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Abstract The purpose of this study was to empirically investigate the relationship between quality factors
and customer satisfaction with the O20 delivery service. Delivery service was divided into online and
offline services, and analysis was performed to identify quality factors that significantly influence
customer satisfaction and to examine the moderating effects of Korean and Chinese cohorts on causal
relationships, as a means of generating profit by improving 020 delivery service. A questionnaire was
completed by 483 020 delivery app users. The measurement model used divided quality of service into
three factors, namely, system, information, and delivery quality. A structural model was used to test
hypotheses regarding relationships between these quality factors and customer satisfaction and to
analyze the moderating effects of user characteristics on these relationships. The analysis confirmed that
customer satisfaction significantly influenced system and delivery quality. In particular, delivery quality
had a greater effect on customer satisfaction among Chinese than Korean users. These findings suggest
that companies creating and providing O20 delivery app services need to differentiate and apply service
quality factors.
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Table 1. Measuring Instrument

Ao, o]
020 Hig ¥

Variables Measures Reference
. The app responds quickly(R01), The Apps help customers quickly(R02), The app provides the ~
Responsiveness service immediately(R03), The app quickly solves any problems(R04). [7-9.121
The app keeps your credit information safe(S01), The app secures transaction
System Security information(S02), The app secures your ID and password(S03), The app is safe from| [3,7-9,12]
Quality hacking(S04).
Access The app is easy to use(ACO1), The app is convenient to search(AC02), The app finds
. information quickly(AC03), The app provides a variety of information(AC04), The app can be| [3,7-9,12]
Convenience X c
used anytime and anywhere(AC05).
The app pinpoints the customer's location(AO1), The app has the right level of
Informati Accuracy information(A02), The information provided by the app is error-free(A03), The information| [7-9,12]
on provided by the app is not exaggerated(A04).
Quality Context The app provides customer interest first(CRO1), The app has detailed product [7-9.14]
Relevance classification(CR02), The product information provided by the app is sufficient(CR03). !
Satisfied with the employee's attitude(DQO1), The employee's appearance and clothes are
neat(DQO02), The employees are rich in knowledge or experience(DQ03), When a problem
Delivery occurs, the employees of the company that used it are active in solving the problem(DQ04), [13.15.16]
Quality Deliver without damage to the product(DQO5), Deliver at the promised place and time(DQ06), o
Deliver the ordered product accurately(DQO7), If an urgent situation arises, they will contact
you as soon as possible(DQOS).
Customer I prefer this app(CSO1), I have a crush on this app(CS02), I think this app is worth it(CS03),
Satisfaction This app meets my expectations (CS04), Overall, I am happy with this app(CS05), I think I did| [3,15-17]

a good job using this app(CS06).
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1048(44.4%), 30tH7F 638(26.9%), 40tH7} 48
(20.5%)9] =02 Yeton, F=<l o]8AtoA 20th
7F 98%(39.6%), 30907t 719(28.5%), 40tH7t
43(17.3%)9eldct. 1281 AA B2 F QEup 7|4t
P HEok= T2l ol8A = 778(32.9%)011L F=
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Aol 71l AHoelolA Cronbach's o5 AXSIY
o], H-8/3(2=0.892), E3H3(e=0.929), HHI(e
=0.910), Hed(2=0.842), 4FHA/J(2=0.838), U=
F4(e=0.934), 183 17 TE(e=0.948)°] LyHH 7]
£2] 0.700& 3§ wet, 7 AFLHAEZ A
T 3 AL Adficlks FEol EAsHA] FUTH191.
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Table 2. CFA Results of Constructs

