Asia-Pacific Journal of Business (O}EJH] ZY2A)
Vol. 15, No. 1, March 2024 (pp.193-207)
https://doi.org/10.32599/apjb.15.1.202403.193

APTB
ISSN 2233-5900 (Print)
ISSN 2384-3934 (Online)

020 EHEF SHO| XtFYUxte| C[x|E T ojX|= FE:
SIS SMo2”
St g d4dd oo
ANgNgEETE SRS} o179l Yerjsn Agss 14

Study on the Influencing Factors of Business Performance and
Loyalty in O20 Industry: Focusing on the Food Delivery Apps
Dae Yong Hyun? Sun-Young Kim®, Byungheon Lee*

Centre for Small Business Insight, Seoul Credit Guarantee Foundation, South Korea
®Research and Analysis Team, Korea Venture Investment Corporation, South Korea
School of Business, Kwangwoon University, South Korea

Received 29 February 2024, Revised 20 March 2024, Accepted 24 March 2024

Abstract

Purpose - With the increase of non-face-to-face activities due to the spread of COVID-19, 020 industry
has grown rapidly which reduces contact points between suppliers and consumers. O20 platform is now
recognized as an indispensable channel of distribution, but the voice is getting louder that it is necessary
to check how it contributes to the performance of suppliers or how its fee system or contract terms
affects the expansion of O20 industry as the leading companies tend to monopolize the market.
Design/methodology/approach - In this study, the scope was limited to the restaurant industry in which
transactions are the most active among the 020 industry and a regression analysis was done on 775
businesses that had used guarantor service from the Seoul Credit Guarantee Foundation.
Findings - Analysis on the impact of O20 platform system, information, and service quality on the
business performance of the sole proprietors revealed that the system quality represented by ease of use
and the information quality determined by level of timely, accurate and reliable information provided to
the consumers have a statistically significant effect on the improvement of business performance. In
addition, the effect of business performance on the loyalty measured by the likelihood of users
continuing to use the service as well as recommending it to others was moderated by the satisfaction
with contract terms, not by the fee system.

Research implications or Originality - Although the number of O20 platform providers has increased
manyfold, the membership rate is no more than 20%, which means that the small business owners are
still struggling with digital transformation. In order for the O20 industry, which is now commonplace,
to form a healthy ecosystem that satisfies both suppliers and consumers, the standard contract guidelines
that are acceptable to both parties must be established and the O20 providers must offer services that
help suppliers to improve performance.
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7Hd 1-3. 020 Z3F] MuaFd2 Aghate] G937l A(+)e] dF& 712 Aol

ARA2ES £star AR} o] Mu|aE AFSIAY Aale &7 Jldo] R8s AnE
dETHH Alzdl i3] 344 Hrhg #d, 9 wke-S s =M, o]& wEolgta gioh(Oliver,
1993; wbg 2| 2006). o] WEIFS =71 AFgAyE 020 Z2HES A% AMSslEx e 29 JHES
A= & 4 ok (Oliver & Rust, 1997), &, AMgAFe] AlFout Au|2d digt 7|t&8-o] B
EA AT uf o] F wiFolgta S, FAEE AL AR omolH Bl FHstaiat sk A
olegta & 4= KA - A4F], 2003). 71E AFolME AFEAR IEE, A2E AL(EL AL
&), #ole] 55 T3l HEAAE AFE SAHIAUHDelone & McLean, 2003), %7 @4
Ao g AARY FAEE B Y5 BF aeEH HleH, ged FAxe 7 odx, A
tigte] iz Aak, Al o=, Zeju|dd 7HE AF it 5L T FF5ZH FAzE AT,
R AT Fol Aokt - A3, 2003).
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A

=)

S A28 AR TrEolu =S¥ (net benefit) 59 JNdoE FH3= AL FFH o EHH ot
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Wgo JbA, F4, B B gHo] mAe] g AAHEg s, of A4 A7 FHwo
GFE 73S WAL oldel =oE wFOR TheT} g S Aksn,

