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HAcHEIAY-AES], 2016). TH2o 2 HeolE of /MEgS APALE o}
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74(2023)

o

1

T7E FH0% AAe] ATAR

Ax M2 7)E, BHH

2-3]

3

o
—

A
o

_‘i

= .
TSt

A34(2020)
%]3]-(2019)

[¢)

7

ool [
el

244 7)er o

o] dlolg
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7z

A 2EFE, 7, Holaoks
FTE FH0% AvAe] ATA

3

A
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3|
= A

7

Aol




2.2 SSTEA
2.2.1 SSTEA g

SSTeF TBSS&= 22 owjzta & 7l 7IRE AL B2 (TBSS)
Z v AElAs AgdT 52 B , HIAS AH|2gtes 8olrk
2ol JeHf5E, 2024). o2l SST, TBSS, TBSSH= A2 Z4E7|= §)
A9k, TBSSx= 71& 7I8F AnAMulA TBS= 7]& 7|9 AH|A SSTE 7]&9)
2olde wrhe 2ol EARHEA Y, 2022). A AESA 71&2 Hof

2 7]19Ql SST(Self-Service Technology: ©J|st SST)¢] =
A She Az A 9 e WsA sl A
(52, 2004). £¢ SSTE #2n 582 A0S 5o 29 TRAAS
geslels Blg A Adsn TAUEEE wols sjER Aot
(Collier & Kimes, 2013).

Aau|s 7l 7|2 WAE & 7Ie 7|6 Hdd Aujs T A

2 >
HH ¥
ik

F

Hﬂ

ke 714 Ql aeha SSTEkal AoJshth(A e, 2017). A4 AlFia
MBS Algste]l 1A ol Ao Agshe A Ho Z|AE Bt A28A
ol AH|IAE ABAtstedl Be 71ed A0 kee T HJE SHOR
AolstAtH(Liu et al, 2015: Meuter et al., 2000). ¥A<1(2019)& 7]&]
29el dFE B glo] 71eATE QY dF=E HXESte dFES FA=d
A= Y Auxuls JEE HAcshes 7IARE AREEO] lvkal Aot
qoH, 7l&S FHo E SSTEHE= TBSSE AREto=ZA AH|A &5 9]
WA Fol 7tER 7]& 7|6t AZAH| A goj7t Hdste] APAE B

(= =
gog 2 dFoMdes A7 ABlA7=SST)= 7= 7I5F ALA B A(TBSS)
pil

=
47 AE olFR SSTE EUW ARe AHAEe] choRe Hofel A
=
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28 Az 75 Aol RIS, 2019). dvE EAstAL ol
ool 29 mES 59 7 e HAA ARlE 72 AR 73*@#% Sakis
8% A=FS Alg 4 A HAok(Dabholkar & Bagozzi, 2002; 19|
A7, 2021). olAlE AZAMH|A 7]eQl 7]1e24d, HEMA ¢ F& HES F
A2, & AHlA S BESISIAL AR|2ARdel =Y e N
Aston Pl AofstaME: IANEEE = 4 U (Liljander
et al., 2006).

Mu|2s AALHA 1A MH|2oA Tls, ZIAR A SRR 22k
AMu| A7 75l Al oA o]EotA = tH(Fitzsimmons, 2003). 7]&
v AE| whE Au|A A Afo]lE AlEAY] A= dAlFHSleH HAsE

A Am e Ao Abgo] 7} stich(Liljander et al., 2006). HA] Y - o] @
(20200 WAEIFXC mA;zto|z HAES TAL Aoz SST AH|A, H
O AMu|A AAlo|Z, FAHA A, BRHE o3k 1Ho] JFF BAE &4
of o] QATFPAE mestgon, ol=gt SSTE o AlH|A 7192 A4
31, HlojEHo]A 1AL Z|Htoz v grED

fo=]

iy AX

o 7les B ASAEH e S MdE MHIAE ASEA =
O

420 ojom 7|ES A AMujiof] SESHE WAL Mz AH|A7
= Axz giAste] dAl ogAy AESHA ool st ARlaz HH
HAE WolA =HAHFEH, 2023). THLS AmAqu A 77]2 iAo

A QAT AREN, o] §A= whE o] ZFsshal, ARgel il &
Ao WhEStH, MEg 7leol et Srl= 14 Au|2olA FHx] Z
HE8 Qef o]8AE9 W=7t k5 § wobd 4 Utk H AU EQITH(0]A]
4, 2016).

uteba] SSTEA 7ide] A¥Ad+(dhEe, 20215 47<l, 2019;
2017; Collier & Kimes, 2013; Meuter et al, 20000 HFg 2= SST
Z4e] 7]} glo]l o] Ay Tl 7N AZAHAE o] & 4

