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Abstract

Purpose — Recently, the mobile application field has been receiving astronomical attention from the past few years due
to the growing number of mobile app downloads and withal due to the revenues being engendered. Especially delivery
apps by mobile service market is experiencing rapid growth and competition is intensifying. Therefore, delivery apps’
choice attributes has become important as a strategy for survival of franchise firms. Based on previous studies, this
research proposed the theoretical framework about the structural relationships among customer satisfaction, trust and
revisit intention on delivery apps’ choice attributes.

Research design, data, and methodology - This study examines the structural relationship between choice attributes of
using the delivery app, satisfaction, trust, and revisit intention. More specifically, this study has been examined from the
perspective of Generation Y who is enjoying electronic commerce and shopping with mobile phone. In this model, choice
attributes of delivery app consists of three sub-dimensions such as service quality, system quality, interaction quality. So
as to test the purposes of this study, research model and hypotheses were developed. After excluding 24 invalid
respondent questionnaires, 201 valid questionnaires were coded and analyzed using frequency, confirmatory factor
analysis, correlations analysis, and structural equation modeling with SPSS 21 and SmartPLS 3.0.

Result — The results of the study are as follows. First, service quality and interaction quality had positive effects on
satisfaction, and interaction quality had positive effects on trust, but system quality did not have a significant effect on
both satisfaction and trust. Second, satisfaction had positive effects on both trust and revisit intention. Third, trust had
positive effects on revisit intention.

Conclusions — The implications of this study are following as: From the theoretical perspective, this study confirms the
effect of delivery apps’ choice attributes on satisfaction, trust, and revisit intention. In addition, it is significant that we
examined the influence of choice attributes of delivery apps on their attitudes and behaviors of Generation Y familiar
with mobile environment. Through this study, we hypothesized that the attributes of service quality and interaction quality
of delivery apps have a significant effect on customer satisfaction, and this can be expected to provide meaningful
implications for the development of franchise restaurant industry. To encourage continuous repurchase through customer
satisfaction, franchise companies need to establish various strategic alliances with delivery app companies and new
growth engines by providing diverse and high-quality services to customers in the smart age.
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2H[AL AFOM HIZEY O[& Al otELF AMZ|of s
e MEMSHEN} oHEF AR, J2|0 JEEo|E 7+
tAS ST5EOXE SHRICE HIEY A|AHRQl T|=7
X MH|A =FO| A U AH|XIRO| 4
SAE HS0| DS MR, MHEOZ0 oEA ges
OX|=A] A4HEC=N HIZYW At SAYUM Tl
MHIAZE JHMde| HEE MAISHE A2 ISH2E SRUCL

LS 2 e HIOIE FE HAS Mot HYEY AH|A

bal

=0 1>
ojo 0%t

> i

o

b ofel 1o Y rr
1

= J1& 0| 0|83} Y= YMCIE CHAOR HiZilo| A}
2 HYD 23 APES S ASHOl GnE AR It b
Sroto| ZpEo| D Qolost AR E HIAISHA BHRIC

HIZ A2 HiE MY AlFel gits TSI W= o
of ALt HBES S ZHHet FE1F 2R d2|10 CfY
A

=l =
CHet H|ZL =27 525 3712 A2z olde = U
J2iLt H[XO| BiErRY MEHSGo TS OfsfFFat By
A MEIA sF2| XEH M U AH|Kte| 285 &
FobX| R=CHE d39 SHAIE e = Utk = A7
DABFHOIM HEY FSEO| 240t XS Y| 2
W AOIE AlCHOf| St= CHYsin B &2 MH[2Q| H&sS
of ORAIEH Tef Weks MAISH=H 2 227h ALk

n .9 ot oA
0z
rurot o ¥

o

HL

1o

>

OH

=1}

Iy

O

91-

ro

0%

>

o

Hu rr fot
|.

o
ot

2. oj2X 1%

2.1. YAM|CH

YMICH(Y generation)= 1980LACHQ} 1999t AtO|Of EfO
HOARSE YEe= EE APY| FEO| dotl XEEOo|H,
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2010 ZHE|RUCHShon & Park, 2013).
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otd 23R 2RO 43N AuEE, MHA @
4 SHO| SMH MEA AME| B 7| ME[of &H-7HEE
g2 F10 UASS SQUSIRALE Mt & AF0|ME= oY
ot M3ATRE HiEO 2 L3t 22 7S HEsIRICH

<H2> HEYH MEHSE2 M0 H(+)el IS 0/E A

o
o|ct.