Measures
Constructs | Before | After [Loadings| T-stat. | p | CR |AVE
CFA | CFA

RO1 .815 - -

Responsiveness| RO2 .859 {22.292.000
R) 4 RO3 | .850 |21.937|.000 767|681

RO4 | .775 |19.255|.000

S01 .872 - -

Security S02 904 |28.057|.000
©® 4 s03 | 875 |26.367|.000|""78 766

S04 .850 |24.918|.000

Access ACO01| .797 - -

. AC02 | .839 [20.947|.000
CO“‘(Z‘él)ence > |aco3| 877 |22.249|.000|770| 0%

ACO4 | .829 |20.599.000

Accurac A02 781 p N
) ¥ 4 A03 | .804 |18.626.000{.700|.608

A04 753 17.223].000

Context CRO1 | .734 - -
Relevance 3 CRO2 | .823 [18.244(.000(.706|.642

(CR) CRO3 | .842 |18.686.000

DQO1| .848 - -

DQO2| .797 |21.544.000

Delivery DQO3| .787 |[21.101.000

. DQO4| .799 |21.644(.000
Q(Lf)aé)w 8 IpQos| 776 |20.680|.000| 0|93

DQO6| .782 ]20.949.000

DQO7| .804 |21.856].000

DQO8| .798 |[21.618.000

CS01 | .865 - -

Customer CS02 | .860 |26.659.000

. . CS03 | .853 |25.266 |.000
Sau?fcasc)tlon 6 Cso4 | 883 |27.072|.000 .839|.904

CS05 | .867 |26.068|.000

CS06 | .878 |26.765|.000

Ay Bae AT YRS o B4 WS

H A

o]gsto] 7t A=l tﬂ?l 12 g18 gRlEA
(CFA: Confirmatory Factor Analysis, O]} CFA)=
AAfstg o, olof wE ZAxlo|A 7 AekeE BP9
A7t 948 o0& Ueyith E3h 13 819 g
NEAS ST FESS FoE A SP=F 4
24 9 S ERlIsk] flsto] 23 E114 g QlEA]
= AASIGIT Fx Ao 2 Ad) HiA|5e} F
£ AgAS7 9erE 7]f§ ZZ*V] A Zgol wet,
2

ol-&3t 24157%]

Fode Elshe oA HHe gl ACo59t
e449] A01o] AA=A. ol Ak PA IS 2ot
S HFAR1 #RlA 2RIE4 AIE Table 2014 A=
SEh HolA HE wiel o], 7 EAFHE(CR:

Construct Reliability, ©|5} CR)7} 2% 0.7°]4 o]

Y- EARS=EZHAVE: Average Variance Extracted,
oJs} AVE)o] 7|&A] 0.5t &2 wet SAEF] 4l
Edol GRESQIT, 7t Aol gt SHYE] BE
3k |RIAA o] BF 0.70]430]1 BAFHCE {94
dof| we} HFEFAES TSS9, 2 A1 A=
RA4E0] 27} x*=1218.751, p=0.000, x*/df=2.001,
GFI=0.926, RMSEA=0.060, NFI=0.931, CFI=0.945%

nglo] vt 2HRGS] Yt S Ao ekt
tH18].
Table 3. Discriminant Validity
Constructs R S AC A CR | DQ | CS
Responsiveness | .825
Security 469 | .875
Access 660" | 541" | 836
Convenience
Accuracy 589 | .3887| .530 | .780

Context Relevance| .457 |.380" | .363 |.516 | .801

Delivery Quality |.605 | .414 | 461 |.437 |.551"| .799

SCL.‘Stom,er 619" | 458 | 655" |.598"|.558 | .628" | .951
atisfaction
* p¢.001

T3 7 AFESEe] THEfgAS ERIsH] st
PHEA RSO Al 3 o2 AFaezte] A
Al & vt Table 304 Hi ulel Zo], 7}
Z & ATAS ZF 0.6602 H-3A0] HaEAEEZ1e]

=
I

I el 0.8258 0 2h& Bk ofuz}, HAFo=
HEirEae] AlE ol 2% 0754 JaL g
Al ghsoll vis 2 g2 7Hdol met wdergAde] &
A= ATH19].

