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ABSTRACT

The Menu Quality of Delivery Products on

Customer Demotion and Customer Lloyds.
—Intermediate consumer confidence—

Park. Eun Kyung

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

The delivery restaurant market is more active due to the
influence of Corona 19, and orders for delivery food are actively
used due to the advancement of the society of the Honbap family
and many women. Now delivery food is also expanding into
various marketing and strategic and systematic consumption
markets. Therefore, delivered food has very important implications
for enhancing the quality of life and interest not only for
restaurants but also consumers.

Therefore, this researcher investigated what factors affect the
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quality of the menu of delivered food, and whether consumers'
emotional response and customer loyalty influence consumer trust.
Therefore, in this study, factors were classified into food quality and
delivery service quality in the menu quality of delivered food.

The purpose of this study is to examine the causal relationship
between each variable and to determine whether the emotional
response of the customer to the menu quality and the customer
loyalty have a mediating effect in the relationship with the influence
of consumer trust.

The survey method was targeted to users of food delivery located
in the Gyeonggi and Seoul, and a total of 370 copies were
distributed, and 353 copies were empirically analyzed.

The collected questionnaire was analyzed using the statistical
program SPSS 23.0, and the method used for the analysis was first,
a frequency analysis was conducted to understand the general
characteristics of the study subject and the use behavior of delivered
food. Second, the Kronbaha alpha coefficient was calculated for the
exploratory factor analysis of the menu quality of delivered food
and the reliability of the scales that constitute the variables. Third,
correlation analysis was conducted to understand the relationship
between major wvariables, and multiple regression analysis and
mediation effect analysis were performed to verify the effect of the
menu quality of delivered food on customer sentiment response and
customer loyalty and the mediation of consumer trust. Implemented.

The analysis results are as follows.

First, it was analyzed that the menu quality of delivered foods

had a significant positive (+) effect on customer sentiment response.
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Second, it was analyzed that the food quality and delivery service
quality of the menu quality of the delivered food will have a
significant positive (+) effect on the customer sentiment response.

Third, it was analyzed that the menu quality of delivered food
has a significant positive (+) effect on consumer trust.

Fourth, it was analyzed that food quality and delivery service
quality of menu quality will have a significant positive (+) effect on
consumer trust.

Fifth, it was analyzed that the menu quality of the delivered food
has a significant positive (+) effect on customer loyalty.

Sixth, it was analyzed that the food quality and delivery service
quality of the menu quality of the delivered food will have a
significant positive (+) effect on customer loyalty.

Seventh, it was analyzed that consumer trust has a significant
positive (+) effect on customer sentiment response and customer
loyalty.

Eighth, it was analyzed that the customer sentiment response had
a significant positive (+) effect on customer loyalty.

Ninth, it was analyzed that consumer trust will mediate the effect
of food quality and menu quality of delivered food on customer
emotional response.

Tenth, it was analyzed that consumer trust will mediate the effect
of food quality and delivery service quality on customer loyalty.

All of the above research results have been adopted, and the

implications and future research tasks are summarized as follows.

First, there is a lack of prior studies on menu quality of delivered
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food, so this study verified whether there is a mediating effect of
the influence relationship between menu quality of delivered food,
customer emotion response, customer loyalty, and consumer trust.

Second, as the market for delivered food is growing, it is
considered to be meaningful in that it can provide implications for
consumers’ understanding of delivered food and marketing strategies.

Third, there were many prior papers related to the delivery food
app (APP), but prior studies focusing on delivery food were still
insufficient. In the future, if various studies on the food delivery
menu are carried out,it is believed that more in—depth academic
implications can be established and detailed research results can be
derived.

Fourth, as the trend changes rapidly, consumers' expectations and
tastes for delivered food are becoming increasingly difficult.

It shouldn't be just because it tastes good, it shouldn't be pretty,
and it shouldn't be cheap. When all of this is in harmony, eating
out will truly satisfy consumers.

Therefore, if the restaurant operator wants to capture both
positive emotions and loyalty to consumers in a competitive delivery
society, it will have to induce positive emotions in consumers, try
to build trust, and be sensitive to social changes.

In addition, we will have to do our best to satisfy consumers

through continuous new recipes and menu management.

[(Keywords] food delivered, menu quality, customer sentiment

response, customer loyalty, consumer trust

- 106 -



