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[Abstract]

The purpose of this study was to analyze the effect of service quality and privacy risk on customer
satisfaction and continuous use intention for convenience store parcel delivery service, and verify the
moderating effect of contactless tendency. This study employed PLS-path modeling to test the research
hypotheses. The results of the study were as follows: 1) service quality factors of convenience store
parcel delivery (i.e., service price, reliability, and convenience) had significant effects on customer
satisfaction. However, responsiveness had no significant effect on customer satisfaction; 2) privacy risk
had a significant effect on both customer satisfaction and continuous use intention; 3) customer
satisfaction had a significant effect on continuous use intention, and 4) contactless tendency moderated
the relationship between responsiveness and satisfaction. The findings of the study are expected to

provide valuable insights for future research and the development of practical service strategies.

» Key words: Convenience store parcel delivery, Service quality, Privacy risk, Continuous use intention,
Contactless tendency
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I. Introduction
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II. Theoretical Background
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4. Contactless Tendency
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III. Empirical Analysis
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Table 1. Sample Characteristics transparency 0.602 8.854""
= TTE acceptability 0.655 10.040™"
Sort R um edr Ot ret(};()ency price satisfaction 0.622 7.890""
Mal espo7r; ents 5100 wrong address 0.706 14,673
Gender ae ' REL' | appointed address | 0.765 | 20.966™ | 0.876
Female 73 490 -
accurate arrival 0.764 17.270
< 30 42 28.2 -
parcel without loss 0.738 15.645
Age 30 ~ 39 67 450 -
=0 0 %8 safe delivery 0.795 24.569
S;d : 5 1 3 little damage 0.716 12.454™"
] bu enk 5 3'4 near residence 0.821 17.4417
Ob seexer - FL service hours 0892 |34.796™ | 0.854
Office worker 95 63.8 -
Job — flexible hours 0.924 58.361
Civil servant 26 17.4
Self- loved 12 8.1 ease of procedure 0.913 58.797
F‘f fe”‘p_ °Ve| 5 .0 DP effortless 0905 |38.114™ | 0.894
Hr_ohess';’”al : less time 0907 |37.801°"
'ggra dsucat‘;" 13 8.7 timely offering 0.855 | 31.097"
. IQ accurate offering 0.897 51.420™" | 0.870

Education Colleg;ljtl;dent 6 4.0 proper offering 0.920 69 520"

araduste gr ver 130 87.3 near residence 0574 | 7.334°

Preferred 6525 128 192 ser\./lce hours 0.696 13.577*“

) flexible hours 0.723 12.880

Convenience CuU 107 41.2 p

Store ease of procedure 0.774 24.624
0 emart24 14 54 CON' ffortl 0717 | 17.488™ | 0.893
‘Multiple effortless ) ) .
Responses 7-Eleven 11 4.2 . less time. 0.789 21.707::
Total 149 100 timely offering 0.738 15.293
accurate offering 0.781 21.404™
L . proper offering 0.803 25.477"
2. Reliability and Validity Assessment handing procedure 0915 | 45651

=2 O:]__qu }I\_]ﬂ}\(-)]ﬂ} E}Eé]-/\(-)] %}7}% Smart PLS 4.0& FHC respor.15ive hanjing 8::; 411817523 0.927
= . reporting procedure . 97"
Zgoto] 2= A A12]/d2 Cronbach’s ol undegstanding 0911 [51.608™
£ Est Y& 9id AR o7 mrtsieich BA Aat 1 PCQ problem solving 0.933 [77.386™" | 0.874
29‘} 7E],o] E'_% §K47HL;]54 OL7}o] 07% }6}946}01 }I\lﬂ enough knowledge 0.838 19.595™"

Mol = o1 S Wb ols) SRR handing procedure 0.860 34.384™

go] etHrQiet. Telul e dd H7HS 9ol 54 a9l responsive handing 0.851 24.732""
RACFA)Z MM 23}, BE SRS A4 13l | pege [reporting procedure| 0900 | 495997 ),
o] OOo]A= EA1A 0 70 understanding . .

