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a3k Mujze] v AU gdsiA FREHJAU A, &=
2001) (59 2009) (HAd4 € 2012) (P 9 2017). Stevens
et.al.(1995)2] DINESERY ®3&2 129 (fine—dinning), HEHd2=E
Z(casual restauran
t), QSV(quick service) 23 & o= AMu|xFde 7|giE 543

[e] <

HEAQ 94 Mujx F4 BPo Sy AgoA gAEF A

A
SAEY RESQUALS AREste] moh =] gdol A qak 2|44
wde 54 st (dEA, 2012).

BE ARA Zokel AA AulaFdel dig v Ash ArES
Agse dAGl Atk A 4o g 2uAEe] A5 S7h 9 W@
S TaAEa gle AR EdE acleR A3 Amiakse Y=
(needs)= ©hFetal wh=7 Wstar lom Ak a Anj=o] FHd
™ol g2 d7E0 1183 w0} stvh. 71 Mujae] 4 SHNA 7MY

KeX

ol ALg-Eo] Q= o] B2 PZB(1988)¢ SERVQUALo|T}. o] E3
e QAT e Aol Aol & FAA @e WAL A ok
.

Aulz FAE 7)) LA RS NoR SHse BHoR 1Y P

ol % SERVQUALE 2-& Parasuraman =(1985)¢] 93] & 71 =3lo

0 EHoPO% WA 29 JMO A, A Aow f94, 214, 0
4, A4, FaAel 5744 Ao | 22709 Anl s FA GRS

e
3} th(Parasuraman et al., 1988).1 23 ¥+ [# 2-2 ] I #o
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—2] SERVQUAL®] 57}A] A=<

it

SRCEA

SRCE

Q
(PZB, 1985) (PZB, 1988) LH ©
384 384 =24 A, ], THY &5
(tangibility) (tangibility) 2 Bl oA A
A1 =4 A1 =14 oF&dl MU AE AEE £ YEE
(reliability) (reliability) TP F e Y
18- HE-3-A] S A

(responsiveness)

(responsiveness)

Aol

(communication)

221 A (reliability)

oA A (security)

>3 (competence)

o 9] (courtesy)

3 A] A
—7 12 O
(assurance)

Zddol Au~s Fased I
2% A o9, 2ot T
O Zz 2= ol =

= = T X1 o

E4 0 AYAFE nigow At A A4

B otlo AN ox

o

I

i

D-[l:l

Stevens etal(1995)2] Aol A A8 oz AMujxe] £4 VY=
g A 2 Aol A gt A7) o] Foj Rt HAER AHAFE
A =790 SERVQUALS 7HEsto] ol kst |l =K AH| 29| &
=4 = Q= At FAHX(2012)= o]fo] ksl A| Ak E-oF nith
HIALZ o Al A MB] =5 Algsty] f1g a3 7959 AMulx

= 54517 Aot 5H =45 AFEE AR[AHES] Y ZE(needs)E s
S A e w¥8s FEE] shal o

-
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fife)
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g 24
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ot

iy
iod
N

110

e
B

el

—

il

2.2.2.1 A&A4

A

t=

ge

AF

SERVQUAL €]

1
s

gl

(Responsiv

eness)d 7FF H]S=stcta & 4 itk AlH]

ol 1ol

e o7g

C

= Au2g A

740

oANA =

=}
=

bt om,

S

A oo

&5 O =
48e 3

2010).

E—U] ’

—_
10

et

Leclerc

Maister(1985),

o] AF

gl

ebele o7 nohe
of o X535

=
K2

8] 2~

= o
=

al.,(1995)2] oA AnlA}

B!

s

= tH7lel Al

Ay

Mul s s A, Aus Ay F

el

91 tH(Scotland, 1991).

e g 2Ege trIAn 2wzt AZkE 7] AR B A E|

=]
5

7Fell

&
Z 2010). B} AF Ropel A = v}

1 Ad] 2~

o
RS

Toll A AzbE 7] A2 A

;:<_’|_,

=
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HAG e
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110
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FA BA5AA AR W) 8 A Az AZsha A" AL )
wste] BxpEo] 171 FA WEo| e AL, A 2WA Azknk
HEE] ;

Thompson et al, 1995).

