Journal of the Korea Convergence Society
Vol. 12. No. 3, pp. 85-98, 2021

ISSN 2233-4890 / eISSN 2713-6353
https://doi.org/10.15207/JKCS.2021.12.3.085

HIE MH|A 0I8XI2| =7} 4d, 018K Q02li}
70| O0|xl= Fg 22 A+

= 1 =2*
sigs’, oS
'ZMHStR 0|CI015} AL, *ZMNSE CIXI0|Ciofska B4

=

A Study on the Effect of Trust on the Delivery App. Service to
Emotional & Rational Factor & User's Word of Mouth

Youn-Soo Hal, Sang-Ho Lee?
'Ph. D, Graduate School of Digital Design, Kyungsung University
Professor, Department of Digital Media, Kyungsung University

2 o WP AL COVIDIO ARz Hlthel Eabh Sk, AKQ) TFRE AXBA HoFHel moke
wrolsha giek. Sejsle B2y Auls AFolA o8] ARzt ol E Aol A4E 8dle] vAE IF 8912
EAFORN WAE Alolo] T2H BAS AESE L Bk LY AulA o] §4So] ol 2Ql% BHH aqle)

TARNA viZfHsE AFstal W Bhdet sy Au|Ao] AFo] mE wE e S AHA g 232 27
Stol, o] 8A50] ol8sl= HAoA ofEA o] 8AY FA Yo FFE MAeA e WA AT, WEd
ABA o] &AEC] W TRt MHlA HEFow FEY & g AR VdEth

FHO : A=, wiE A, A4 oY, TAM, PAM, 74

Abstract Domestic delivery app services are taking a leap forward as the non-face-to-face culture
spreads due to the COVID 19 situation and the industrial scale is also growing. In the expanding
delivery app service market, we try to verify the structural relationship between variables by empirically
analyzing the influencing factors of users' trust in rational and emotional factors. Delivery app service
users trust and discriminate parameters in the relationship between rational and emotional factors.
Satisfaction according to the trust of a valid delivery app service and service expansion model through
word of mouth was designed. It was verified through a hypothesis whether it had an effect, and it can

be used as a variety of service strategies for delivery app service users.
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Table 1. Operational Definition of Variables

l\/leasqrement Operational Definition of Variables | References
Variable
TRUST The degree to which users feel that [9,10,
(TR) the delivery app service is worth using| 11,12, 13]
Quality of Service|Perception of economic benefits from| [28,29,
(QS) using delivery app services 30,31, 32]
[4,9,
Economic Value |Perception of economic benefits from 10,11,
(EC) using delivery app services 12,13,
14]
Aesthetic Value |Perception of economic benefits from| [33,34,
(AE) using delivery app services 35,36]
Emotional . )
Attachment Percept\_on c&f lgcomom\c bengf\ts from 37.38]
En) using delivery app services
. ) . [712,
Perceived Easy of| The degree to which you perceive 1316
Use whether you can easily use the 21’24’
(PE) delivery app service 25.32]
Perceived The degree of user's perception of |[4,6, 7,8,14,
Usefulness - > A
) profits using delivery app service 17,18]
Continuous Use . .
| . Intention and recommendation for |[14, 16,18,
ntention .
) users to continue to use 22,23]
Satisfaction User's impression of the feeling of use s,
(SA) after using the delivery app service 18,20,
21,24
WoM Intention and recommendation for (22,23,
A 39,40,41,42
(WM) users to continue to use 43]
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Table 2. Results of reliability and validity analysis
Variables of proposed model Standardized item loading T-Value CR AVE Cronbach a
trl 0.846 20.833
Trust (TR) tr2 0.892 a) 0.880 0.711 0.8%
3 0.842 20.678
gs1 0.732 14.867
Q“a"vtv(gs)semce 482 0.857 17.634 0,821 0,606 0.847
gs3 0.837 -
ecl 0.770 19.111
Econo(rgig) Value ec2 0.936 - 0.829 0619 0.898
ec3 0.898 25.340
ael 0.901 23670
AeSth’fEE)Va'“e ae2 0.943 - 0853 | 0.663 0.869
ae3 0.670 16.030
eal 0.797 -
Emotional Attachment (EA) ea2 0.852 18.056 0.831 0.622 0.869
a3 0.852 18.062
pul 0.900 24598
Perceive‘zpﬂ)sef“'”ess o2 0.904 2483 0906 | 0764 0.921
pu3 0.879 -
pel 0.908 31.019
Perceived Ease of Use (PE) pe2 0.950 - 0.937 0.832 0.938
pe3 0.889 29.128
uil 0.921 -
Continuous Use Intention (UI) ui2 0.910 28.855 0.927 0.808 0.941
uid 0.920 29.765
sal 0.896 24317
Sa“(ssfzc)“‘)” sa2 0.878 - 0900 | 0750 0913
sa3 0.873 23.024
wm1 0.882 26.878
WoM (WM) wm2 0.932 31.371 0.920 0.79% 0.936
wm3 0.927 -

Summary of model fit indices X2=694.158, df=360, p¢0.000, XQ/df=1.928
RMR=0.045, GFI=0.883, AGFI=0.849, PGFI=0.683, NFI=0.935, IFI=0.967, TLI=0.960, CFI=0.967, PNFI=0.773, PCFI=0.800, RMSEA=0.051

*0{0.001, a) fixed to 1

Table 3. AVE and SMC(Squared Multiple Correlations)

Variables 1 2 3 4 B 6 7 8 © 10
TR 0.711*
Qs 0.394 0.606*
EC 0.283 0.203 0.619*
AE 0.142 0.197 0.060 0.663*
EA 0.454 0.297 0.234 0.172 0.622*
PU 0.305 0.354 0.216 0.222 0.619 0.764*
PE 0.216 0.252 0.077 0.147 0.545 0.637 0.832*
ul 0.233 0.233 0.081 0.248 0.607 0.616 0.526 0.808*
SA 0.388 0.389 0.236 0.206 0.650 0.682 0.561 0.661 0.750*
WM 0.371 0.257 0.252 0.130 0.623 0.537 0.440 0.529 0.711 0.794*
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Table 4. Results of Model estimated by AMOS

Path of proposed model itear:dgs;?g T-Value Results
QS < TR H1 0.652 11.5616%* Support
EC < TR H2 0.440 6.117*** Support
AE < TR H3 0.399 7.248*** Support
EA < TR H4 0.620 10.633*** Support
EC < QS H5 0.166 2.296** Support
EA < AE H6 0.169 3.336*** Support
PU < QS H7 0.177 4.149*** Support
PU < EC H8 0.183 4.564%** Support
PE < AE H9 0.107 2.364** Support
PE < EA H10 0.719 12.974%* Support
PU < PE H11 0.692 16.198*** Support
Ul < PE H12 0.290 4.221%x* Support
SA < PE H13 0.363 6.827%** Support
Ul < PU H14 0.558 7.838%** Support
SA < Ul H15 0.560 10.119%** Support

WM < SA H16 0.851 19.211% Support

Summary of model fit indices X >=974.422, df=389, p(0.000, X
Jdf=2505, RMR=0.125, GFI=0.843, AGFI=0.813, PGFI=0.706,
NFI=0.908, IFI=0.943, TLI=0.936, CFI=0.942, PNFI=0.812, PCFI=0.843.
RMSEA=0.065

*0(0.1, **p(0.05, **p(0.001
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