<H2-1> BiZIMO| AHIAB™E Malo| (ol Y
o Zo|c

<H2-2> BRSOl AAHETE Mao| o Yy
o Zo|c

<H2:3> BiZO| NEHSETL Mzl Yol Y2
o zo/ct

Park et al.(2011)2 ZHIY ZAMH =
OflAM AMH|A ZHHIXO| THE Z Mol BMAE
2+oI8HRCE Kwon, Kim, and Lee(2003) By AZ2
O X|ZtEl JHK[7} nZMGkEDt ME| 7ho| Fgk A S0
A nA0k=ar M| Zio] FH(+)e| gy HAE =elstRACt

#a
r>
u
ry
1o
oy
o o

= = L= AN
O[2gt MHWATE Hg2z = AFME O3 22
tdE 285IALh

<H3> TF2 M2|of| H(+)2| &= 0|H Ho|ct.

w

2

N

2HEEO| MY =0f OjX[= Fe 7tel 2tA

IE2 MEEo|z=o| MYAHQl FyS O0/X|1, 0 ohE
Soff WIICHArof CHoto] EEQl Ef =7t H-d k|, 0|2
S8 Bl CHA| MEE o|=0 P O|FICKOliver
Bearden, 1985). Bearden and Teel(1983)2 11ZHO=EQ|
Ho| ZEHE Ef=E OF7|5t0] FOHQ|=E F7tAIZICH:=
2 SOISHRICE Eot HAEZ WOl SR THRO| 2t
TOME= & 0|8 THEO| AN HAEHS HEOLo J
Hol gakg O, UE =F0| 225 A Y2rEHTS
=

tsd0l =0t =+ UZS HMAISIACHNam &



32

Hyun, 2011).
Mepl 2 QP BHEDL K% 2olzo| Cfst MY H7E
HIEOE CHgmt 22 Jheg HNeteict

<H4> TFH2 TYLE2 =0 FH(+)el IS 0= Holct
3.2.5 M7t Y= =0 O|X|= S 7t 2HA

Ji and Byun(2011)2 ZEo| MH|A QQI0| DZHRHED}
M| 3 TYHE |0 O/X|= FE oA DHEof
L2 2o Folot &2 O|X|& AS &QISHQIC). Han,
Back, and Barrett(2009)2 fAEZ AH|AS| EM Y|
M 227t MH|A9| THHEO|E0| S-AL d¥E F1 U
22 sHolBCt

M2t 2 d70iM= o2t MAULE HIZHOR O3
1 22 7H4 S 475U

<H5> == TR0 H(+)el IS 0= Aolct

33 ol Ho| U

A
oz

2 AF0M 0|8 RE FHAIS2 “1T=1Y 1=K
UCPojM “5F=0f2 1™CPol 5 Mz HHL|QUCt

HiErQHo| MEH=M2 Kim(2012)dt Shon and Park(2013)
O MFE HEHCE AAHEZEZE, MHAFH, d2XE2E
oz Fgslo] 57 M2 ZHL|UCEL MHAEEZ HiE
U S FE Al RAI0Of St MuARM FREDD
HIZZHo| 57 32, NAHZNS HTUo| F24 Of
g £Eof RS0l 67 B2, 4BHFETL I} Huel
HESI HEE P 67 P2o=2 SPEUCE

U= MEBOILL MH[AQ Ol T2l 7|CHet 0|8 =F2o
e HWste 7HK|= Z™o| AMEHO|T(Oliver, 1980), H|
2 MHIAE AR O|FQ| 7|CHet AH| Aol H|wmoj
25t BHS0|Lt ABke| Zmo|CHu, Kandampully &
Juwaheer, 2009). 0|2 HIEIOZ 2 UTOAE 12 DIE
2 B2 0]g 3 L7ls MErNol giEo| YE'R Hol
H, Kim(2012), Shon and Park(2013), Han, Song, and
Lim(2011)9] MAAHAE HIECZ Z|7{E 5 HEo| 37|
g=o2 FHYLUCL

