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Abstract

This research aims to explore the relationship between service quality,
brand image, customer satisfaction and customer loyalty of delivery platforms.
This research is based on customers who actually use the delivery platform, and
use random convenience sampling method to conduct questionnaire survey, A
total of 311 copies were issued, 22 questionnaires were recovered, and 289
valid questionnaires were recovered. The effective questionnaire response rate
was 92.9%. By returning the questionnaire to carry out correlation analysis and
regression analysis of each dimension, explore the relationship between each
other and whether the hypothesis of this research is valid.

The conclusions of this study are as follows: (1) Service quality has a
significant positive impact on brand image; (2) Service quality has a significant
positive impact on customer loyalty; (3) Service quality has a significant
positive impact on customer satisfaction; (4) Brand image has a significant
positive impact on customer loyalty; (5) Brand image has a significant positive
impact on customer satisfaction; (6) Customer satisfaction has a significant
positive impact on customer loyalty; (7) Brand image has a significant
mediation effect on the relationships between servise quality and customer
loyalty; (8) Brand image has a significant mediation effect on the relationships

between servise quality and customer satisfaction; (9) Customer satisfaction

v



has a significant mediation effect on the relationships between servise quality
and brand image; (10) Customer satisfaction has a significant mediation effect

on the relationships between brand image and customer loyalty.

Keywords: Service Quality, Brand Image, Customer Satisfaction,

Customer Loyalty
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g fp o 1 Cronbach’s o &
PRI & 9 0.901
w5 % 11 0.950
BEL AR 8 0.934
BEE LR 7 0.899
2.5 % & 47

F B RGT R > 27 KMO 242 Bartlett 324 T
AT B ETE TR £ BT
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F’ .
|- e 63.513%
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A8 RAFTHE - A T H A5 4
7% 3 T ol [REL | MELE

418 | 0.837 |.000***

AFEZET D7 LN B R
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418; m TioficE b M2 BEIE L T A FE:

x\’\‘

T SRR SR
the | B T3ofch 3460 27 RIRBAEHZF 47 > LR rET Y
RS H T EtaE 34 T8

r'r')?‘ %\IE {F'\-‘*P‘; R

BRMFIL £ £ P4 R

~=b

40



%049 579 H - 45 & T Hh A7 4

T % 2] Tiog HEL | BFHE
Azn L geh i T L AN A3 g
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7 o
ALt L VA E BFae | 375 | 0804 |.000%**
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V% S REERLBRERLZLFAETF P PanlivL & o
3 5 ANOVA » 471 # R S "uy?ﬁ'%&)gﬂzl*rr?ﬁ S R R
BAARAEHEZL PRI AT REFLAZE AR FEIEHA005 2 2478
Edrd 413 17 o

2413 tfpe B EM HF S RS

o | m | Tiodk | BEL | FE | MEE | &
20 & 12T | 3.9593 | 0.5820
R [ 21~30 & | 3.7970 | 0.6879
# 73140 & | 36581 | 0.7057 | 2.085 | 0.083 N
% 41~50 & | 3.8626 | 0.5519
51 &+ | 3.6595 | 0.4885
20 &2 | 3.8105 | 0.5971
& | 21~30 & | 3.8223 | 0.6960
;f; 31~40 & | 3.6363 | 07119 | 1.668 | 0.157 N
. | 41-50 &% | 3.7823 | 0.6146
51 &4+ | 35308 | 0.5864
| 20 &~ | 39190 | 05441
é‘f 21~30 & | 3.9000 | 0.6751
% | 31~40 & | 3.8240 | 0.6372 | 1170 | 0.324 N
L | 41-50 & | 3.8290 | 0.6756
% B At | 36530 | 05398
| 20& ™ | 3.8028 | 0.6937
’if 21~30 & | 3.7870 | 0.7172
% | 31~40 & | 35824 | 0.7576 | 2276 | 0.061 N
# | 41~50 & | 3.6353 | 0.6885
% TSI A1 | 34286 | 06609
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AR T 5 ANOVA A 4715 8 5w 7 A2 R $ RIS F - 5925 %
BEBRAREMELPRAIRIEFLRE A FPIH 0052 4
}5 2 % 4ok 414 97 o

