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Abstract : In this study, the effect of e—service quality of O20 cosmetic delivery service app on
satisfaction and loyalty was investigated. To this end, a total of 210 questionnaires were collected and
frequency analysis, exploratory factor analysis, reliability analysis, correlation analysis, and regression
analysis were performed using the statistical package SPSS 25.0. The main results are as follows.
Efficiency, order fulfillment, system availability, and privacy, which are components of 020 cosmetic
delivery service app e—service quality, all had a significant effect on satisfaction and loyalty. Also,
satisfaction was found to have a significant effect on loyalty. In order to increase the number of
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consumers who use the O20 cosmetic delivery service app, it is necessary to increase the availability
and efficiency of the system, which has the greatest impact on satisfaction and loyalty. To this end, it

is necessary to provide a comfortable environment without interruption and fast access while using the
020 cosmetic delivery service app, and to build a system so that it can be used efficiently.
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Fig. 1. Research model.
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Table 1. Demographic characteristics of the sample (N = 210)
Demographic characteristics Frequency Percent(%)
Male 26 12.4
Gender
Female 184 87.6
20~29 96 457
30~39 68 32.4
Age
40~49 39 18..6
50 or above 7 3.3
High school 20 9.5
. College graduate 84 40.0
Education —
University graduate 96 45.7
Graduate school 10 48
Employee 46 21.9
Student 85 40.5
. Self-employed 33 15.7
Occupation _
Official 26 12.4
Housewife 12 5.7
Others 8 38
Once 45 21.4
No. of uses 2 times 69 32.9
(per month) 3 times 80 38.1
4 or more times 18 8.6
Total 210 100.0
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AH| A Qo] e-AB|AFA gelo] s drgstal 4= HASste AE= #A4oA= Cronbach’s
om QoA FE (0.586~0.9189] RIS 1} Alpha A$7F % 0.7 oo g yeht AFx
b itk wET FHE adlel 4ARe  Jb ded 459 Hold olch RUEAT A
aFAFo] BE 08 oo Uehtos, ® 2w 248 ol 24950 sy 2 A
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Table 2. Validity and reliability verification of e=Service Quality
. . Factor | Eigen | Variance |Cronbach’s
Constructs & Measurement items commonality . .
loadings | value | explained | Alpha
delivered as ordered .865 918
i delivery on time 7188 .880
Fulfillment - 3.128 19.550 .895
fast order processing 174 .855
Delivery as per fulfillment .632 763
quick access 197 .852
Overall error free .667 769
System :
2 .. |always available .663 729 2.861 | 17.883 .810
availability : :
No errors in the ordering 625 666
process
protection of Personal 819 838
information
Protectlo‘n of purchase 745 857
. information
Privacy Crod N - 2.803 | 17.520 .842
redit card information 76 838
protection
No shar{ng of personal 506 660
information
information system 709 196
. quick transaction .688 .689
Efficiency 2.383 | 14.891 176
Easy to use .587 .669
Easy product search .564 .586
KMO: 0.790, Bartlett’s test: 1832.433, p= 0.000
Overall good 780 .883
Satisfaction |Meeting my expectations 155 .869 2.275 | 75.837 785
Overall Satisfaction 740 .860
KMO: 0.726, Bartlett’s test: 251.539, p= 0.000
continuous use 7183 .885
Loyalty = |Nearby recommendations .684 .827 2.129 | 70.957 193
positive word of mouth .662 .813

KMO: 0.683, Bartlett’s test: 197.422, p= 0.000
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Table 3. Correlation Analysis
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ArgEo] 39.3%= UEergen SRl Fglol
Fol4=E(p=.000) stollA] 33.2209] #S Holi
Aot EHweet TEUSO] JFF BAE AnE
H, 020 3HFE g AH|A Ho] e-AH|AEA
f29lel  §84(t=1.966, p<05), FEo|PA
(t=2.497, p<05), AlAR87Hs4(t=6.604,
p<.001), Zato]WA|(t=2.110, p<.05) HEF TH=
o Fog FIFE HAE Aoz BEAHEH,
e~ AHIAEE 9]l FolA THof| 7P B2 3
FE FAE 8902 AAH0|8 A (5 =.437)
oz vt o2 JHd 12 AHESGoH,
7Vd7AZ Ai= (Table 48} Zth o]: Ko,
Joo & Kime] 7oA AlAHlo]87Hs/dat T

erolHl Al Wl folg e mAoL B
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HAEE 299 B84, 72
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020 SFE i Auls PO oA
o1, Aol s

. ) System ) . .
Constructs Efficiency | Fulfillment axaslability Privacy | Satisfaction | Loyalty
Efficiency 1
Fulfillment 2907 1
System availability 564" 238" 1
Privacy 293" 2527 189" 1
Satisfaction 4617 3197 5727 2817 1
Loyalty 456" 279" 470" 297" 552" 1
Average 3.60 2.97 3.66 3.18 3.63 3.14
Standard Deviation .53 .65 .56 72 .50 .58
Note: all correlation coefficients are significant at the p<.01 level
Table 4. Effect of e—service quality factor on satisfaction of cosmetic delivery service app
Nonstandard Standardized Collinearity
Dependent | Independent - . .
. ) coefficient coefficient t p statistic
Variable Variable
B Std. error Beta TOL | VIF
(Constant) 1.608 288 5.589 | 000"
Efficiency 131 .065 137 1.996 | .047" | .631 | 1.584
. . Fulfillment 112 .045 145 2.497 | 013" | .878 | 1.138
satisfaction S
ystem 397 060 437 6.604 | 000" | 676 | 1.479
availability
Privacy .086 .041 122 2.110 | .036" | .884 | 1.132

R?= 393, Modified R?=

.382,

F= 33.220, p= .000

*1 p<05, **r pd0L, ***: p<o0l
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Table 5. Effect of e—service quality factor on Loyalty of cosmetic delivery service app

Nonstandard Standardized Collinearity
Dependent | Independent 5 e 5 s >
. ) coefficient coefficient t p statistic
Variable Variable
B Std. error Beta TOL | VIF
(Constant) 1.580 301 5.247 | 000"
Efficiency 298 .068 312 4350 | 0007 | 631 | 1.584
Fulfillment 170 047 220 3.615 | .0007" | .878 | 1.138
Loyalty S
ystem 124 063 136 1.968 | .050° | .676 | 1.479
availability
Privacy .096 .042 138 2273 | .024° | 884 | 1.132
R?= 333, Modified R?>= .320, F= 25.612, p= .000
*: p<05, **F pd01, **F* pd001
Table 6. Effect of Satisfaction on Loyalty
Dependent Independent Nonstandard coefficient Stancfi;rc.hzed
. ) coefficient t p
Variable Variable
B Std. error Beta
(Constant) 3.264 694 4.707 0007
Loyalty - - PP
Satisfaction 1.803 .189 .552 9.543 .000
R?= 305 Modified R>= .301, F= 91.066, p= .000

*: pd05, **: pCOL, ***: pd001
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