ME|= MAFAAHEHQ| AMZ2|2A| Corbitt, Thanasankit, and
Yi(2003)0] °l5tof FelEl HAO|ES| J|&=X el oHd-dut
Jarvenpaa and Todd(1996)°| 2221 HZOo|A{e| 0z AZ|
of &tst HFE HIEISZ Yoon, Kim, and Beak(2000)2| ¢!
AIO|E AZ|E 230t Shon and Park(2013)0] 2|310] AtE
EHoosg 2 AT o0 XA 750 & ALl oFH
ot JRQiEE i MEl2 Fogta, 4719 2eeE £
5tof, 2|HE 57 M=z ZFERAC

HLZoE= 71F Ao MWUEI0f CHot Foot &
48 HIELEZE HiEWES 0|80t 10| AMH|A0 SIS
Ol=0|= Ht=xoz HEstnAt e WH =2 o
SIS CHBrady & Cronin, 2001). McDougall and Levesque
(2000)2} Chen and Chen(2010)Q] HFLOM AtREl MEE

il

> OH oy
T ot
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Effj2 42302 HBI9Ion, 2HE 58 HEE 3T

ALt
Al=<Hd
4. 25EH

= 7= MEXGo| A= AM UM HIEUS o8t &
0| U= 20CHOA 30CH EEe] YMIHE ez HOX
HEEFEYYS AESI0 A717|gdMez dES HAI5
QUCh. dEZAb= 22421 2| fHe| IiES 0|83t 2

<Table 1> Profiles of samples

Category Frequency (n) %

Male 103 51.2

Gender Female 98 48.8
20-29 172 85.6

Age 30-39 29 14.4
Office 18 8.9

Job Professional 4 1.9
Service 10 4.9

Student 169 84.3

1-2 82 40.7

. 34 61 30.3
ofreg;ievr:% 56 25 125
App 7-10 7 35
pgrs?’; i 1115 15 75
16-20 10 5.0

Over 21 1 0.5

Beadal minjok 111 55.2

Frequently Yogiyo 53 26.4
used Delivery Beadal tong 16 8.0
App App made by store 12 6.0
Etc. 9 45

27l MEXE & 2255 5 2AHMS 25 2422 K|
QJet 20157} £1E EAM0f 0|BEIUCH

2 oiqo| 2E 20| 0|8 M2o| SEX 20130
Uity EMES <Table 1>Th ZCh BIK, MEe WHo|
12%2 OlH(48.8%)=Ct Cha YoM, YAHE CHo

2 57| 20| A2 20-29M7} 85.6%=Z CHEEZ X}
XISHAEL.