&
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TEEY
A AT Alel9] A et FREBS &
I EE ol8sto] Mz A3 Aol HPwrt &
O et ofo] XPe] HPEE FIA7IY
Aot A 2 SHYE A A ¥
T ol8shs HEAA e AAFeEN THIUHS
fi A 2ge mEsigler 299 Ak 2550l
x*=1320.148, p=0.000, x*/df=2.014, GFI=0.923,
RMSEA=0.058, NFI=0.927, CFI=0.9422 %= 7%
& FFAN w=H18), o] P ARgst] TMIES
A7stolet.
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Table 4. Results of Hypotheses Testing

R i Std. o p-
Hypothesized path coefficient T-stat. value Support
Hla Customer Satisfac?ion 713 3.232| 001 Support
« System Quality ed
Hib Customer Satisfactio Not
. « Information -.029 -.141| .888 |[Support
Quality ed
. Customer Satisfaction| Support
H2: 7 Delivery Quality .259 3.865| .001 od

020 Hig ¢f AuAg] £ 391 F AAY 42 11
7 wHRo| s #ESE ARASTE 0.713(=3.232,
p<0.01), FH &2 -0.029(t=-0.141, p=0.888), 17
I A% EAL 0.259(t=3.865, p{0.0D)E vehdo] ut
2}, 020 g f AH|A9] £4 821 F 22Q1 AH|AY
E4S Htgoke Alad F49) A o] oist JFY
o] @Rl AH|AL] QI EHEC; ATHoR =2 7
o= Yezlom, HAE FH9 1A ko] gt I
RolA] 2 Aoz Ueytt ols HA #E F 85%
olido] 19 o4 020 g § AHIAE of8sta Qi
o] 83147}t F 13] olifolgi: EAE HHget Ao £
e} &, 2 7] 3R 7|20 4" FEE 5ol
020 Hid f A&7} AlFsk= RS AR #AIH L
2 QNI Sk 7hsgo] &7 wiiel, ZxpEoes 22t
Q1 AulA F4 821 F A4 F4d] tiste] JE £4
Hop Jid o =& A7 7I5AE Ald 208 &
o} &3 olet T2 HAY A= 020 vig f A&7t
ARl HehA k= FEAHTE o]0 AR A F
£, 9 gAY iS4, EM, e ATHIES
FALSE T2 o] &A1 9o itk EEE &2
FE o8 HELTt e RS AWt

020 g ¥ AH|A9 4 89159 17 W=
gk o]k A JFo] B84 wjFo] tE d=
]l o]- &Rk} =<l o|8Atel wet ApolE Uel=A1E
oA EHEA (Multi-group Analysis) &3 &4/5H%
o, old wet & A9l 7HH 3, & o8& EAo]
020 Hig Y Am|A9] F4} 1A vhE0] FAof u]X|

L zAnne A48T 94 S5 ) 594
A4 AAstgon, olo] Hat A s1zoz Je

112

AL ajAS FAEE F85t9rH19]. B 52
AoAel At A4E, 2 x’=1822.430, p=0.000,
x*/df=1.912, GFI=0.916, RMSEA=0.046, NFI=0.914,
CFI=0.9382 YEFg1, a0AF 520 &4 715
A9} wAok Gl CMIN/Afe] ztolo] gt pgro]
0.092& Yehgo] wa}, 232g9 52X A7 ¢
TR WS = QIoH19]. olof =W 020 Hig § AH]
29] g9l o8 Htd} =2l o] 8A; Pk =
sto] 020 g 9 AH|A9] F43 17 7 Alo]<]
AREASE FAHCE FEAFPES o83 LRYFA
e AAY o, o] Table 5904 stk
Table 5914 Hi= Hie} Zo], gH=Ql o]-§Aol|A] Al
28] FHo] 1A gkgo] o]2= HE7}F F(+)9] WFe
2 EAA 84L& AU JYATHAE=0.448, p=0.028),
SRl o]8A9] A9 1 HE7F ulRoHog yeth
(8=0.413, p=0.449). 18} gH=<l o] &x & F=<l
o] 8A} oA FH FHo] 1A dkfo| o]2 AR
E A9 oAt BAHOoZ HFoHQ Aoz
ettt mixjeto g gh=iql o] 8R4 Qe FAo]
17 Fo| o]2= ARV} F(H)9 WFeE FAA &
oS AU Y& Huk ofjzKg=0.280, p<0.001),
F7Q ol 8ANAE 1 AR F(H)9 WFoE {9
SHA UERETHB=0.446, p<0.05). Z¥H o= FH=<l
ol 82| A9 7Hd 1 ¥ 7Hd 20f| oigt A% ATAH
020 Hig 4 AH|A9] E4 821 F A4
T 49 £o02 34 wEo] g 2 IFHES