M 2. AGPATE 020 FAEL ol31e] B FAHE AdAe] PAL AB] A(+)e]
g 712 Aol

H7)74E5(2019) ZAe] wEH, 020 Mul: EHF AFdAls ARgAblAl E3F o] &=t df

&, F3, 55, 748, MRO(2A A4, Maintenance Repair and Operation) )] 5-& 7[wke

= ole BENL Ik BUE o[RS AHIAE o8 it AT v 0B 49} 5 o8
w) Ashe Felol olvlo] ath gl WjEe FRolt WA, 4F ol uet HFES B9 o
WASIEE, LEQI0R BE FE 5 2A Helolt AFE Be wideld AES W Au2Th gl
B3 2 e EAFN 20 FRYAZ 40 AARES 94 B Aeo] IHAATFAL Yol o]
w2 NEE S6E 0 A Frat FEAY AuAE AFATD Adst HASE i dve
W Aomd, MEe FldR 4T Y £5RE wE AR U Agus dE ) Auas
oW 2 HNNYL shok e AT AEATE AUl olgL S8 AL A AR
Hlgolw], FAE ALSE 95 ol A el FES AAlsks FAA Anl, oY) A A2g
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Bo} rolg AESE AAY 719 Bl Wad 24 AANE BulsEA BAAIIE NES wa
et whE FEelo] Y, Fa 020 AHl FYE AIAE Hk T EF o1y MRS WAzl

Aoz vepdtt, vigovlEe $age Fa, MRO #2RE, 77lemHlgjE s o] &89 +43E,
-2 Fufel FuRHE wES A vt

mjZ A FEE 2w 5£ER(52.7%)7F S5 vjEo] 7% AT arkSo] o] &8 (17.20%6) %tk Al
S 7o) £ mEls HsAFl Jo g £Eg o] HFo] Y& Z=7H31.2—52.7%, 21.5%p 1)E
thAl Far m)5o] =Al 74(25.67.3%, 18.3%p | )ehs 25 Btk olx¥ £F87F 020 AH|2=
EYE Aol T3 Foldo] HWA o= <Igt AF o] & AR AT FALALIAE tE <
020 ZYE& 7|Yh9] AAxlo] Toz ANY=HJEd], wiLulEe 587}, oFEAls g} Fay)|
Fto] v diideldet. &2 wigsle] dlEFAC] vigouEe o 3hi vt wEshs e ZErE
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020 E9E F4o| AQAe] tiAd 3tel] njXE o3k WEde FHo=
2. W 54
T ATl tigk 22 Aofol FAL the (Table 1) 3 At} FE5HGR] SEE JPATFE
Faste] & 821 27 &%, 5 AE AR oot T PR Pt 5 Ar g SHP A=
A Aiae 8344
Table 1. A-1tH40| =20 Ho|of =7
i 224 o &4
O »e 920 SUEY AGAE 020 SHE A% A =9 BRI 2 o™ & 2K 56
= o2 HE)9 B
020 MH|A Btgo=z HI S|, 828|18 5) B, ME 371 SUY S22
Kyuaiy oo oo AMa He|d, AHIRF A(R7]) HH BOlY, LA YUY AE
= Ee HE & 5 &S0 AE) BT
- 22 A Q0|4 M AR Q2 A5 S 27f SHE(5H
= o AHIZIO| CHEE A|QJHASD, Yot MRY » U= YE
CEEC TR L B 5 Vhused Dol BE
MH[AZA At MH|A 2F WY I 42 AR MH[A A ZGH HE)
#48 3HE 2R A UE 2F 020 2HEFY £42 A UE Y=6H ML)
Aok 388 Az UE ~F 020 EMEFY Atz U= HEO6H )
L 7Y A2 20201 6 T 7|F FET OHEAU(HTH)
020 of= 020 £ HIF M3 o= S0M 020 EHES Sl ¥2 HiE HIS(%)
BT aQFEE Est] A B84 aQREAE FPsAT. FH AmTE 2iEA el
ZAgstA] golgk A7, KMOS BE -4 (MSA: measure of sampling adequacy)< 834, Bartlet®]
T84 R F(Bartlet test of sphericity) x2=1473.076(p <.01)o]3Jt}. &, 2182 o] 3t 252t
TS 5 ek}, 1998). AATE 7wk 2 oy a9l, 5/ #Fo =2 S JP8F= FHa9
(Principal Axis Factoring) FAWH-S 53 Alus]dA(Direct Oblimin)ale] @ ol1R2]3c) &4 A},
¥ AmEe 61.135%e™ W AlZ % (cronbach’s )& 8380t}
020 AMu|ze] FHL AYATE T3l A28, Au, AMul= F2 5 3] 2A9ES =533, Al=F
e FE AT 8o, AR 2R HAst F AR el B 27 dEo R, FRFLLS AH|A
2FALE QR RS w AR AH| =
2 FAYU FAF QRN FE HHAe] KMO S=& 829, Bartleto]
(FH3}, 1998). F5AJFEZE 29&
S Jgstgint. Ay ATt 2aER
o 2Rl Adkel e A== (Table 2) o g2t