HY2 4ol 796%=2 7+E B2 HSS XX F
2 A3l oz HjHo| TIE0| 552%, R7|27t
26.4%, HIZEO0| 8.0%, ZIAFE RHH| 7HY ¥ ALRO| 6.0%,
7|Et7} 4.5%2 LIEFSICE
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4.2. ™= 0| Mzl 9 Efetd EAM 20|, MHAFE, A[XEEE, d2A8FE, U5, Azl 1
2 X2l o| AHALHR(O| CHSH Cronbach's o Zi2
2 A0 = SmartPls 3.08 0|83} CIEE2o=z2 14 .783, .916, .894, .847, .828, .858, CR Zf2 ZtZt .852,
Bl HAPCIRIEQ| CHAXIM S 2SI CHHair, Hult, Ringle, .934, .920, .908, 887, .903cz QHIXoz QIL|{X|=
& Sarstedt, 2013). BIX|, Q17 CHAe| YMABNS =Ft  7IFQ 702 €O 5F 2SO MENO| &2 o=
L M2|Me Cronbach's aft ®CHR| AlZ|Z(composite LIEFGECE.
reliability: CR)E 0|23l0] EAL|QU=0|, <Table 2>0{| A2t
<Table 2> Measurement items and validity assessment
Average
Constructs and ltems IoF:j(:gs CroAlngﬁgh‘s rho_A %’i’i‘g&ﬁittye E’fﬂ?&‘éﬁ
(AVE)
Service Quality 0.783 0.783 0.852 0.535
The ordering process of the delivery app is simple and convenient. 742
The ordering process in the delivery app saves time. .697
The ordering process of the delivery app gives you trust. .753
The delivery app delivers exactly the amount of items ordered. .769
The delivery app will deliver exactly what you ordered. .696
System Quality 0.916 0.920 0.934 0.704
The delivery app is available anytime, anywhere. .796
The delivery app can be accessed in real time, no matter where they are. .874
-IL?DZ delivery app can be accessed smoothly through smart phones and tablet 846
It is fast to read text and graphics and display it on the screen. .852
Screen ftransition is fast when moving from current page to another page. .855
The information provided is not interrupted. .808
Interaction Quality 0.894 0.901 0.920 0.658
The delivery app provides constantly updated information about the product. .689
The delivery app provides information about pricing in a concise and 845
error-free way.
The delivery app provides constantly updated information about pricing. .867
'Fl)'ﬂg,e delivery app provides a variety of discount event information about the 809
The delivery app provides a variety of information about the price. .866
The delivery app responds quickly to your needs and needs. 776
Customer satisfaction 0.847 0.847 0.908 0.766
Ordering through the delivery app satisfies my needs exactly. .851
Ordering through the delivery app satisfies me quickly by meeting my needs. .878
Ordering through the delivery app satisfies me by satisfying my needs safely.| .896
Turst 0.828 0.827 0.887 0.663
The delivery app service | use is trustworthy. 714
| believe that the delivery app service that | use will protect your personal 864
information.
| believe that the delivery app service that | use will prevent my personal 845
information from being used without my permission.
The delivery app service | use safely manages the personal information 896
provided by users.
Reuvisit Intention 0.858 0.865 0.903 0.699
I will continue to make purchases through the delivery app. .822
| like to order through the delivery app | use. .861
I will tell others positively about ordering through the delivery app. .841
I will continue to take advantage of the benefits offered by the delivery app. .821
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Che22 JHgErdds 5357 28 SSErgdat
EtfddS «mEUCt USEIGd2 St Hgetel
YEUBAZ ot =G <Table 2>0fMet 20|, Z K210
HME 2QIMX 20| .60 0|40|H, AVE £t0| .50 0|2
2 LtEfL; 2t A EHelSol HEEFE0l YFEIUL 12|
1 Yolet JiEZtel 2 JEEAR Eotkls TEEEd
k=3
I

EH
=
o
[

Hir e

o

AVEQ| HN|&X(square root) /0| AtgtatA| ZrELC 3™
FHEIE 0| e Aoz HYEILCE

—

<Table 3> Fornell-Larcker Criterion
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Of2fe| <Table 3>0i|A|QF Z0| Fornell-Larcker 7|&& 4t
HEH AVE 2to| Ha 440| o2tatA A+ 4=t 3,
Ye Ol a7 TRl ol o=aA el XSat0l AVE
URLH A2 Aoz LIEfL; 2 AEHRIS 2ol HEEEY
Of USEIUC. Eoh A+ arol o Y-HHEY 54 H
€8 LIEL= HTMT(the heterotrait-monotrait) Z}S AHZE
Z1t, 462 - .807(p < .01)2 LIEfL} EHEEIFHFO] A= A
oz =IF|UCt

ey

Constructs 1 2 3 4 5 6
1. Service Quality 0.875
2. System Quality 0.558 0.814
3. Interaction Quality 0.630 0.427 0.732
4. Satisfaction 0.602 0.404 0.685 0.839
5. Trust 0.712 0.559 0.674 0.706 0.811
6. Revisit Intention 0.552 0.512 0.541 0.466 0.500 0.836
Mean 3.774 3.966 3.638 3.553 3.189 3.538
SD 0.641 0.714 0.776 0.802 0.710 0.827
- Bold numbers indicate the square root of AVE
<Table 4> Measurement model
Paths Estimate t-value p-value Results
H1-1 Service Quality — Satisfaction 0.205 3.031 0.003* Accepted
H1-2 System Quality — Satisfaction 0.057 0.803 0.422 Rejected
H1-3 | Interaction Quality — Satisfaction 0.574 8.600 0.000** Accepted
H2-1 Service Quality — Trust 0.037 0.389 0.697 Rejected
H2-2 System Quality — Trust 0.041 0.502 0.616 Rejected
H2-3 | Interaction Quality — Trust 0.328 3.208 0.001* Accepted
H3 Satisfaction —  Trust 0.313 3.829 0.000** Accepted
H4 Satisfaction — Reuvisit Intention 0.386 5.093 0.000** Accepted
H5 Trust — Reuvisit Intention 0.296 3.885 0.000** Accepted
Squared Multiple Correlation (R?) Cross-validated Redundancy (Q?)
Satisfaction 0.594 0.425
Trust 0.357 0.213
Reuvisit Intention 0.365 0.232

