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FZREME % uxftEA USER SATISFACTION WITH A WEBSITE:

EXAMINING THE MEDIATING ROLES OF COGNITIVE LOAD AND PERFORMANCE OUTCOMES

To study user satisfaction with a website, we examine the mediating roles of cognitive load and performance outcomes,

which likely are determined by the navigation structure design and user familiarity. Cognitive theories provide a

foundation for our proposed model, which explains user satisfaction according to the navigation structure design, user

familiarity, cognitive load, and performance outcomes. We measure the navigation structure design with a data-driven

navigability metric that considers a website’ s content, hyperlink structure, and actual visit behaviors.
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SER SATISFACTION WITH A WEBSITE:

EXAMINING THE MEDIATING ROLES OF
COGNITIVE LOAD AND PERFORMANCE
OUTCOMES

model i a coesrolied experimeat involving two lage-
scale websites and 248 voluntary participants: the
results suggest that the model exhibits adequate
explanatoey wiliies. Cognitive load emerges as a
critical deterinant of usee satisfaction; efficiency
of the perfrmance oulcome represents asocher
significant predicior of satisfaction. Both navigation
strocture design and user familiarty significantly
affect cognitive load and performance oulcoenes—
of

hough
stroager than those of wser familiarity—and thereby
infhoence user satisfaction.
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We empirical ly tested the model in a controlled experiment involving
two large-scale websites and 248 voluntary participants; the results
suggest that the model exhibits adequate explanatory utilities.
Cognitive loademerges as acritical determinant of user satisfaction;
efficiency of the performance outcome represents another significant
predictor of satisfaction. Both navigation structure design and user
familiarity significantly affect cognitive load and performance
outcomes—though the effects of navigation structure design are
stronger than those of user familiarity—and thereby influence user
satisfaction
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