W AEFT A (fast food restaurant) o] 52418 wH7] Q&) AA|=
718l = Al 7F(actual waiting time)3 A Z+¥ A 7F(perceived waiting
time)oll thgk Zpol= 17 w3 Avko] rka SFAtH(Davis et al,
1998). a17Mo] Al (restaurant)o A 7|thel okl Al 7H(waiting time )<

125 AEg AAAAANA v FastA Basiol drhal skl
Zkzko] AH| 2 T (stage) o LA =9 7o FEol(WhR, B ulg-
yutth Z42E b=t shelth
dubdox oJAS st P& "ol SAH Av|~e dig 39S
A& sty o] A ste e BUE A A gelA A I AA
(appetizer) Wl'F& AF3t= o]F-25 F " (main dish)7F Y o&=d 2
g 29 tig e Azs st A7|H AL sk Aotk A" =
k= Zle digk 7Igkd, HelEo| e golx S48 Y] Hol 7t 9

EA Aol A whe Wl A |

s

o

H Ao S v

Hwang & Lambert(2005)°] w2 vjgAu]| 2o 7|t S A48}
k= A, S g Aol uAMEe] A weS A=E F AUs
<82 89l ofgtal Z43klt .

uebA 2 ATl A= AEAS AHIAPE eSS FEskaL B 7HA]
o] Zald A7ty ;o] 7= XA A7t o7 AolFr)

2.2.2.2 QA H 2

el 54 AEEd ToE7E el vA= Gl dig AT
E sl A 3 A, IAAME e AEA, AEAd B A, B
7hu) 29t wAI"G A 2 B 6719 9Qlo g =ESGith e A
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2014).

43 (Tangible)

(¢}

ATH(] A4,

A (Assurance)2 AW Ao o

o, &

L7

%

15

oln

1o
T

g

]

8

=

9]
d

(¢}

ALgde)

=

o

ElR=s
o;ﬂxJ’ A
j‘a]g] o

319 oH(PZB, 1988).

SERVQUAL &

o

I

S Ao LERtTH(Ol B4, 2010),

S

37}

|

AL

=

=

e MHlA 7HA]

B

B

—_
110

-

3 A

3L

[¢)

Al

Ea

o A

=
=

]

I
.

[e]
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=
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=

=

ZH] 2}

iy
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™
110
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o
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S
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e
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A

o] QI A H] 27} 24 ¢
4L 2009).
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<
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s
Foteh(

°©

1
s

Mu|=Edol A A= Aol g Muj el the A2 E Rl ez 4

e B o] A

2.2.2.3 A=A

71 e (Z=H] A}

AIH(FA 9] performance)2}

THOR

1
s

—_
110

&

iy
ol

ERES:

hyA

A 9], 2009) =

=N

AT (4
— 17 —
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| & a2 ARiel A

o] 57§¢] DINESERVY]

148 Auzd Ag 2
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_]
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X
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e
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[e]

o

|

i
AulzEAe] 7

2003). DINESERVE =HE=T=2 A}

SH|

°©

=
T

=
T,
e}

o Mg $5

]

o
1l

]_

S

g Al el o

=

[}
Muls FES AHHor AT e a4 AH| A

el upe} DINESERV 52F
N7 A E FEAIA,

E

=

1
s

1 Wt (Markovic et al,2013).

o Tt o] mpe

G

24 A

=
=

ol Azl 7vsh

o] 2 1A

=3
=

o

2.2.3 wlgAd] 2 F2 A

olo dk
o= <l

L 2012).
rglnl (o]
|

Al Yebd
219] 2008).

H] =}

A
o

—_
"o

e

s

o

.

R

of
il
o

<]

SR

37, 2004).
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E13-1
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73

=
S
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o

1) o

F 9149¢)
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S
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?lEE =

574 &

= =
o o

oH(x293-1s, 2009).
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fife)

I i B R B

S

2 AT

Al o
= —

=
K2

B

Plo
700

jgase)

d
M
=

ma

(CEREE

2ke9], 2010).

A WA BER AAATES A nw W) g Aol A

o8, 2002), VAR

3

G (

1
s

al7)
[~=0)

K
N
=0
T

B!

juze)

i
mil

al7)

sEpele] whE W

g AT (M a3} 2007), ‘94 ZlFo] =P A o] AfH]

AT (B3 A, 2005), ‘Eol

s

pu

aty
_foO

K
3
il

e

o] BRAH 2 Fo)

o5
g<e], 2009), MEAE 2 G A<

Al X
all

of A 8-

=
=

R R

s

b

2011), W54
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2.3 B A

2.3.1 BA= AF 9 /4

ASE WE ATl A8 B HEL 1L BE N 5

= g
 FEA FEE wWAd e de zaHom Aesm

ATk
(Gambetta, 1988). AJH]Z2o| 2] 2l=Z= A|lddH Au|= EH3 A
(reliability)ol]l tH3ar 128 " &(confidence)oldtar = = v}

(GarbarinoandJohnson, 1999).
Lok Aol VS il gE o' gt SAdoly #AAY distk 4l

9 e 3, ojw 3 thAtolu AbEo] thdk Z) o, L39S vk shx) 9}
BA, A% o2 Aot vk FEol| thet oAt EAY F& R
& WY, AFRES ole @ B E Fgate] A AlEel qF TujoAr A
AS P& = Arh(RacandMonroe,1988). A1F o] AN IS ofjw & 4t
ol Al = Hyl=o] T V|25 Fa, AAE FATORE LH|E:
H g o2 AA 3t B 725 F AMEQ 343 o] Ho
T FAlOl, AlE= 1A, 719 FfrE Hav 7 E 91gh 7190l

