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Abstract

This study is designed to investigate the effect of book recommendation service on book
purchase experience in online bookstores. Since technological advancement of
recommendation algorithm does not always enhance UX, it is necessary to measure
satisfaction of book recommendation service to validate its enhancement. This study is
approach in two step: 1) clustering users according to their purchasing motivation based
on surveys; and 2) conducting in-depth interview to obtain additional information about
attitude of recommendation service, which would help understand their persona and draw
out persona-based scenario. As a result, according to the motivations, users could be
divided into four groups: reading expert type, social trend-follower type, cost-saver type,
and bestseller-follower type. Current utilization of the recommendation services is relatively
high among reading expert and bestseller-follower personas, and low among
trend-follower and cost-saver personas. When asked for potential use possibility upon
service improvement, reading expert and cost-saver types showed limited intention on its
use and expectation. This is because they make intrinsic decision making for the purchase
hence put less value in need for the recommendation service. However, trend-follower and
bestseller-follower personas, who are more likely to purchase books based on extrinsic
motivation, showed positive response to potential use possibility depending on
improvement of the recommendation service. Therefore, this study focused on
trend-follower and bestseller-follower personas in designing individual services. This study
has significance in that it has found a difference in effectiveness and satisfaction of book
recommendation services depending on purchasing motivation for each book service user
type. This study includes own recommendation of improving user experience, specific for
each persona, which can be used as effective reference for prioritizing resources in
designing the services.
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