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ABSTRACT : The purpose of this study was to develop a scale to measure the quality of delivery
app services, identify the quality properties of delivery app that need to be improved in order to enhance
customer satisfaction, and suggest plans to improve them. Between April 8th to April 9th, 2019 focus
group interviews (FGI) were conducted with delivery apps users who are in their 20s to develop a
multi-question scale for measuring the quality of delivery apps. An online survey was conducted from
June 26th to June 31st, 2019 with delivery app users who are in their 20s. A total of 390 surveys were
used for data analysis. The importance of service quality, expected service quality, and perceived service
quality of each delivery app property were measured and calculated as the customer satisfaction score.
Quality Function Deployment (QFD) of SERVQUAL-Kano integrated model was presented through House
of Quality (HOQ). The results showed that the importance of delivery app quality attributes(Whats) was
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in the order of detailed food photos indicating menu composition, accurate arrival time, fast delivery

speed, and the number of stores available. The importance of improvement methods(Hows) was shown in

the order of opening detailed photos of menus, developing franchises in various industries, increasing the

number of franchises, providing tracking services for delivery drivers, adding cancellation functions

immediately before preparing food, and operating a reward system for reporting part—-time jobs in the

comments. The results of this study can be used as a baseline for the quality properties study of delivery

app, and suggest guidance on the direction of development of delivery app.

Keywords : Delivery application, SERVQUAL-Kano integrated model, QFD(quality function deployment)
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(a2l 1) Kano's model of customer satisfaction (Kano et al., 1984; Berger et al., 1993)
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E
Correlation
between "Hows"

"Hows"
Design requirement
"Wi?ats" D ] B
Correlation between the Prioririty to
Customer i
"Whats" and the "Hows"
needs

F

Priority to "Hows"

(a2l 2) HOQ(house of quality) (Hauser & Clausing, 1988; XAl Z{7A)

p—
- (]
=z 5
Kano Category 22
"
Z g 2 g
Attractive A 4.0 5 E £ £ s
One-dimensional O 2.0 = &8 & 2 . 5 b i
Must-be Mo LD P g £ The “Hows ) E
S o o o o S
Lo = ) e =]
Q ., El b7} ©
=3 o 2 =
g g g 5
S 2 < -
=i}
g2
=N
=
The “Whats™ ; :
Correlation matrix

Importance of the “Hows”

Percent importance of the “Hows”

Note: 1) Adjusted importance = value of Kano category x Customer satisfaction score
it) Target = Predicted service score

(ag! 3) Structure of the house of quality with integrated approach(Tan & Pawitra, 2001)

A7) A=E 7|a2 FAlsH, eprRtez 17y 9 o502 Prlela, nle] 8 FAERe 7]
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A HA, SERVQUAL 238 o83l 17
UWES 2= 5 9= AH) A ete] oS slolst
7] flete] FGIolA =39 2570 wigs) 4 &
el gk Aol QA2 7]th=| 9] 2ol & H 7t

gro2x 17 Y% (customer satisfaction)
£ =% sta(Parasuraman et al., 1988) 5
S %(importance) FT& FHote] IATER
4 (customer satisfaction score) & AHE3I3
o 7 HA, FGIoA =54 25&3 ] tisto
(F 2)9} 2& Kano AEA 2 332 A&
FA4 Ao R oozl F 7k E3&

=
st &

—1

e |

J@rﬁ‘zr_

il T

oY X
émﬁr{go
o
N{ENOIO

of 2 ot
N
ﬂlk‘l;‘é_o‘

£ o

o S

m Y N

o =
B f1otE R
B2 o o=

o
e

O oft oM o fm 2 A%

4 :
27y Eth(like), B9A9] :LEHO]:X](must—
= 34 Siﬂ(neutral
T A (live with), (dlshke)f‘" /\}
St 2429 HHD“’“ AH| 2 4
ol thate] Kano«] 4, B3 A8
SHEHA] S 7I$C 2 Kano %7t
43l Kano category T3t

o
)
%

O
o
ulie
)
=

oo
ol

}

AN

= 4f
ro oX,

et o
=2
Hiv S

(attractive), Y94 (one-dimensional),
¢4 (must-be) &/l thste] 242t 4.0, 2.
1.0 A5 Fofsisint.