A A& edols Ausz oStk SSTEAYS] Al
BATE ofeel (& 2-4] HlstsAc

=

-

oy

flo

al

3

0 m

T

rx dnorlo

olr
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(% 2-4] SSTE4 9] 74

oLzt SSTEA 9] 7id
AT Au|A 7]e 7|5k o4& B3 7]& 7|9 H|giH
2 H 9 (2021) ~ ~
A A Tk oA a1 o] skl oA Bl AJH|A
AE| A HAF oA o] A APyt JeRE glo] A
A31-2(2017)
HIAS Aatet & Q= of= 7|s4Q ¢
Ade] AFE Ta flo] 71eA3E Y fF2 HX
21A91(2019) ot= 93-S A=Y A= Y MIZAHA QRS
A
Collier & Kimes w23 g8 A|AHS EF] 29 TZHAE WLs}
(2013) stil H]-§ A7E Adsi 1AWZEE Eole 7E
77 o] s A8 A ueh SAE 8 Ao
Meuter et al.,(2000) | oAl AH|AE Aiot=d BRE 7|&3 10| =&
I
A= AAATE TR A0 ATA
2.2.2 SSTEA AP+
AZEH2023)2 FEH A 7|eS HE5 QA wfge] Au|A FHo| ot
n7je] Aula BET ATRoEe] ojud dFe wa) Jdoput dAFE
A, ABIAE"o] AHIA ThEo] [o9t JFS 7AW o] JFoz Qloty
LR o) FHH JF2 vlA= A2 A5 T3 A9 FAl A3
wet o4 ujge ol8F T AAGE A wEe] FFL ulAL 8ol

A2 oE Aoz Yeyth



_}TL
A= EVPOJ@T% =7 %EE ALt vz
H

BEolN FEAoR Y
Holom Hely, TAA, HAAR, Hebde] de Aol Fobxw 1A
227} golAw Wely, AR, Betge] sl FPHoR AAT4E 3

A YELAA FOPAAE Ao ek
F(202002 7% 78 AmAEL E4Q 17 wEe] fhste] o4

ﬁi‘im Zle 7 AmAujs E40 shjaql F A7 FAE H
E

2,
e

FETQ020)0E 714 AN ALAEA WAA, gAE 298 Histo]

4 A E Aol o] AZtH 7HA] mAle JFF BdALE A
ZRYS FollA AEstHow, AnAH|A 772 FHLS dAFe=EHN <
Av7F A= o8 YoM wEA HI7Hs shalew, SA4F o= bl
&otH, ARgol Hi, MEL 7|&o| ditt Fu|Egy o]8A=9] WSt
A Au|AoM = AZ] XS HE= Q6] 5 H Eord 4 lutal Hilx
AT

Yokie Radnan & Velencia Christin(2023)2 ATAH|A 7]& AH|A &
AR IAFAE, AT ok, IAFTHE FFAI FFe vAH, 117 vt
2 IAFAE, BF Y=o A IFS vAl= ADAHA T])E AH|
2 A Y] I BA HEH = Ae FE0HH

olo] SSTEAQS AA+ EX= ofefe] [ 2-5] g stlct
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[# 2-5] SSTEA S AR+

A2} SSTEA O] A+
FEHA 7S A8t 94 ufAto] AujAzAo watary
) o] MujA wET AR o3t S Hh=x] Lot
A7218+2023)

=4 ¢
He A=A, MHlagdo] Muls i {ofjt dd<=
A

7NZH o] gFor sto] AYZrel sAH4 I

=359 (2022)

SRR 7199 E4E

2 FASSTQUAL) A #e] 4 -Hebd melg dAyste] &
. gags Ao AHe SST AIE Hste] 5719
SSTQUAL A1, Y], &=, Bt aAshS A2¢

HFH-9-(2023) il o Y ,
4o HAEBAE 71& 7|9 AnAE|AE #HeEst b
AEI~E AFSfoF o]8A7F =7 BZtete FPARA Bt
SSTEH 540 nAgtEL o nl= JFolile A%
o] ARE ATt Ao HRoA HRHoz =G
299(2022) a1, A PFojres ARG EAR H2E AT o
2o FEoA HREHozm AeEimglon M4, tjzpel
3, N, Hetdo] et 14]e] FopxW AR L 7}
Folxw Heg, AR, Hebgol disl FAg oz A7t

+ %2020

J

71 7IRE AnAujs B4 1A v disto] foAS
A

£49 9129 F A1
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45-(2020) 2 ’
T} o] @S0 MELI} lF Mu|AoHE 2z B3 HE
s 5 9 =

AT AH|A )& AH|A ZZol IAZAL  J)
(Yokie Radnan &

Velencia

Christin, (2023)

WAL FAAC 036]:% uj2e, 14 HrE

5
ﬂiﬂli 4 7o I wAeE ST
o=

AT A7

15-8(2023)2 7192320 EAo] LAY 1A gREIL ARG 9
Lol mAle I JAYPA 71eAF o] 8AE TR AFE HPSHA
712430 BEAR] -84, AVIEAAE, A=, #3148 Ul 7HA] acler
03;% Aot on, 737oH2024)2 214714 TBSS §4do] AARE Bl X
n)2]s JFS stgon, TBSSEAS FAaclog HalA, 7]