“ :

wpeba] AlF, obd, 183 A2 #Ek me] W
HE o]t (Doney and Cannon, 1997). B = =

gk 7pA 7l @ ofFel] o= o wH YA APE 3
ﬂuréhll T3 BAse] A= Ayl ggto

i
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=
N
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AA FRAF e Fsel 2Rl B4 5 9
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1o ths] nlehs}

A5 o] 9th(Delgado—Ballester, 2002).
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=
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o] A7} 0=
A =] a1 o]
(¢ 1,2007).

°©
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a-

CREREREEEN
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o
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] A3

=4

3 tH(Morgan and Hunt, 1994).
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-
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-
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dl,

1

(e}
P

H}E B 4 Qv (Goldsmith etal,

SHAl A o= ar

W Faw Adend B

B
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F oH(Kumar, 1996).

°©
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}9tH(Morgan & Hunt, 1994).
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g A0 g onA ofw ARl Aste] th ANl Gk A
ChE AEe @ W el 4w R A9 Aol s

e AlFe] gk Ho)E Auud, B E F5tE A FeEE o
APE =d 7+ e 2= v sHolg a3l (DelVecchio, 2000),
HPE A HA=sF A A3S P FEo] qvta WoE = 17
o] Ag3ko]

2 ok B WS A e A0 AE
% e 4wl Shaleleh S5Helda-o1% 4, 2010,

A= NE AHtn A%Hel, oF sbsetas 4 A<
o w PRk shglom, (5744 AA, 2014) 4
§ Abole] eRdol tigk Wgole HAHS-EL, 2015).

_23_



=]

BAd= AF iy

2—4]

-
It

G

B T A

EXzlcak]

™ E o
o| m?_#_o !
" Jio

o 2 )
B o %3
ARl
Mo 1oy

o
ayun_rm7ﬂ

= X

— = N
k)

B el
Hlo

0

5 EE ok
T
59

L%V;H%Eﬂ

Blco] gk 2|4t
A &

Az 4

AL,
o

Al

3}
.

[

3w 5214

AT

S

1.

9
yal

DelVecchio(2000)
Chaudhuri &
Holbrook(2001)
°] (2007)

871

]-0]5A12011)

CE

17842 A 92014)

I<:

(2015)

B
NR
o

L

[e)

=

o

3ATS

[

A
R

_]

2

=
=

~N

iy

1

s

2

°©

[e)

3L

shed e,

S

)

A]

o
AR} FFATL A

iR

-
1o

Eal

A9

h=l]
=

3L

™

_24_

o 7

=
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1
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3} o (Ruyter

}3 tF(Zeithamal&Bitner, 1996).
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2 Aolgtar FH43AF (Ganesan, 1994)3} (Geyskens %, 1999).
AZF BRAEAZ ] A (+)e] ddF= 71AaL vk 48kl
o] 54 7ol BAl=d tiato] A A Ao w Ast A B
Aol Hla] APEE S A4S wol 2 BAEAE S} S =S ZHA
Hrpar '8?914(%}72*1 &, 2005).

ERE 2 ( Mjoﬂ 2012), B =o|m A7} B =2l go] tistof g (+)2] FaF
S FRed Blisev A F WYy, AEe 4, Fudn, AAdgTUt sg
AT (-F4E, 2014)

2o FU 9o AFAFES Halzo|u X9l Bz Ay} fo
g GIFHAE BT Utk 54 AR ¥ B 338 7= A
BHE BA= Hdeet shed e disiA &vR7E A Zbekal s rtgk
A 54 Bt Aets olidEe] AHIAY St9k e H5 st

He], mAge s HAE oo @A 9 39A] HPES BE
% 54 Bdsd gk A gA2Aq BA=ES HE3

w2

AHIAZE ABEE AH2 FEolt FA 5 ses] ojde 3
Sl BAE ouA7} o) Aol A o] A/ W] na
Soln 7t Bylme] el @HaORA Fad JUFL Hrha A

=9 ofu| A= BRAbeke] AR, moHQl A, olH @ Ae
BRSO Al o BahA Aol Al 71ejst HAlEe) 1A=
T3 AN RA BAEY Ao dFs 7Es dval & 5 ok

e B ojuxd sERFIIL domet Ao]gowe] mA= I
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BAE A#es Auau Aske Aleshs 713 Bl=e] w3 9
Aetazt st 2RAHEY] HE Hs o] otk HE Mg Vg A
Aol g71Helal EF AL FAG=E Jold T 4TS
o™, Remple(1985)= HA=A = 179 Fujdss oS 7163
Al ks wiARe] g

714t A Afelel gAgE Al

u

e
i)
K

-

ST (Swan, 1985).

