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( Abstract )

User Perception about 020 Order - Delivery App
Using Topic Modeling and Revised IPA

Haejung Yun*, Jaeyoung An**, Sang Cheol Park

Due to the spread of COVID-19, the use of 020 order-delivery applications are becoming very common. Unlike the past,
where customers could choose the desired transaction method and channel, these days, where customers’ choices are very
limited, it is urgent to consider the concept of shadow labor which has been hindered by the convenience and the benefits
of order-delivery app. To this end, in this study, the service quality factors perceived by users of 020 order-delivery app
and their shadow work attributes were identified, and priorities according to their relative importance and satisfaction level
were suggested. In order to fulfill research objectives, first, after collecting user reviews for an O20 order-delivery app, the
subject words were derived using topic modeling. Research variables were selected by linking 11 keywords with the concepts
of previous studies on service quality of mobile apps and those about shadow labor. Eight variables of usefulness, ease of
use, stability, design quality, personalization, responsiveness, update, and presence were selected. Based on 32 measurement
items from the variables, a revised IPA was conducted, and finally, ‘keep’, ‘concentrate’, ‘low priority’, or ‘overkill’ service

quality factors are revealed.
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