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A study on the effect of O20 restaurant delivery service quality and company

quality on reuse intention: Focusing on comparison between Korea and China

ZHANG YIBO

Department of Information System, The Graduate School,

Pukyong National University

Abstract

With the development of technologies such as mobile technology, simple
payment, and big data, the lives of modern people are changing significantly.
Unlike in the past, when consumers visited stores in person, consumers can
now search, order, pay online, and receive products or services in offline
stores. This business pattern is spreading to various industries such as meals,
leisure, entertainment, tourism, education, door-to—door makeup, and Didi Taxi
as an online and offline (O20) model. In particular, 020 delivery platforms
account for the largest portion of the restaurant industry, and the number of
delivery platform users has increased sharply due to COVID-19.

Various problems occurred as the 020 delivery market exploded in a
short time. For example, false exaggerated advertisements on the platform and
food hygiene of affiliates are included. Concerns are growing that consumer
loyalty may decline and face a growth cliff in related industries as the quality
of services decreases due to excessive competition among companies.
Increasing the competitiveness of the platform and pursuing continuous
development of the O20 market has emerged as a very important task.

Therefore, this study analyzed the effect on the reuse intention of 020
service users through online and offline satisfaction compared to Korea and
China at a time when the 020 market is rapidly growing by combining
literature research methods and empirical research methods. The empirical
study analyzed the impact relationship between 12 variables, including online

service quality, offline service quality, online company quality, offline company



quality, online satisfaction, offline satisfaction, and intention to reuse.

A total of 348 online questionnaires were collected and used for empirical
analysis, and the suitability of the research model was verified using smart
PLS 3.0. All questionnaires used a Likert 5-point scale. In addition, reliability
tests and validity tests were conducted to secure the reliability and validity of
the questionnaire used in this study.

To summarize the results of empirical analysis, first, system quality does
not affect online satisfaction. Information quality and customer service quality
had a positive effect on online satisfaction. Second, diversity has a positive
effect on online satisfaction in Korean analysis results and does not have a
positive effect on online satisfaction in Chinese analysis results. The brand did
not have a positive effect on online satisfaction in Korean analysis results, but
had a positive effect on online satisfaction in Chinese analysis results. Third,
delivery quality has a positive effect on offline satisfaction in Korean analysis
results and does not have a positive effect on offline satisfaction in Chinese
analysis results. Menu quality does not have a positive effect on offline
satisfaction. Fifth, product quality had a positive effect on offline satisfaction.
Environmental quality has a positive effect on offline satisfaction in Korean
analysis results and does not have a positive effect on offline satisfaction in
Chinese analysis results. Sixth, online satisfaction had a positive effect on
offline satisfaction. Seventh, online satisfaction had a positive effect on the
intention to reuse. Eighth, offline satisfaction had a positive effect on the
intention to reuse. Finally, based on the results of the empirical analysis,
e—commerce research grounds and O20 model research directions considering
online and offline service quality, restaurant quality, and online and offline

satisfaction were presented, and implications were actually presented.

Key words: 020 Delivery Platform, Service Quality, Restaurant Quality,

Satisfaction, Reuse Intention.
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E 4-1. =29 ENM
T ﬁE )& M H) &
(337 (F7)

. w7 73 48.0 63 32.1
o 2 79 52.0 133 67.9

100 17 11.2 58 29.6

20t 57 375 78 39.8

A 30t 43 28.3 39 19.9
40t 29 19.1 19 9.7

50t 6 39 2 1.0

60%H<) w Tl 34 22.4 84 42.9

9 s 60-120%+ 22 145 64 327
B 120-180%+ 30 19.7 21 10.7
1803+ o] 4 66 434 27 13.8

st =4 mwt 46 30.3 87 44.4

A% 59 e =9 74 487 63 32.1
ekl =4 32 21.1 46 23.5

2 a1/ 97 63.8 - -
A} g5t = | o] B (FE 41 ED) - . 137 69.9

9] 21 Hj gl Qls/ 44 28.9 - -
R=R AW (k1 2) - = 46 235
A% 71 e 11 7.2 13 6.6
671 ol 5 3.3 24 12.2

e A 6-127114 9 59 10 5.1
1-2d 14 9.2 16 8.2

2 o] 4 124 81.6 146 745

13] oy 64 421 69 352

S EREN] 1-33] 52 34.2 76 38.8
sl 4-63] 29 19.1 31 15.8
73] o) 7 46 20 10.2
Y| 1527 100% | 1969 100%
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N i
I B EFHA Ky EFHA

