ISSN 1738—2289
AA¢AT A58 A2 pp. 27-36, 2017 https://doi.org/10.22678/J1C.2017.15.2.027

o

e 23S 83 020 WL o} AH]A ZA Q9 BA

Classification and Evaluation of Service Quality Factors of 020
Delivery Applications Using Kano Model

Young-Chan Lee', Dong-Hyuk Seo', Si-Hoon Song’
1D(:pt. of Business Administration, Dongguk University, Gyeongju

ERED = arolAs Al 2y @%ﬁ% sho® 020 Wie o] Muls Fd 2 ¥
= 2 7PX1 Adde Rt w4 A, ddH Fdesre Zé-'f‘}b& qrdd, LP%%& T S, A
24 7
3 ulg, mas oA, &
AA FAare ke A
2 vebdth By $P8ARE ARUY Ausg oliE 3 BEIYrh B ATANE 020 HF 9 Avlx o

A= =4
S0l ofd Aulz FHAare ATk A dEFs FHdle 2 2S5 2}% Aoz 7@t

*—M

7I19E 1 020, WD 9, T B, Auls F2, d94 Fdas vEA FHRas

GRS In this study, we analyzed service quality factors of 020 delivery app based on Kano model
and survey, and classified service quality into several dimensions. As a result of the analysis, the one
dimensional quality factors were accurate information transmission, variety of restaurants, diversity of
payment methods, diversity of menu selection, discomfort resolution, kindness of service, taste and quality
of food, hygiene and cleanliness, Attractive quality factors such as updated information, reliable reviews,
various ordering methods, fast delivery, brand image, discount point payment and accumulation. Although
the must-be quality factor did not appear, it turned out that the discomfort resolution was close to the
must-be quality factor. The indifferent quality factors were informational services, events and promotions.
The 020 delivery app market is continuing to grow and competition is getting more and more intense. The
results of this study will help O20 delivery app vendors to establish strategies to focus on certain quality
of service factors.

Key Words : 020, Delivery Apps, Kano Model, Service Quality, One-Dimensional Quality Factor,
Attrative Quality Factor, Indifferent Quality Factor
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[Fig. 1] Monthly number of subscribers to delivery apps
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[Fig. 2] Delivery app service flow
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<Table 1> Service quality factors of delivery apps
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<Table 3> Two dimensions table of quality
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<Table 4> Demographic analysis
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<Table 5> The results of Kano model analysis
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