Tt O
£ ZoR WA, F39 o849 29 44 1]

o
=
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Table 5. Summary of Hypothesis 3 Testing

Hypothesized path |StdA coefficient‘ S.E. ‘T—stat,lp-value

Korean user (n=234)

Customer Satisfac.tion 448 244 | 2193 | 028
<« System Quality
Customer Satisfaction
- .203 242 | 1.093 | 275
Information Quality
Custome.r Satisfact‘ion 280 086 | 3.794 | .000
« Delivery Quality
Chinese user (n=249)
Customer Satisfacttion 413 578 | 757 449
— System Quality
Customer Satisfaction
- 127 753 | .185 .853
Information Quality
Custome.r Satisfact.ion 446 178 | 2324 | .020
<~ Delivery Quality




020 Hig f AH|AY 4 993 17 whEo #3t A e=Ql o] AL}t F=9 o]8AY] HAE FALE
et A Avet gel oxelel Aua B EAS o 9FF Zuio] ofd o] §Avt RS HE|, 78, Sest
UERiE e Eduel 17 wEe] FHH RS = AA) Al S, o, Hele} weiE A9t
A R0z Sels gt ghgole}. ofo] wsle] 39l o] §H= 020 Wi

2iHom 2 o) AgHSR ANE 020 Aulzo] Ed a9l F ejel Aula E47 omelel

2 f AH|AY] F4o] g=el o8t F=)l oAt
off wket frolgt Xfol7} QRS BRI S5t y -2
o|HEZ AASIH. olF fIsto] Al 7HA] AEASTE
AqESE A B3E 7 BPox Aot
020 g § AH|AS] £ 891, & Al2" 24, FH
4, & 49 14 grxol| gt 7H7+9] HRA S
2 A A2 Lottt A2k Hoigt Akny
E3H9] \*3ke] Rfols Attt 020 v f A
298] F4 89 T 2% AH|IA FH0] B4 whdst
 Aad 43 JE FAL 14 g o2& AR
7} @ Aol ARt folskAY gl Fezk o)zt
EABHA g AoE et 1y @il AH|
2 FHY Q% FHo] 1A WiEo] o]2= A=Vt F J
o BEofA] fo]H Y gt ofa}, y?gke] Aol A4
g A3t JA7k Zpol7t Fo42E 0.05004 EAsk= A
o0& YEPFTHAY(1),45=7.224> Ax*(1)45=3.84).

2iHo=, 7Hd 27F FREACRE AA|Ho| we,
020 Hig Y AB|AfA] LAHo] |Z}sl= Q. FAo]
17 gkgol A FFS vAH, 53| ol IF
o] g9l o GAE T F=Ql o] &RoflA FiFor
E2 20 YRt 71 29] A7 AERE el
o]-8Ate] ¢ AlAH AT FHO =og A
Tholl thgh JgFelo] Ao w& A0E UEo
o, 39 o] gA oAM= Ak FAT 17 hEof| JF
X AoZ FRIFQIct ES 020 e 4 AlH]
2.9] o]-§A} EAo] whE 22l ARA A, & AlAH
4 9 JE FH9 17 ghol it JgFe o] Apolet
AT AFA SA= TAA FAARE 020 HiE A
ArlAS] 4 8% F el AHA B, & Ak
4 SR04 o8A Ao whet 1A whEo] gt g
Fol Aol7t U= ACE YERTh ol =9l ol&
A4e] 7% 020 Hig o Au|A9] 4 291 F 282l
ABl A FAT} @ el AjH] Taste] 2|25
A FAE, 020 HiE Y AB|AL] o] goflA iS4, B
oY, AW EE AHH R FR5HA 76| WE
o}, g £, AlA" F2 94 020 #HE ¢ AHlx
7} Ao A AFch= AEE o]-83 TE oAk,
AR ZE 020 v 9 AB|A0] HE AlFo] & HE