SQ1 3.737 1.005 3.969 0.677
A2=El EA SQ2 3.684 0.782 4010 0.789
SQ3 3.763 0.958 4,051 0.660
1Q1 4.053 0.759 3582 0.832
AR EA 1Q2 4105 0.736 3.388 0.751
1Q3 4118 0.760 3.337 0.755
A aqu o~ | CSQl 3.961 0.715 3.286 0.795
. CSQ2 4184 0.663 3.092 0.834
e CSQ3 3.987 0.769 3.224 0.736
Vi 3211 0.749 3.653 0.716
theEA V2 3.105 0.640 3.786 0.732
V3 3.289 0.624 3.878 0.848
Bl 3816 0.702 3.602 0.817
B B2 3724 0.771 3592 0.957
B3 3934 0.784 3571 0.926
DQ1 3.342 0911 3.847 0.644
o £ DQ2 3.316 0.906 3.888 0.698
DQ3 3.237 0.856 3.745 0.704
DQ4 3.382 0.794 3.837 0.698
MQ1 3.763 0.705 3.204 0.755
o 4 MQ2 4.000 0.707 3316 0.723
MQ3 3.829 0.785 3.286 0.782
PQ1 3.868 0614 3.082 0.778
R PQ2 3.947 0.705 3.143 0.808
ow we PQ3 3.855 0.720 3.500 0.732
PQ4 3.882 0.668 3561 0.770
EQ1 4,000 0.743 3214 0.860
374 E4 EQ2 4.066 0.879 3.245 0915
EQ3 3.895 0.771 3.235 0913
oaro) ONS1 3.921 0.684 3612 0.723
s ONS2 4.026 0.606 3.663 0.684
S ONS3 3.829 0.732 3.429 0.756
P OFFS1 3921 0.721 3.786 0.848
e OFFS2 3.789 0.694 3.684 0.709
SR OFFS3 3539 0.697 3.459 0.731
RI1 3.829 0.594 3.847 0.873
A o= RI2 3.697 0.669 3.602 0.696
RI3 3.763 0.666 3.276 0.780
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Aol 24 22

b2 2Ki-test)

Mean(SD) =} o]

4 #2(N=152) | FF(N-196) | © & | pvalue| ¥4

($/%)
Aldl FAE 3.72(0.83) 4.0000.62) -2.393 0.018 F
A +2 4.09(0.65) 3.44(0.66) 6.521 0.000 F
a7 Aujs F4 4.04(0.59) 3.20(0.68) 8578 0.000 -
oA 3.20(0.57) 3.77(0.63) -6.153 0.000 F
U= 3.82(0.62) 3.59(0.79) 2.140 0.034 F
e £ 3.32(0.73) 3.83(0.53) -5.151 0.000 -
v #2 3.86(0.62) 3.27(0.66) 6.088 0.000 -
| 3.89(0.53) 3.32(0.63) 6.256 0.000 -
374 #4 3.99(0.65) 3.23(0.77) 6.903 0.000 -
28l EE 3.93(0.56) 3.57(0.58) 4.083 0.000 -
Q3o TEE 3.75(0.57) 3.64(0.64) 1.171 0.243 5
AALE 9% 3.76(0.51) 3.57(0.66) 2.122 0.035 F
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P 4 A (Chin, 1998).
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HSEEY 4 Za(e=)

W 2= Fact‘or Cronbach’s CR. AVE
Loading a

SQ1 0.925

Alz~dl #4 SQ2 0.802 0.880 0.919 0.792
SQ3 0.937
1Q1 0.867

AR F4 1Q2 0.872 0.832 0.899 0.748
1Q3 0.855
A A CSQ1 0.815

= CSQ2 0.845 0.752 0.856 0.665
e CSQ3 0.786
V1 0.889

= ) V2 0.793 0.790 0.876 0.702
V3 0.829
B1 0.805

BH= B2 0.829 0.751 0.858 0.667
B3 0.817
DQ1 0.814

g 4 ggg 822? 0.851 0.893 0.678
DQ4 0.743
MQ1 0.795

oy 53 MQ?2 0.722 0.784 0.861 0.676
MQ3 0.936
PQ1 0.713

BE F4 [Hoe——oiD 0.790 0858 0.603
PQ4 0.771
EQ1 0.816

o7 w4 EQ2 0.799 0.724 0.844 0.643
EQ3 0.790
2ate) ONS1 0.820

. ONS2 0.855 0.778 0.871 0.693
e ONS3 0.821
e OFFS1 0.715

E OFFS2 0.886 0.726 0.847 0.650
e OFFS3 0.810
RI1 0.779

AARE o= RI2 0.789 0.703 0.834 0.627
RI3 0.807
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0

| RIZEICHN 2

o o

N AHER)

ps Fact‘or Cronbach’s CR. AVE
Loading a

SQ1 0.865

Alz~dl F4 SQ2 0.879 0.811 0.886 0.721
SQ3 0.801
1Q1 0.853

AR F4 1Q2 0.806 0.800 0.882 0.714
1Q3 0.875
A A ] A CSQ1 0.850

= CSQ2 0.970 0.822 0.893 0.735
e CSQ3 0.813
V1 0.840

= V2 0.808 0.762 0.862 0.676
V3 0.818
B1 0.927

2= B2 0.855 0.847 0.901 0.753
B3 0.819
DQ1 0.781

g 532 ggg 8328 0.808 0.874 0.635
DQ4 0.846
MQ1 0.784

o &3 MQ?2 0.952 0.837 0.892 0.735
MQ3 0.825
PQ1 0.864

FE FE £8§ 82;13 0.833 0.889 0.667
PQ4 0.745
EQ1 0.790

37 4 EQ2 0.885 0.809 0.885 0.719
EQ3 0.866
ool ONS1 0.763

e ONS2 0.838 0.716 0.841 0.638
e ONS3 0.793
e OFFS1 0.857

e OFFS2 0.798 0.800 0.882 0.714
e OFFS3 0.827
RI1 0.822

AARE o] %= RI2 0.916 0.788 0.877 0.705
RI3 0.774
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2) 7Hdel 74 % 4
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