74
B A% A BAE PEHeHE

aa agl
o o] 9sks vt T4 tH(Gwinner$} Bintner, 1998). AlZo] o3k
Az el Hole 7xalg o FFAel Turiete] A7) F ol FA A v

.
e BB ATIANE AT B AR A= NEE AuAdel 3
44 DAPAE Eoj2 anel o] BF JFL A 5 Yok v}

g 5 9
Al Sl AF A EE V)5S ATeE HAEE U v 1
BASE TS, T) o LulAe] v)E BFe] A9 B Seig)
o, olo] whe ) o Ei AIFS] Folt T 5 Aol

A Ee] ARRow sl Htko] Al &TEE
S} AUl H5e ) BeE oAl AHew &

A, FAA AEopgololeha Fulo£E etk 4, 2002).
Zol ol oE Y Aelq FE gel F shjoluA, B
cagel pujelwe] W FHE 9% Be A7so] fuAHed %

N &G Bol A A ESh ool o] GFL VA= 21 B
BBl ht ol Ee] JFL WA R o]
w7 el H(+)9 S WAL AL AT

re
o

el glofA, AlF
tH(A-EA], 2007).

ol
il
38

a7 ol el Aze 29 s AZE 29 9] ey 19
Azle] o) Aol @ A7 A3 1 A2e 2w pojel e 34 A9

FFS nxvar 93 vh(Chen-Chang, 2012).
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ABSTRACT

A Study on the Effect of the Perception of
Delivery Service Quality on Brand Trust and
Continuous Use Intention

Kim, Chung
Major in Food Service Management

Department of Hotel, Tourism and

Restaurant Management

Graduate School of Business Administration

Hansung University

The proportion of delivery services in food service companies is
increasing day by day, and this trend is very important for food service
companies. This suggests that it is necessary to investigate which factors
of delivery service cause positive emotional response of consumers and
influence on brand trust and continuous use intention.

Therefore, this study divided the quality of food service delivery
service Into rapidity, human service, and reliability after conducting
exploratory factor analysis. This study aims to identify the causal
relationship between each variable and to suggest a strategic approach
using delivery food service quality in the management of Double—word

restaurant franchise.
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In addition, this study aims to understand the moderating effect of the
effect of delivery service quality on the continuous use intention according
to the speed, human service, and reliability of delivery service quality.In

In this study, as a method of survey, the subjects were men and women
who used the delivery service of domestic food service providers in the
metropolitan area.

A total of 350 copies were distributed and 328 copies were
empirically analyzed.The collected questionnaires were analyzed by
frequency analysis, descriptive statistics analysis, factor analysis, correlation
analysis, and multiple regression analysis using SPSS 23.0 program.Based
on the suitability of the research model, the model was created and the

research hypothesis was verified.

The results of this study are as follows.

First, the factors extracted from the factor analysis and reliability

analysis on the quality of the food service delivery service of this study
were divided into the quality of the food service delivery service, brand
trust, and continuous use intention, and the quality of the delivery service
was divided into three sub—factors, and the reliability of delivery, the
speed of delivery, and the human service of delivery were named.
As a result of empirical analysis, the delivery service quality of food
service companies had a positive(+) effect on brand trust, which showed
that delivery service quality had a positive(+) effect on continuous use
intention.Especially, brand trust had a positive effect on the intention to
continue to use.

Second, in order to verify each research hypothesis, in order to grasp

the service quality, brand trust, and continuous use intention according to
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the ordering method and analyze the influence relationship between
consumer satisfaction and continuous use intention of each ordering
method, three hypotheses were established: the effect of H1 restaurant
delivery service quality on brand trust, the effect of HZ2 restaurant
delivery service quality on continuous use, and the effect of H3 restaurant
brand trust on continuous use. It was set up.The operational definition of
variables adopted service quality, brand trust, and intention to continue
to use.

Third, there was a difference in the emotional response of customers
who felt the quality of the food service delivery service according to the
quality of the food service delivery service, speed, human service, and
human service, which are the moderating variables of this study, and it
was able to find out important implications through this.

According to the quality of the food service delivery service, positive
customer's emotional response and negative customer's emotional response
may occur and it should be used appropriately for the marketing strategy
of the managers of the food service franchise.

Fourth, this study conceptualized the quality of food service delivery
service through the consideration of existing studies, and this can be used
as a measure to measure the delivery service quality of food service
companies that will take a large portion in the food service industry in
the future. In this sense, the new food service quality scale developed in

this study is to be named delivery service quality.

[Keywords] Foodservice, Delivery Service, Service Quality, Brand Trust
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