414 e BRT AR ZE TG KRBT

1 # i | ok | BEL | FiE | BEE | %
e | _BY 1T | 40740 | 0.9450
s | ®°¢ () | 38010 | 0.6025
% [ *&/L# | 38077 | o626 | 0180 | 0910 1 N
T g | 38210 | 06820
e | ®7 T | 40000 | 1.0000
w | ® ¢ () | 37442 | 0.6696
A < &/&HF | 37691 | 0.6359 Q34 | 0878 N
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; 1 . N
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AFT 75 ANOVA 44715 (R arB E 0 RAF S ~ &) % ~ BB E
BARERELFRIRIFEFLAR S HFEHHL0 005 2 2475
% dod 4.15 #% o

20415 B R R EL H TS BB HA

o | WL | Tidk | REL | Fi | MER | B
% 2% | 3.8516 | 0.6354
" jRir¥ | 36793 | 0.6491
s pd % | 36667 | 0.7349
& B4 39175 | 05879 | %% | 0183 N
v ¥ | 39167 | 0.3853
H @ 3.8172 | 0.6817
% 2% | 3.7980 | 0.7861
- JRir¥% | 3.6700 | 0.6738
g pd % | 37059 | 0.7603
2 B4 37930 | 0.6og1 | 00 | 0768 N
’ T 3.7121 | 0.5438
H @ 3.8240 | 0.6733
% 2% | 3.8820 | 0.7012
E JRix¥ | 3.7880 | 0.6576
% Ad ¥ 3.9190 | 0.6803
i 23 a7e0 T oges | 0331 | 08%4 N
B i 3.8130 | 0.5236
A 3.9050 | 0.6804
%% | 3.7063 | 0.8522
i JRix¥ | 35407 | 0.7251
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LHLABMELBRT L MEL

S %
B M HEFMIEA 00502 A4
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L5 hod 4.16 #1F o
* 4.16 % ’I‘#m B r 2 H TS5 R AT
H o W IR Tioge | #EL | FE | BFHE | %%
20,000 =~ 12 | 3.9093 | 0.5617
PR 20,001~30,000 ~ | 3.8543 | 0.6105
% 130,001~40,000 ~ | 3.6548 | 0.7058 | 1.777 | 0.134 N
% 40,001~50,000 = | 3.7370 | 0.6403
50,001 ~ 2 + | 3.7475 | 0.7372
20,000 ~ T | 3.8073 | 0.5842
% 120,001~30,000 ~ | 37615 | 0.6793
;@ 30,001~40,000 = | 3.6380 | 0.7239 | 0.639 | 0.635 N
.1 40,001~50,000 ~ | 3.7576 | 0.6318
50,001 ~ 2 + | 3.7906 | 0.7522
| 20,000~ = [3.9070 | 0.5428
% 20,001~30,000 = | 3.8590 | 0.6331
i% |30,001~40,000 ~ | 3.7480 | 0.6803 | 0.689 | 0.600 N
% [40,001~50,000 ~ | 3.8250 | 0.7083
B 50,001 =12 + | 3.9170 | 0.7144
| 20,000~z 138191 | 0.6476
’i,f 20,001~30,000 =~ | 3.6511 | 0.7188
£ |30,001~40,000 = | 3.5765 | 0.8030 | 1.276 | 0.279 N
# [40,001~50,000 ~ | 3.6619 | 0.6482
& 50,001 =2 + | 3.6840 | 0.7952
B INZaERFLR




AR T %5 ANOVA 4 4715 (B arba ¥ @ cheh 3 T S ¥R -
B HEEFEE

SRR ALAR S L BRI YA

005> H o475 40k 417 #5777 o

2407 EHER SR F R U ET Lo HFS PR A

o Y 7f, Tiofe | EBE | FE | EEE | 2%
PR Foodpanda 3.8193 0.6368

"g Ubereats | 3.8248 | 0.6190 | 1.763 | 0.173 N
( H i 3.2222 | 0.5518

=, | Foodpanda | 3.7464 | 0.6546

f'fi Ubereats | 3.8269 | 0.6683 | 0.578 | 0.562 N
* H 3.5227 | 0.6938

gf Foodpanda | 3.844 | 0.6311

% Ubereats | 3.938 | 0.6106 | 0.623 | 0.537 N
by Epe 3.683 | 0.6808

Eff Foodpanda 3.6744 0.7131

3

% Ubereats | 3.8379 | 0.7157 | 1.124 | 0.326 N
by H 3.7500 | 0.7131
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AFE L5 ANOVA 4 3715 8 vdo ¥ LR o0 S IRIEE T ~ 54
VA EERRBECEELBRET L EFALARN E EFHIE 2005