Al WA, HOQE AAlsh] flete] QFD w412
BT, AR (customer satisfaction
score)® Kano=Rd9] 7 category® 715325
shikste] 24 H 9% (adjusted importance)

Akt T QFD(quality function deployment)
9] HOQ matrix®l| A&t

2. AsA o A

E Ao e 20199 49 8LHE 9U7HA|
200 wgs) AH8AE gidez FGI(focus

group interview)& A A|ste] wjEy AMu] 2~
4 24 9y HAxEE MEsta, H2 ¢
< ol ARgEl B ol EFe|Alol o Zutd uf
2] e 200 dEeR 20199 64
64FH 69 31¥7HA 28l ZAFAE
8l AA G AEEAbA FHT F 450
EAS &9 6055 A9t F 390F
A B AHEsiTh JIFEAIRE &
< Fetety] Yall SPSS 18.05 Al-&-3ted
BN F 7lsT AR AAskE L e
2~ F4 &4 FaE, AR, 7
gog u7) & X 45 F3lal Kano

S B4317] Y3kl Excel 2016 o] &

DO

M 22 = ox Wi ofN ofm
il
=

_0|L

1. AFEA1%=

)
|

ZAPR AL gt § ?%74]5#@1 EAL&(E3)
7} 2o} *3%‘8 A2H(54.1%) 7}
B} 22 HES AR 16}1 don, AFEEE
20tH P(65 6%)°] 20t %¥H(34.4%) K.t}
S HEE UEyth 24E i 11£(92.3%)
1 71&(7.5%)° vlal 953 w2 H&=E U
b, g A EH tig £(58.5%), !
8} Aek(26.9%), 11F ©lsK6.4%), ted At
4.9%), Wt £49(3.3%) 2 eyttt A4
S A Em 3A1(36.4%) 2 S41(32.1%) ]
7V = HleE UEsa, 74(11.0%), &
2(9.0%), 71EH4.6%), A944(3.1%),
A(2.6%), 712H1.0%), F%(0.3%)
oz Jehdt 9 #5F A5e 200% 9 1
(46.4%)°] 7V =& ¥&= Yeiga, 1 ¢
So2 2008 9-300%F o vRH(28.7%) T2
R

—~

o Mo
oAy OH
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(7 3) TFsA=y 54

75 ME SHE (%) 78 e HAE (%)

gy 179 45.9 A 142 36.4

14 211 54.1 L 125 32.1

ey 20724 134 34.4 A% 35 9.0

25-29 256 65.6 A4 12 3.1

N A e 10 2.6

az 12 360 92.3 e \ o

e 30 7.7 =0 0.3

2% g 25 6.4 77 43 11.0

ek Aet 105 26.9 71Et 18 4.6

g g =4 228 585 2007 ¢ vl 181 46.4

thstel Ajst 19 4.9 2007+ €-3009F 9 gk 112 28.7

et &9 13 3.3 300%F 9-400%F 9 vk 28 7.2

24 390 100.0 400% 9-500%F € gk 19 4.9

B soow a-e00m 9 w23 5.9

" 600% 9-700% 9 vl 1.3

7005 9-800%F @ wlgk 5 1.3

800%F 9-900%F 9 k12 3.1

10002+ € ©]%4 5 1.3

24 390 100.0
2. ) SERVQUAL - KANO 53 22 oig 24l #1(-2.93), Helek A4 9 g8
2] (-2.90), o4& 7Fse B HE 47(-2.89)