*p<0.01, **p<0.001

43. A7 2¥o| B}

= AF0ME AFEES EIH7| 9I5t0 SmartPls 3.0
O O|EIYIC PLSE LjAwio| Ny Achs), 5 Rtk
YO| A|Tf3} e FRA EAE QT AP0 Huts
=4 HH(Chin, 1998; Vinzi, Trinchera, & Amato, 2010;

Park et al., 2016)2 2 L2y} Z0| HIIL|QUCHHair et al.
2013; Hulland, 1999; Tenenhaus, Vinzi, Chatelin, & Lauro,
2005; Park et al., 2016; Choi, Koo, & Lee, 2017). HX{, M
FHI o FA =Tt HOt[QACE WM, CHsSLbdE TIESt
7| I5t0 2AHYEQ Ql(variance inflation factor: VIF)O| 5&
Ct ZtotoF St=t|, & ATF0|ME 1.315 - 42022 LIEL}
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CHEESMY 2R7F Qe {2 LIEHGCE S, LiAES0|
HEYHZ LEt s Z2FAQ ROl 2siM oSHS =7t
=, 2 HTF0Me= BHEO| .594(59.4%), 4lE(7t
.357(35.7%), 12|11 X{EIEO|=7t .365(36.5%)Z Falk and
Miller(1992)7} H|A|Bt .10(10%)&Ct =H LIELSCE Chin
(1998b)2 HAHHO| 37| 7|ES 67(F), 33F), 19z
HASE | = SHRICE MR, LlH=0| =4S LIE = AT
CH| WwXIEHEM =2 M(construct cross-validated redundancy;
Q@) o] ZHLE X2 AFBE|=0, Of 20| OLCt 3
W oSNt s HoR WWHECH 2 ARME HE
0| 425, MZ|E7F 213, 2|0 AEEO|=Tt 2322 LIE}
Lt O] 712 BFA7l= A2 LIEtECE O2|1 SRMR
(the standardized root mean square residual)0| .076 2 7|
ZEX[Ql 1 = 08ECH A2 Aoz LIEHL RHO| 05
O] &2 A= LIEIGC,

44, AFIHLS| AT

HiEHol MEdAo| BrEat Azl 2|1 THEEo|=of
O Xl 728 AAHE 243 Zut= <Table 4> ZCH

H12 HiEUol MERSHup DHE AtO|o] EAE HYHT
AHoz 2AM ZAnl, MHAEZE(B= .205, t-value=3.031, p<
01), MASELER|(B= 574, t-value=8.600, p< .001)0| OHE
Ol OXl= F&2 FH2l FF s OiX|l= ARE L}
EfLt, H1-1, H1-32 X|X||ICE 2L} MH[AZEHE BHE
of F(+el Rod da2 O|X[X| s AR LIEHP=
.057, t-value=0.803, n.s), H1-2.= X|X|Z|X| LQtCt.

H2= HiEfRio| MEiLMo| AMZ0| OjXlz FES 2M5t
71 {3t AHer, 2 Zu 4BAEFE(P= .328, tvalue=
3.208, p< .01)0] AI2|0f OXl= P2 F(+)e FolH IS
OXl= ASZ LIEfH 2, MH[AZHE(P= 037, tvalue=
.389, n.s)1t A|AEIZE(R= 041, t-value= .502, n.s)2 AlZ|
Of oA Fes OX|X| b= o= LIERHCH 128,
H2-32 X|X|E|QROLt, H2-19 H2-2= X|K|Z|X| UL}

H31} H4= THEO| Mz[et IHUEQ|=0| OiX|l= FES
=olst7| st 40|Ct 241 Au}, DRl ME|(B= 313,
t-value= 3.829, p< .001)Q} Z{RIEO|T=(B= .386, t-value=
5.093, p< .001)0] OJX|&= 2 H(+)Ql Fo/X Fa2 0|
K= AS= LIEMECE M2t H3L} HA= X|X|Z[QACt OFX]
Wo 2, HoE AME27F WHEQ=o| OjX|l= FEs 2457
flst Ao|ct. &AM Zut, ME|7F 2| =(B= 296, t-value
= 3.885, p< .001)0] O/X|l= FE¥2 H(+)ol Fo¥ TS
O|X|= A22 LEIL}, H5= X|X|Z|RAC.