=
=

o
=

it o
A ELE

113

Aol B9 FEste] A2 7RsHel I Bk of
ek, 53] 020 2 @ Aul2g] ol golx] 4F 57

BT AN B EHS AHoz ash
TR B 4 9t ol AA R F oEu 7]
4 £ 3390 o84} oF 50%eHs E4E
Ao FAEY, T o84Vt FE w2
2 P83 Wl F39 ol8AE olE HB3t
Wohe 98 43 e 3, 539 )8
%] ol & o] Sdol4 AriHow o
P A QEA AN B B3k 020 ¥
Hulag Asshe Aow ek, § Yobl 4ES
st TolAe] A7), Ak, Aol ek Al
2o) Jrg Uehi oxeel Aula B4, 2
Ao ool e A7 AAEAE Adrka & 4

[e]

=
o
I
=

2l

%0 M1 J

o

5. 28
SAZL Q9F H AARY

= 020 e 9 Au]iof gt 3z4ef x|z
< 2]l AH|A9) @ ImEll AulAR
sk, ol F4 a8]19] 1A W=l figt
¥, o] YFEo] ol&A 5ol thE o=
]l o]-gARet F=71 ol gAtel Wt 2AEEAIE E4
o84, 719o] 020 Hig A Au|xe] F4 AEgE
Sl ] Au|2o] et =S
2 ANSISAT ol flsh 1SS 2F &
3 W EFd A B8 020 HiF 9 AfH|A9
, °l [l w2k a7y gk

=

j=2

L= 574

= |2

Au B4, 293 QR B Wik o
2 g2tk £, 020 ¥ 9 AHlA
o B9 295 F Lokl AHlA) ALY B3 o
2ol Aulse] Qlw Fo] 37 yio] chste] §ol4
9 Gl AU, Lol AElae] gu AL 3

o WsEhe Ro

—



A7) &85 =2 A2238 A12%, 2021

7 "HkZo

= =

foi 3N
o=

o Gl feltt GIE pIAA g Ao
Elgth o]l 31o] 020 g Y Au|A7} A
Ao oA Fl ZZART AR el jz«g,
FgolA g, mebd, damely, e

= 020 =g 9§ AE|29] o8 9 Aol i3
o ERts e HojEr AA, 020 #ig <f AfH|
2:9] o}g2} B4do] 020 ¥ ¢ Avl2e] B4 89lE
% oxelol Mg olw BT 17 o] WAS
2R Ao Ul 53] 9l ol gARt &
=Rl ol 8AA Rl FEO i vl iRt 3 H
YFEol ddiH o w2 Joz WAt o2t dxt

£ EE0| o|§4 EHoRNE kg 4 9y, ¥
9l olgA7E F Wi 7ut B FEH= viE Sl

ol o2 AETH: Hlgo] Wit SF E4S W
3 Ao, HA BE F Q.Z0HA 7] AL 483
33l o18AL o souEe SHoRNE F4E
oIk Z, F39 o849 A 4] Hol L Qo]
Zo] ) ArjaoR thepge A oRubl Ju AL
Fg3H 020 T 9 AHIAS MIsHe AOF Bt
HH, ¥ Yot AF2 ske oML A7, B,
Aol Jigt AAA 552 A=E Hetlle 2zl
Aula 4, & dx F) distel w2 A7 7S
Adea & 4= Qo ole =9l ol&APt & HiE
79 A 8%l w2t 020 i f AH|A] 4
22kl AH| et @ IEel Au]A0] ZHojA 747t
Sto] Z)Z5hA] ekA|et, F=l OlQXM 45 LTI
9k 49] &-8-2 Aoedol wet ol&2 &Sk A%
7 ofyE} 020 g f Au]20] o] goflA &
TR WA AAY B ANEAG ARt A7 =Tt
AHog Erie AL stolsi},
£ 79 An 020 W G A¥lag ol F
E4o] gatel AUl El oxelel Mulad EEA
3 79 g SMAZIEA], 28A 020 wie 9
Au|A0] ZAo] 1A WES Oo]g]ﬂ_—_ Hialo] o]8x}
S0 w EAE ot dlg £, HiE 71Nt o
< $HLE 020 Hig A AHIAE 7H‘:§ EE AEshe
A= 020 B F Au|Ae] AlAR F4,
HOM, 28jar Lo o] A9 S S7MAE
Wee 8T Fart glon, eEupl 7Hk Qo A

e

N

[
=

=
=

.Q_/H

3] 020 Wi Y MHIAS ALK A 4E 5o
Aol A7), FA, ARslo] tist EAT 2 ol E o]