e AHl 4 4 FaE AR, 7] foz yehdt

=, 2AREAFE (F H9 2ok 74 F4 wgq] 4 40 g Kano 28 ¥4 4
49 F8= gl QA Apl st 71t MElA sbe (F Bydl Uehd vlel 2o wjgq 4%
e} A wek aAREA T, ()] Adigkel A 25 &5 F A 22 TN, 94 22
FFF oL EROE B A Al ), 994 £4 9, TR E4 92 7E
oh 71 Aul 2 2k o7k AN o] EWEs gl 49 25 A5t AAE 14 HEE
1 e Fd 9ds veit g ARAL & ki 225 9 slnjge BuEe of
WAl AR 7} s wg]) F2 54 718t = g d FH (A attractive) ] 7
< FE PR, ¥RJE #2(-3.83), MW o] g Jhee B AHE & T e Y
4L Jehll = AAE $24 ARI(-3.73), ¥ e A &4 AR, E43 uA By
g3 wgE $A(-3.02), A =& o 1-R Y AF, e ©F o AR
AZE(-2.97), WE Wi £49(-2.96)", A ¥ ‘Thokgh A ¥, WE g &% So] Vet
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(Z 4) tiE] AMp|x 22 £

SRE, XL, 7IHE,

=
ETEIE

A
T8 Foam AR ME WS o
A
1. 228 wjgsg] HAHE ow]r] 3.52 3.56 3.74 -0.63 17
2. B7] 43 7154 =2 gy gad 4.04 3.76 3.96 -0.81 16
3. 7% 3|7k EA 3.99 3.81 3.87 -0.24 22
4. B vy e E5% (3H)/X20/33/F4 5) 427 393 413 -0.85 15
5. Tkt v 4.40 3.73 417  -1.94 13
6. ol & 71ed B2 A & 4.52 3.55 4.19 -2.89 8
7. W S dehve AAT 54 AR 4.34 3.21 4.07 -3.73 2
8. Ao tig FAH HR 4.19 3.25 3.95 -2.93 6
9. &4 14 & 4.42 3.66 4.14 -2.12 12
10. &4¢ 2 ¥4 (HH) 4.31 3.59 4.13 -2.33 11
11, J-ES AP Ja 3.63 3.34 3.66 -1.16 14
12. Z8t Ax QEATL, wAIZE, FEIFSAIE FA 4.23 3.44 4.04 -2.54 9
13. €4%71 715 (3% 7H) 3.46 3.57 3.58 -0.03 23
14. T35 dig F4 4" 7% 3.89 3.79 3.77 0.08 25
15. &3 =3 o4 At 4.30 3.35 4.04 -2.97 4
16. g2 A% & 4.41 4.08 4.19 -0.49 20
17. 2R3 ZA) Wl 4.44 4.07 4.17 -044 21
18. thest 2A 4.33 3.97 4.09 -0.52 18
19. He|3k #H4 2 gHEAE 4.33 3.29 3.96 -2.90
20. WE Hig $% 4.23 3.35 4.05 -2.96
21. % U9 A% 7% 3.84 3.78 3.78 0.00 24
22. AT F& T5 L AR 4.02 3.86 3.99 -0.52 18
23. FE, nidEA, ERIE #g 4.26 3.12 4.02 -3.83 1
24, RNl gk ¥4 49 7% 3.90 3.17 3.81 -2.50 10
25. HEs wigs 34 4.32 3.36 4.06 -3.02 3
Gap = A AMH]~(perceived quality) - 7I1th 8] ~(expected quality)
27 B 2 = F2% (level of importance) x (1A Mu]x - 7|t AMH|~)
o $40] FEAUAE DAVEE RN AAYEA B), B i, 48 2w
AR B5SE A EREo] AR B (BA), Pz 9 7, 7 AA W
&4 (M: must-be) 225 HEe IE 2 FA] FZ npdEz], ¥E #He W wigs
b, mREAIRE, FE7FSAIRE FA 7 YRS FA7F et o] #AAPY obd 4 &
Eo] FFH ATt AdFE NS EE S 491 F3A £A (10 indifferent) £ A2
o] B3E HE ARl RS BuE] @ gy HAE ojnx w43 /1S4
AAE 4974 £A4(0: one-dimensional) & 2 gy Ol e |ty AAF, AE
2 e vy FHHzeE EREH/RAZY/ ol thak Al FE, ‘EAZY] 758 7,
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Hest Mg e g B2 08101 170l @ 1714
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0|8 7=t o BT o 2.89] A 11156 [ 2N ] 1160 4
O 7o LIEHE ZpJst S Al AR 373 A 1492 vlvielo 1491
2T A als 22{ A 849 Ole 855
215 a7 BREE) 230 0] 466 [ 479
FERE e 116 A | 464 ® 4610
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gk a2 Wt(how) 7FA] AAIgFe=H FA1H
o A7 el HERE 71E ATdA @
Al e Aot oAz