o452 % dod 418 57 o

%418 LR 2R Y R P S22 HFS R RS
F it

o | KR | Tk | BEL | FE | HER | &
IR B4 3.8464 | 0.6217
"g’: 4 @3e | 3.6528 | 03330 | 1.317 | 0.270 N
| %%t | 37153 | 06971
=, B4R 3.7700 | 0.6352
f'fi 4 @3 | 3.6023 | 03399 | 0.296 | 0.744 N

| A%%4 | 37358 | 0.7554

gf 2 4 3.8780 | 0.5958
A | 4#ef | 38440 | 05033 | 0460 | 0632 N
5 A %4 | 37930 | 0.7398
@f B4R 3.7268 | 0.7069
L | d@Esef | 34821 | 05287 | 0625 | 0.536 N
e ¢4 | 3.6585 | 0.7583
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BARBEMEL PRI BHe 2 FLFE 5 MM TR e B
o 2 AP M A 7 By o &TF S Aok 419 Pro7 o
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FRLEAITiegsines Bia 55 0w M ko
S50 BREE LSRR 2 APM I
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6.AF % % R B LA

SN At 0t 0.7 F

G

PERARZARM L

v

\ x’ AJ_ }‘ »
AT R G A

BREE L AR SAPM A 78S
=B REAMK > ¥ P<0.001 >
Bis &7 L

AP #cs: 0814 4

w B %o

30419 & 455 A M A 37 5 4

FEFORE S

PR AR T G | BEERRAR | BELAR
PRAE 5 1
SR A % 0.855*** 1
BEEL BT R | 0.835%%* 0.905*** 1
BEE LR | 0.759%** 0.842%** 0.814%** 1

WLt *5 P<0.05 0 ** 5 P<0.01 > *** 5 P<0.001
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6  fF A 4

O MR T AR RIS SR b AR LR SR
B RZAPM AL T A SR - B AT &G 2 B
REEE ML 2L BRAE S 2k H B HINHG 7 H st A

17 0 T -HT7~HI0 & (74732 fF A 4738 (7 ¢ /i 2k enZRig o
1.5 a5 % ~ FR%W%& p,upﬁliaﬁﬁp%\%fr

PRI (i F A B 5 0.855 20842~ 0.759 0 H P<0.001 > % § ¥
Mok SEHEe st » W%REH ~H3 2 HS 522
wode r P AR A Gt 0 PRI R LA R R A
B'E G 01430 e v EREFERE FR A0 30e P gtk o gt HY

3]

Ef
F_&
fg

X+ o
2420 %M % RIS CBRERPARZ A TR
33 N Fost = oyt = il
S A% | BEER PR | BRELSAE | HMELPR
PR G2 5 %‘r 0.855*** - 0.759*** 0.143***
E T - 0.842%** : 0.719%**
pd A 1, 287 1, 287 1; 287 2 286
R2& 0.732 0.709 0.575 0.714
A8 R2E 0.731 0.708 0.574 0.712
F iz 782.601*** | 698.326*** | 388.865*** | 357.395***

WLt ¥4 P<0.05 ** 5 P<0.01 > *** 5 P<0.001
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2.5 G S RIS B ER LR F AT

A 421 70 B - PR 2L JER AL ET RS
H AR i fF fhdos W) 5 0.855 20905~ 0.835 0 # P<0.001 > ¥ § EAF
Mok SEHEeFaird » %R FEH CHO 2 H2 5 &2 0 @ & fics
wohe r P NI R G R TR TR L R RS e i
B'd 50229 e v ERFERE FE A0 3P gk ot H8

3]

oo
4421 % ﬂ%?\ﬁh%m? REZ R R 23 §F A 4T 4
3 S st = st = s
p¥ WA | EEBRALRE | BERLER | BERLR
PRS- 0.855*** - 0.835%** 0.229%**
25 - 0.905*** - 0.709%**
PR 1; 287 1; 287 1; 287 2 ; 286
R2E 0.732 0.818 0.698 0.832
018 R2E 0.731 0.818 0.697 0.831
F e 782.601*** | 1293.414*** | 662.252*** | 710.566***

WLl *5 P<0.05 **5 P<0.01 > *** 5 P<0.001
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