspective of IT affordance
XIAO Quan', WAN Shanshan', ZHANG Xing?, CAI Shuqin®
(1. School of Information Management, Jiangxi University of Finance and Economics, Nanchang 330032, China;
2. School of Management, Wuhan Textile University, Wuhan 430200, China;
3. School of Management, Huazhong University of Science and Technology, Wuhan 430074, China)

Abstract: This study focuses on design features of mobile live streaming commerce platform from the perspective
of IT affordance, based on the Kano model of dummy variable regression to conduct quality classification of design
features. With the quality types of design features, the “performance-satisfaction” function expressions are
established, to depict the nonlinear and asymmetric relationships between performance of design feature and
customer satisfaction. Further, the matter-element model is used to propose a satisfaction evaluation method for
mobile live streaming commerce platform considering different quality classification of design features, and the
feasibility and effectiveness of the proposed method are verified by the instance of Taobao Live platform. The
results showed that the 13 design features extracted belonged to four different Kano quality categories, with the
highest user satisfaction with transaction methods and the lowest with commerce cues; the quality categories of
design features and user satisfaction differed among users of different genders and years of live shopping. This
study can guide the quality assessment and improvement of mobile live streaming commerce platforms, as well as
support users' purchase decisions and enhance their experience through optimized design.

Keywords: mobile live streaming commerce platform; IT affordance; quality perception; user satisfaction; design
feature; Kano model ; matter-element model
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