A gEES =X

s = e

}\]7] P 2100 =

=3 4.7t ek

114

&S AMA
219] 914t Qxefele] @gAolet
20 Wi 9 Aulse] B R0
Qla 34 go] TAo] Tk o84
Hlgirke ZuolA )& At
ololg At V)& AP 71E48RES 4
83101 020 W% o AuI0] thit olgsfe] . 5
A7 §84 E ol §Hel RS AL 1SS 2
32 7o 020 W U A¥lAS] B4 7120 £
o}l Aula0] XUt 2 A A ] Al E
A= SASEL Q) o] A9 Lokl @ xelelolet
S48 ZYSH 020 w2 A Aulse) o
Stz Fste] 2t IOl A
oAg X3P G 7Rs Aol AVIE olo] & &
020 B 9 Hul2d EALS Lokl Auls E
I emalo] Mu|A AR TAHE vy LA goes
ZA3o2H o|gd| HUY Bl ohjet 43 A7
B} 223t STt ol B AT WA o
A9 WHE e S40) Ft @ 4 9lor, 020
vl o Ajm|A0] ZA0] ok} 2A Q9lo] W3t e
AT P AN QJolE AT 5 ek E 7]
o] 020 i 9 AH|AZ 0] §3 ZUF ZUAS

5=
Mokt ol aglo] Aol 4ol

z

_4

L
g

A9, 020 W < AHlA9] B 991 X
12 E2 71749]

o2 S Z7IAZ 4 QIE=AE ehlsly ALSIs g B
A7) 2aE dAE 8 4 gle ACR VHdn

W 2 Q7 Rl S43 HEERAIN AEE
CEDIE WAl 4718 4 ek
%%1‘3#?3 2etel Aol
o8 st ol
1 TR 4G 3
=0 A S

=]

ool & 17
o At Wt BelE FHRGE Al AR
e PEsHe ALE Bag 4 Uk EF 020
Wi @ AElso] ol 84 A4S BbY Hio] i 2
2 2oz et A7l dstel thpet B4, o2 5
o] ol 827} AESH= 020 W 2] £9 Ei o]g%
o] 020 ek 9 Aulzo] thet Ak Bst 2Eus
of ZAHES A7EFS Y BayE A7l
oIet,

_'_



020 Wig F AuA9 B4 497 17 WEe] B AT

=2l o] 8RRt FFY ol8AY HLE FAHLR

(1]

(2]

(3]

(4]

(5]

(0]

(71

(8]

9l

(101

(11]

References

V. C. S. Yeo, S. K. Goh, S. Rezaei, “Consumer
experiences, attitude and behavioral intention toward
online food delivery (OFD) services”, Journal of
Retailing and Consumer Services, Vol.35, pp.150-162, 2017.
DOI: https://doi.org/10.1016/j.jretconser.2016.12.013

M. K. Kim, S. K. Kim, “Online shopping trends for
March 20217, Annual Report, Statistics Korea, pp.
1-59, May 2021.

A. A, Alalwan, “Mobile food ordering apps: An
empirical study of the factors affecting customer
e-satisfaction and continued intention to reuse’,
International Journal of Information Management,
Vol.50, pp.28-44, 2020.

DOI: https://doi.org/10.1016/j.ijinfomgt.2019.04.008

J. Hwang, J. S. Lee, H. Kim, “Perceived innovativeness
of drone food delivery services and its impacts on
attitude and behavioral intentions: The moderating
role of gender and age’, /nternational journal of
Hospitality Management, Vol.81, pp.94-103, 2019.
DOI: https://doi.org/10.1016/j.ijhm.2019.03.002

M. Cho, M. Bonn, J. J. Li, ‘Differences in perceptions
about food delivery apps between single-person and
multi-person households”, /International Journal of
Hospitality Management, Vol.77, pp.108-116, 2019.
DOI: https://doi.org/10.1016/j.ihm.2018.06.019

A. Ray, A. Dhir, P. K. Bala, P. Kaur, “Why do people
use food delivery apps (FDA)? A uses and gratification
theory perspective”, Journal of Retailing and
Consumer Services, Vol.51, pp.221-230, 2019.