= GToME HIEHS

Meisgel M2, AAY

B, Jd2AHEFEO| 1ATE 8L M2(of DjXle St
NATEO| 2ot YR =0 OX= Fgo| &oto] A
oA, O AAFE 2 Chaa 2t

AW, HiEYel HESd & MHAZE2 THRA:s
(+)e k= DMK d=ofs JtEnt FE2| [OISHA G
2 Z07F LIEFRCE Ol HIEUS Al8s &8 FE22 F

r Ao rl

EXto| ZHH-YO|L BiEE SA9 dit F50| FE|iCt
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St FESH &= HEY ME|IAE S40f Cheh B
2| d2lof Relgt SgE DjXl= He eAI7E Ut =
ALt

=M, ALBFE2 TS M0 Felot Jeks OjX[|
e A2Z UEMCL 023 Zut= 2H|ARSO| HiEY
KMo et ol8du 2kls EMZ A 2 Al 2/H
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HIZY Aol S2EME MSHsE F28 49 &1t
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A r
mlo
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Ho

=tte 7tdol 43 2t J=HEFE2 UFA A0
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2ol FEO| S, ZE MY SO MH[20| YMCHZt
s YeLE AS ol & ULk olZjst =4 Zut
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= ofof CHyeh 7t i AEX T TEO| HRdHH, &
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i rjo m
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MSTEET 90I0| AH|X} BIEO| ZHHQ A% she
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A
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E| oA #50| 2R3 HE AlARE =1

AN
CHAm, 52 AEEol=0 7ot Sgs F= A
A
—

Z0[Ct Ol= BHEUOIA 2[R 2SS Oi7H2 o Zot A
o

|_

S
2 LIERCE & HigHS Sof desta
QHMSHA FOIHE 0|8 Ady2 19| X
AZle Ag E0ECEL 24 Zat H
o MO FIE LISt KpEHzt S
R HEEH UK, AT FEXNZ|QE AHzHel HHd
o &It FRICH FE =l = U/ULCL

O Mm, DHELDF ORREZER|2 AE( R0 Fololst
gets F= ARE LEREH, Ol AH|RF 2FEHo| MRty
oM &2 =F2| ME7} @Imatel ot 22101 o
g o § %2 MYAe=E /LTI HBhattacheree,
2002; Jarvenpaa, Tractinsky, & Vitale, 2000)= QIE{4l A
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o 2| Fojel= Atolel ¢l ZAutel YX|SH= ZutolCt.

ZEH2zZ 2 Aol ZMo|A, HIFUS| ALARFEO
2IECE 42AEFH0| BF Ao 3N SS=
FE ASR LIEH A2 ZAUX0|= 7|gol o= HIFEY
28 o AAMES

M-

= A= HIEYS MHIAEE, ALEEE, d2HEF
Zolgk= Ml 7HX| dEiSgo] REEa M2[ J2|0 IEE
ol=0f DXl VY BAES =HQISHRACE £t 2HY 2Hy
of T=gh YMOie| ZHHo|A HiEUS| MEi&Ldo| =29
Ei=ot WSOl O/Xe Fets HEHEUCH=E FHoM 227t
OI|:|»
ULt
= TS Sof HEUS MHAZEI 42HEF
§=0| UFR golojet &S O|ECHE AE 7t
o
°

B
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=

S¢f =231 0js maKjo|x QAIAHY WHiof
NAFSS MBS 202 Jjtfet 4 Tt 17 9IEg S
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AWz, mEEZ0| 2Z0|Ch Amolo] HIH(App)
9 BIZSA BE OIAZAF HIA@015)0) oSt &2
AUEULE X He HAPS S HLSA HEES o
1, e GHEYULE ADEER ofZ T} QEWES S
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