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Effects of Ambivalence and Internal Conflict about Using
Personal Information on Consumers’ Mobile Shopping
Satisfaction: The Moderating Role of Trust’

Jin-Myong Lee - Jong-Youn Rha

ABSTRACT

Gaining personalization benefits simultaneously increases privacy risk and thus consumers’
evaluative stance toward using personal information could be ambivalent. This study amis to
investigate the effects of consumers ambivalence about using personal information on internal
conflict and consumer satisfaction with the mobile shopping and the extent to which these
relationships were moderated by trust. For this purpose, a conceptual model was developed
from relevant literature and data was collected using a self-administered online survey from
mobile users in their 20s and 30s (n=500).

The results are as follows. First, it was revealed that consumers ambivalence about using
personal information had a significantly positive effect on internal conflict (support for hypothesis
1) and a positive effect on consumer satisfaction with mobile shopping (support for hypothesis
2) Furthermore, internal conflict had a significantly negative effect on consumer satisfaction
(support for hypothesis 3). These results show that integrated thinking that embraces multifaceted
aspects of objects can ultimately lead to consumer satisfaction. Moreover, it was identified that
effectively managing and resolving internal conflict is important in increasing consumer satisfaction.

Second, the moderating effect of trust on the relationship between ambivalence and internal
conflict was proved to be significant(support for hypothesis 4). In the group that showed high

* This work was supported by the National Research Foundation of Korea Grant, funded by the Korean Government
(NRF-2013S1A3A2055050).

Jin-Myong Lee / Instructor, Department of Consumer Science, Seoul National University
Jong-Youn Rha / Professor, Department of Consumer Science, Seoul National University
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level of trust, the relationship between ambivalence and internal conflict were found to be weakly
negative. Further, in the group with low level of trust, a significantly negative relationship between
internal conflict and consumer satisfaction was observed, while the relationship between two
variables was not significant in a group with high trust. Such results imply that trust has a
double effects that it reduces the occurrence of internal conflict and alleviates the negative
effect of internal conflict on consumer satisfaction.

By distinguishing ambivalence(cognitive evaluation) and internal conflict(affective outcome
of ambivalence), this study revealed that ambivalence can have both a negative effect (in that
it yields a conflict) and a positive effect (in that it increase consumer satisfaction) on promoting
mobile shopping. This study contributes to an expansion of understanding the effects of consumers’
ambivalence by empirically proving the mediating role of internal conflicts, and its importance.

Key words: personal information, ambivalence, internal conflict, trust, mobile shopping
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