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ABSTRACT

The effect of service quality of food delivery
application on perceived risk and repurchase
intention

Kim, Ji—Yeon
Major in Food Service Management

Dept. of Hotel, Tourism and

Restaurant Management

Graduate School of Business

Administration

Hansung University

As smartphone usage becomes more common, marketplaces in
various operating systems, apps, and web services are diversified and
activated.

With the development of the food service industry and the fierce
competition, the food service industry expands the portion of marketing
using smartphones to gain a competitive advantage. Therefore, new
markets utilizing smartphones are expected to continue to grow. 'Food
Tech' has recently emerged as an industry that provides new services by

combining food—related services with ICT. Food Tech's representative
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service 1s a delivery application. However, while many food service
companies develop and utilize applications, related research is limited.

Therefore, this study analyzes the effects of service quality, perceived
risk, and repurchase intention in food delivery applications and proposes
future guide for developing smartphone application services for food
service companies.

Accordingly, the preceding variables for service quality of food delivery
application were verified, and the effects of service quality on perceived
risk and repurchase intention and the effects of perceived risk on
repurchase intention were analyzed.

As a result, in the impact of service quality of delivery application on
perceived risk, the price benefit factor had a significant negative effect on
price risk perception. Information provision and reliability had negative
impacts on service quality risk perception, but price benefits had a
positive impact. Information provision and reliability of service quality of
delivery application had positive effects on repurchase intention. Price
benefits did not affect repurchase intention. Among the perceived risks of
the delivery applications, service quality risk perception had a negative
effect on repurchase intention, but price risk perception had a positive
effect on repurchase intention.

From the above results, information provision and reliability in the
service quality of the food delivery application reduced the risk perception
of quality and improved repurchase intention. On the other hand, price
benefits showed different results from previous studies, such as raising the
risk for service and quality, or increasing repurchase intention if perceived
as expensive.

Therefore, unlike general products, fresh food delivery service needs to
approach from a new perspective in pricing policy or marketing strategy.

In addition, implications for future research and industrial development
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were proposed.
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