DOI: https://doi.org/10.1016/j.iretconser.2019.05.025

W. H. de Lone, E. R. McLean, “The de Lone and
McLean model of information systems success: A
ten-year update”, Journal of Management Information
System, Vol.19, No.4, pp.9-30, 2003.

DOL: https://doi.org/10.1080/07421222.2003.11045748

S. Bellini, S. Aiolfi, “Impulse buying behavior: The
mobile revolution”, /nternational Journal of Retail &
Distribution Management, Vol.48, No.1, pp.1-17, 2019.
DOI: https://doi.org/10.1108/1JRDM-12-2018-0280

T. Oliveira, M. Alhinho, P. Rita, G. Dhillon, “Modelling
and testing consumer trust dimensions
e-commerce’, Computers in Human Behavior, Vol.71,
pp.153-164, 2017.

DOI: https://doi.org/10.1016/j.chb.2017.01.050

A. M. Abubakar, M. Ilkan, “Impact of online WOM on
destination trust and intention to travel: A medical
tourism perspective”, Journal of Destination Marketing &
Management, Vol.5, No.3, pp.192-201, 2016.

DOI: https://doi.org/10.1016/j.idmm.2015.12.005

S. F. Pengnate, R. Sarathy, “An experimental
investigation of the influence of website emotional
design features on trust in unfamiliar online vendors”,
Computers in Human Behavior, Vol.67, pp.49-60, 2017.

in

115

[12]

[13]

(14]

[15]

[16]

(171

[18]

(191

DOL: https://doi.org/10.1016/i.chb.2016.10.018

J. Nel, C. Boshoff, “Online consumers’ habit-inertia
nexus as a conditional effect of mobile-service
experience: A moderated-mediation and moderated
serial-mediation investigation of mobile-service use
resistance”, Journal of Retailing and Consumer
Services, Vol.47, pp.282-292, 2019.

DOI: https://doi.org/10.1016/j.jretconser.2018.12.003

J. M. Lee, J. Y. Rha, “Personalization—privacy paradox
and consumer conflict with the use of location-based
mobile commerce”, Computers in Human Behavior,
Vol.63, pp.453-462, 2016.

DOI: https://doi.org/10.1016/i.chb.2016.05.056

H. Li, Y. Liu, “Understanding post-adoption behaviors
of e-service users in the context of online travel
services’, Information & Management, Vol.51, No.8,
pp.1043-1052, 2014.

DOI: https://doi.org/10.1016/i.im.2014.07.004

V. C. S. Yeo, S. K. Goh, S. Rezaei, “Consumer
experiences, attitude and behavioral intention toward
online food delivery (OFD) services’, Journal of
Retailing and Consumer Services, Vol.35, pp.150-162, 2017.
DOI: https://doi.org/10.1016/j.jretconser.2016.12.013

S. Kumar, S. Purbey, “Benchmarking model for factors
influencing creation of negative electronic word of
mouth”, Benchmarking: An International Journal,
Vol.25, No.9, pp.3592-3606, 2018

DOI: https://doi.org/10.1108/B1]-08-2017-0222

R. L. Oliver, “Whence consumer loyalty?”, Journal of
Marketing, Vol.63, pp.33-44, 1999.

J. F. Hair, R. E. Anderson, R. L. Tatham, W. C. Black,
Multivariate data analysis with reading, 6th Eds., NY:
Macmillam Publishing Company, 2006.

C. Fornell, D. F. Larcker, “Structural equation models
with unobservable variables and measurement error:
Algebra and Statistics”, Journal of Marketing
Research, Vol.18, No.1, pp.39-50, 1981.

DOI: https://doi.org/10.2307/3150980

0] 8 &(Joungho Lee)

[(Hal]

+ 19984 24€ : Shetu st

(At
+ 20074 89 : FOIcfetL Agekt
ERRE

+ 20129 9¥ ~ 20149 29 : A=
et g geiet dolus

+ 20149 3¢9 ~ @4 : A=dista
gt ws

EAED
TEAEEE, B, WizUA ofdRlga