i

J

7t A8 ALE 54 g 9
FEAAL, FANE 2 3RS VYo nz Ay o Byl I
sithe 228 43
Z; Bako] QR3S 536004 9312 wl$- %z, 3k aele] W2 A= cronbach’s o 7819

Alsshs BEe A, A, A=A T I EFE, A4
T AFE x2=2944.799(p <.0D= EA ol & A} gtk
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Table 2. 020 S E29| 40| &t A2dut et 2Y At
ROIL52F
HqEEY A| ARIEZ ME[AFEA
(2 #|Z] AH[Zt0 gt RISsH YEE 931
A3t :
(Y= A 3] LH|2f0f O Gt YES 912
A -Zstt :
(2 &) AH[ZLO|| Cgh Al Ast
HEE 2250t B 536 400
[ArE ma|d] {E2AH0] M ArE A0 919
REIb At :
A H2|d] ofE2A0|d & ArESHo] 674
FEE7|= 44 -
[AtE *1HI ] 22 2 A A AE 675
MH|AE H % B :
18z| 3.848 909 509
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Cronbach's a 913 781 -

2 22 YHO 2300123, S YH2 T YAEt ol eERYy

Fo ATRFd e TxFAgS JEdA 24 23+ (Table 3) 3 2t

Table 3. 7|=&7 &4

[1] [2] 3] [4] [5] [6] [7] (8] [9]
T R A% ®ojE 020
Mg °© Ed BY BY BWM EWA (MOE) 0jE%)
[2] 673" 1
[3] 579" Jn- 1
[4] 542" 641" 554" 1
[5] 473" 535" 592 594 1
[6] .318™ 223" 114" 216" 190" 1
[7] 328" 1957 1157 185" 168" 720 1
[8] 048 -.003 053 023 -.015 -.026 -.038 1
[91 187" 238" .198™ an- 081" .046 .003 -.002 1
2|7k 1 1 1 1 1 1 1 0 0
2|5HZk 5 5 5 5 5 5 5 110 100
o 3.10 324 3.56 3.05 3.07 203 2.30 19.97 40.12
B2}t 1.06 0.88 0.94 0.99 1.09 0.91 0.86 16.92 32.41

Z:"p< .01, "p<.051tp<.10
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Table 4. 3|H&A A1t

&L TEHL OR" &
s Ry o3 08 833 B34
BE = = = =
B oz B oz B oz B oz B °3f
Ak 556" 083 402" 113 126 117 -064 122 -063 123
A|ARIE 4697 028
IR 304 027
MH|AEH 029 025
HO{EH 003t 002 003" 002 004" 002  004° 002
020 oj& 001 001 001 001 .001 001 .001 .001
(gLt 802 033  .754™ 033 7527 032 746 032
1448 2344 205" 031 065 043
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1121 036 034 .007 048
111131 060t 033 051 048
FZt 377070 215.685 146.254 ™ 153.778 110211
R? 595 456 487 500 501
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AR? 595 456 031~ 044 045"

Z1:"p <01, "p<.051tp<.10
22 : BY2HE DYPAIRY ARME 2RI 71202 MEF
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Ronz PGy wjEd Qo= 020 ZES Fi A2 wWE HFES SAUTE ¥ 3}
(Table 4) 2] & 1011*1 AT B=.060, p <.01)& tiRE HFYAE Fol= T o ﬁ‘i%‘% gt
F AU, 2EER] SR THANY FFEL2 ZF244 AFE e, s AAY T gt
e gAY L%‘r,lzla— =olE A 84 (B=.176, p<.01)FAT = 7t BAS zéo}zl—b
H§ED}<B= 028, p».10). 2&3E& SalA Al 3] dFHS I, Az 37430 st
S gAY AR S AH FHA7IE 2A(B=.209, p<.01)2=2 Yo, 89749 tAE
L%,l BAE BAFHCE FonstA 2ZAcHB=.047, p<.10).
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