I relad 001014 AR o= fofet AOE HERH problem solving | 0857 | 32.817"
E%E%%HO] srolgjoict LA (CR)I HAEARE enough knowledge | 0767 | 13.156™
F(AVE) Y& A7) V18RI 073405 g Uert | stR e e 692

_ ow leakage . . .
AEEEd2 FEsI T wHed 4 Qloh wEefdd2 uncertainty decrease 0.917 34.662""
H7kst7] Y5l AVE Ala2 o FA7NES 7He] AR overall satisfaction 0.953  |85.911™

= — SAT satisfied service 0.941 79.9017" | 0.926
2 d|wst Ayp 7 31 Zo] 48 HooA AVE AlF
T= T 2, (=] ST : : .
service satisfaction 0.905 43.567
=+ ol HINEE I AL ED WA YERITHET]. frequent use 0.902 45.566™"
CI regular use 0.821 20.323 | 0.851

N . . continuous use 0.906 44,2817
Table 2. Reliability and Confirmatory Factor Analysis Use of kiosk 0.672 12.402°

contact avoidance 0.877 53.766™"

Factor | Measurement Item | Coefficient T—valui a cT attention needless 0.706 12.952"* 0.767

transparency 0.946 80.930 avoidance to face 0.799 20.318™"
SP acceptability 0.936 67.132" | 0.928 *xx: p<0.01 **: p<0.05 *: p<0.1
price satisfaction 0.922 54.543™ ¥ Second-order factor composed by repeated indicators
appointed date 0.848 28.385"" approach
Tl time accuracy 0.915 58.137"" | 0.854 SP:service price, TI:timeless, DA:delivery accuracy, DC:delivery
time reliability 0876 | 39.799™ condition, REL:reliability, FL:flexibility, DP:delivery procedure,
wrong address 0.830 22.889™ IQ:information quality, CON:convenience, FHC:fault handling
DA appointed address 0.899 47.163™ | 0.837 capability, PCQ:personnel contact quality, RES:responsiveness,
accurate arrival 0.875 35.736™ PR:privacy risk, SAT:satisfaction, Cl:continuous use intention,
parcel without loss 0.906 47500 CT:contactless tendency
DC safe delivery 0.893 43541 | 0.878
little damage 0.890 33.639™
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Table 3. Validity and HTMT Ratio of Correlations

Construct
SP |REL|CON|RES| PR | SAT| CI
SP 0.95410.874|0935| 0536 | 0.58 | 0401|0437 | 0.607 | 0.607
REL |0.901|0.504|0482|0.710| 0.81|0.714| 0479 | 0802 | 0642
CON |0.913]0.541|0527|0.725|0.736 | 0592 | 0.368 | 0.775| 0.713
RES 10.938|0.717|0372|0.632 | 0491|0847 | 0652 | 0602 | 0455
PR 0.94910.861|0406|0.430|0.341 0595|0928 | 0532 | 0515
SAT |0.953]0.871|0562|0.725|0.708 | 0555 | 0492 | 0933|0819
Cl 0.909|0.769 | 053705630630 | 0402|0452 | 0.738 | 0877
Diagonal bold numbers are square roof of the AVE.
Numbers below the diagonal are correlation coefficients.
Numbers above the diagonal are heterotrait-monotrait
ratio of correlations.
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Table 4. Result of Hypothesis Test
Hypotheses Coefficient T-value
H1 SP — SAT 0.171 2.288™
H2 REL — SAT 0.349 4,028
H3 CON — SAT 0.287 3.746™
H4 RES — SAT 0.043 0.485
H5 PR — SAT 0.137 1.901"
H6 PR — CI 0.129 2.104™
H7 SAT — (I 0.685 10.027™"
*x+. p<0.01 **: p<0.05 *: p<0.1
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Table 5. Results of Sobel Test

Path Mediating Effect | Z-value P-value
SP — SAT — (I 0.117 2.116 0.034xx*
REL — SAT — (I 0.239 3.486 0.000*x*
CON — SAT — CI 0.197 3.801 0.000**x*
PR — SAT — (I 0.094 2.098 0.036*x*

***. p<0.01 **: p<0.05 *: p<0.1
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Table 6. Multi-group Analysis

Coefficient
Hypotheses High Low Difference P-value
HB8a |SP — SAT| 0.299 0.126 0.173 0.117
H8b |REL — SAT | 0.319 0.317 0.002 0.493
H8c [CON—SAT| 0.250 0.343 -0.093 0.257
H8d | RES — SAT | -0.119 0.161 -0.28 | 0.046**
H? |SAT — CI| 0.708 0.663 0.045 0.287

***. p<0.01 **: p<0.05 *: p<0.1

IV. Conclusions
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