AR Tldee e F4 £ F o=
THE gotsta o] & ANAdst] Qg A W

o €98 ANG

2wl

FAAC R sjdsforad FhAel g 7A1A <
ZtelmeRlE Algstel s 45s & 5 3
7l st

2 7o A R T AT B AU
W e 2o 2007 AnEES g 2
8] ARgshaL MR e Aol Fagt dEdielzl
S, W= A B ARSA A SE w
Y FelnR F ¥ BT dFE A7
dom g et gvkn Azt ¥ aF
AEFHE ol =2 widd #2 S4f B9
EE BeElE ¢ sle FF A 2asin
EF HOQeIM Fagh iigs) F4 S i
714 ald Beks EAE o, widq A 9
Ay A, g AR o e oAt
A AT= & o Ao, d7e 7 E o
=Y 7 sleds Aledn

AES - B - 018 (2008). kel ofv], T
FatA T, 32(2), 83-108.

1% A(2016). v Aot AnR s gk
ATt e, 24(1), 61-93.

ARA - o] FH(2017). wiE o & Aol o84}
of galo] NAEA, v 9 A &4 o] &
omo W& JF. THFATAY,, 31,
199-214.

AEX1(2016). vl o}E2Hlo|E A28}
AE. TmEAlg], 187, 84-99.

AeE - 13H4(2016). 49 7ETEREDS o

88 Foola A9 AnAe wE )%

oo Bk A =38y, 4005),
127-144. http://dx.doi.org/10.170 86/JTS.
2016.40.5.127.144

A - A4 A(2012). WS A AR 5
B 918 vhed A AP e,

36(8), 297-315.
FHEHLAER(2019. 11. 28). 2020 AF<4%
d AW E]EE. http://www.atfis.or.
kr/article/M001070000/view.do?articlel
d=3346&page=&searchKey=&searchStr
ing=&searchCategory=
- AGE - AW E(2014). Kano-QFD %
RYeMo u7 o7& FoE A,
A A =R A, 37(1), 68-78.
155 A191918](2020). 12019 "Wemf 2] o] &3y ef
ZAF H31A4,5(11-B55212600003910). 4.
Zal| - 1 el(2012). Kano RHo] AR ¢go] #
St A A7 Fe3] A, 40(4), 453-466.
B4 - 71714(2012). KANO 228 2831 73]
Aede) FARRI nAREN A,
g F Rl = 8}3] =4y, 12(7), 346-357.
@A - A - A - FAH2016). Wi of
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M
o
o

s

EgAol o] Au|2~FA T 2u|Rbe] v
A5 1 AAAT TAFAT, 11, 33-51
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A, 8(5), 744-754.

okAu| - kAt (2013). Kano B 7]vlet &
AU ~EE 5 1
A 4+(PCSI Index)ol] &3k A+ FFe7d
st +ty, 22(6), 37-57.

T2 - A5 - A48 d - A% - Ae(2014).
AEAE 9IS g ofZE Aol A ¢
T8, "R g Ao] gt =73, (pp.
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