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o] AAtmigd Azte] § & oJmgtth(Engel, . F., Blackwell, R. D.,
& Miniard. 1990).
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ol 4 WA AvAZE A =7 QAo o =
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FEAQ01L &AHAPE ol Fso] HHHor JFE wAE il 9
e AE AHAE FGstaA sk AE TRl shgld.

Tl ele] e AHRRe] FA 7|Ed| uteh @etAER A7F Ao
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ABSTRACT

The effect of O20 Platform Service on Customer
Satisfaction and Purchase Intention
—Consumption effect adjustment—

Cheon, Jeong—Su

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

Rapid change of environment have led to the rapid growth of the
mobile shopping market, which is rapidly emerging as the driver of new
demand generation and consumption through pc and mobile platforms,
which allow consumers to receive various benefits and information
without time and place constraints. In particular, O20 platform services
are increasing as social distance and non-face—to—face services. Through
this, companies are increasing the proportion of marketing by investing
capital in restaurant businesses and developing and distributing their
brand applications.

The purpose of this study is to demonstrate the impact of restaurant

company O20 platform services on customer satisfaction and purchasing
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intentions.

In order to achieve the purpose of this study, theoretical backgrounds
were reviewed and established through literature research, research models
and research theories were established, and the impact of O20 platform
services on customer satisfaction and purchasing purposes was empirically
analyzed based on O20 platform services and customer satisfaction.

The survey was conducted on men and women in their 20s and 60s in
Seoul and Gyeonggi Province who had experience using O20 platform
services for demonstration analysis. A total of 400 questions were
distributed and 381 questionnaires were used for final analysis except 19
questions. All significance verification through statistical analysis is based
on the standard of p<.05.

The results of the empirical analysis are as follows.

First, hypothesis 1, "O20 platform services will have a significant

positive (+) effect on customer satisfaction”, indicates that the usability,
interaction, economics, and stability factors of O20 platform services all
have a significant positive (+) effect on customer satisfaction.
Second, the H2-2 hypothesis, "O20 platform services will have a
significant positive (+) effect on purchasing intent’, was found to have
been rejected as "the interaction of O20 platform services will have a
significant positive effect on purchasing intentions."

Third, the hypothesis (H3) that "customer satisfaction will have a
significant positive (+) effect on the intention of the purchase” was
analyzed to have a positive effect on the intention of the purchase.

Fourth, the hypothesis (H4) that "consumption will play a role in
regulating O20 platform services and customer satisfaction” (H4-3) was
found to have a positive effect on the economics and customer
satisfaction of O20 platform services and their usability was rejected.

Currently, the Korean restaurant industry is increasing the proportion
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of mobile marketing to gain an upper hand amid fierce competition, and
large companies are investing capital in restaurant companies and
developing and distributing their brand applications to do their best to
market directly to consumers in various ways such as SNS utilization,
two—way communication, event notification, and location—based
advertising.

The results of the research in the relationship between the impact of
restaurant company O20 platform services on customer satisfaction and
purchasing intentions were derived through the empirical analysis as
follows:

As an academic implication, it is meaningful that it presented a new
business model in the era of the Fourth Industrial Revolution by
recognizing the characteristics of the use of O20 platform services and
identifying their impact on customer satisfaction and purchasing intentions
through empirical analysis.

As a practical implication, first, the company introduced a new
marketing strategy by identifying the characteristics of O20 platform
services of restaurant companies and understanding customer satisfaction
and intention to purchase them in line with the changing times.

Second, customer satisfaction has been shown to have a positive impact
on purchasing intentions, which has been shown to be more obvious as
customers are satisfied with O20 platform services.

Third, the consumer—oriented adjustment effect shows that only the
economics of O20 platform services play a role in customer satisfaction,
suggesting that only customer satisfaction and price that meet the needs
and tastes of the customers can satisfy the intention of the purchase.

This study shows that O20 platforms are expanding into various
service sectors with high purchasing power and no price resistance in

daily life, and are very sensitive to economic feasibility, and online
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marketers and managers need to attach significance to price strategies.

[(Keyword] O20 platform service, customer satisfaction, purchase

intention, consumption tendency
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