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Abstract

Effects of Technology-Based Self-Service (TBSS) Ordering
and Delivery Service on Customer Satisfaction and
Repurchasing Decision

Park, Kwan-Soo” * Choi, Hwa-Yeol™

This study aims to suggest theoretical models and background for the
analysis of antecedent factors such as customer satisfaction and
repurchasing decision by use of Technology-Based Self-Service (TBSS)
delivery service. Specifically, the study have focused on the analysis that
after the wvalues of customer satisfaction and repurchasing decision were
transformed into the values of Cost—Benefit analysis and then compared with
the wvalues of result benefits, process benefits, financial costs and
non—financial costs. After analysis, it was found that ordering and delivery
service by use of TBSS has a positive influence on customer satisfaction in
terms of result benefits, process benefits, time savings and financial cost
savings. In addition, it was confirmed that sub-category of customer
satisfaction such as overall satisfaction, satisfaction for expectations,
satisfaction for ideals has also a positive impact on repurchasing decision. It
is expected that the results of this study will help analyze the customer
satisfaction and repurchasing decision and provide a practical help for a

business.

Key Words : TBSS ordering and delivery service, customer satisfaction,

repurchasing decision, cost—benefit
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