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The Impact of Service Quality Signals on the Success
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Abstract

With the growing demand for online food delivery (OFD) services via Online to Offline (O20) platforms,
it is required for academic researchers to identify the success factors of OFD businesses. In line with
this, this research examines the impact of the core service attributes of a restaurant (hygiene, interactivity,
trust,and popularity) on business success in the OFD platform context from the perspective of information
asymmetry. Furthermore, the moderating effects of hygiene factor between the core service attributes
and the success of restaurants are evaluated. We utilize 1,146 restaurants registered on the largest OFD
platform in Korea. The results of this study demonstrate that hygiene (certification), trust (franchise),
popularity (favorite) factors have positive impacts on the success of OFD businesses. Moreover, we find
that franchise restaurants with high response rates to customer reviews and inquiries achieve higher sales
when they have hygiene certifications than those without the certification do. The key findings bear
significant contributions to prior literature by empirically substantiating the pivotal role of service quality
signals in fostering restaurant success on the OFD platforms. In addition, this study provides business
implications for restaurants in O20 platform.

Keywords: Online To Offline Platform, Online Food Delivery, Information Asymmetry, Hygiene,
Trust, Popularity, Quality Signal
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