%—*é, T 2FRIA, Evé s M9 £4E FAHeRE Aot
ANA(2022)L 719A3 EA Qgloz QAL golA 884, 7]
A, e R FiEsto] Auaul s QALY T)& 7N EAJo] v
Ao APA whgo| ux= Gl diste] TAANS mHetetela =4
(2022)2 247192 SSTEA EAQ Heb, HmalA, gald, /HAgdre
gk QlAo] AH|RLS] IA|ZLTL FHALYSE EoA= AdS &

olr/]._

TEL202D) 2] AtolA= QA7 Y

Kel
o= 574X M, HA, A=A, Sold, A54 ANt 14 st



B5 olmete] WAYS Tetshgon], 0200 AZANL HaE
A B4 AR, Bely, 7154, AQRR, A4S, HeHy, B4, 12

o
Sk /1A WS SST A4 Al SST W] ol g
s
T

mof ]

5%5]'/\1\‘3}.

Z|3:7(2019)> 1212 EAdol A=A, Bold, F-84d, A olef, A7
A/ 5718 BAe EESHH e AA, qE adl, wE, HE, o8 ok
e FF TAE ASctAen, 7lesa AR Al -84, A=A,
AZ1EAE, S-S ARt UMz a9l §olA, AHA o]
of ¢ 2+ Zol7b = Ao= UEHT. Minjung Kim & Yejin Kim &
Gyumin Lee(2023)= U] 7FA &4, B4, AIxF vl 7 H5442 SST

A3 aglo] A7 oleld] gojnlgt 4

Fe w3, Al 7 SA, By
Az gupgte] A7HE Wlge] 9P Foln AXE Wl wgL AA”
4ol FHAY GTFE FAL oA olF AgAY FD B Bl FF
o feluld JFE FAeS AFokAr

O

o
AL, 712/\3 %Q@—% o2

AolMe dAd +84, A" A,
MAE E7, dAE "WAY, Il 71eAT A&Kol§ oo 4HA; T

ol gl A= Aor HERT:

metA SSTSA AFAT=(IEot, 2024; A4-219-8, 20235 2AA,
2022; FEY, 2021; 249, 2022; ¢ FHIE, 2020; O}ﬂw, 2020; Hf
A9, 2019: 28], 2019; Blut & Wang, 2019)E ]2l SSTEA 3t
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(Davis e al, 1969 ARA 2] $831 74 FEAEL Hgad
o A71E 4§ gol4T A4H §84L QFstglon

gen 92 5 gt A9 A48 g4l stgon, Ay 4
Al AEH g IA] FaT 4T FATL stk

A 010 ATOIAE 7% Nt AmAE|20] o]§ o
840l GFL wAL agloln, 84S Foludt Ikl AR 7%
angos AZHGon, olgAl JeAaE AR FB U FAL 2
2 o AUg st BHS TRFolRT W] 84S kot ¥
S ok Aoz BuHgle 2

ASNSS) olESEE BEokA ok A Ade S04 Fua
o] A7he S840 folnd GRS TAE AL selsrt.

SHAR-ERETI(2009) = 7]& 7]WF AL AH|A(TBSS)E= Hikof AF2 F
E elor ZH goldT zZtH §84, S22 Y] 4528
o3t 84 55 ERotgorn, MIAH|A(TRSS)S] o] 2912 Efet AR

o]
PSS

th Hzol ARe 71&L olgst] Ui, 48
3449 Bzt AN ol gwt Holx
B A% P4 Z7lelA HCHEIRA, 2019). A A7 AZrolat: Ao

£ el AR sto] Bafo] Bao] B 3451 A8
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T UEE JNgE ook sk, ARgAEC] tiE T2 olsiE Higo=w dit=
< TAISIste] ARG IO A AT 4

Az 840l 7S AYA Ea(d482, 2009).

oA 8499 APAF(el 24, 2019; =914, 2015; o|A¥, 2016;
A, 2014: ¥4, 2012; 9HE-EEE, 2010; SHER-ERREE 20095 ¥
Z A= 2009; Meuter et al., 2000; Davis et al., 1989)& HI& <

A7F ARlaY AlES o8] TEAE e AR

ot
ox
Mo oo
i)
oo

2.2.5 A4

]
Hote oz BT MR Hulss
ZI AIAE A F2o] Welsirka whes
s Moo ZFad £Q adoz HEzow
A7) ASTHER S 2021). AHls AT
AR AT 5 Ak £4S 7)E 7N AmA)

—
Ids0] ot AR FxolA AE +AY & A=

e

He]srh

o1§27} 7]

JAe AT A& TN AZAEAE of

O -

- oko
ot
2L

ol
S5

ofN o fr
oy
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Mardiana et al.,, 2017), B4 AT H|A HIZZZ] AFHE-S 3 A7
A Qe A BT A8T & AER aTEe
HH(Collier &Sherrell, 2010). AL o] &7t A
o8I ZAT 4 Yol AT LS Aol Aow ABTRAel
2024). SSTE olgetel & =t ofg& glo] AH|IAE o8& 4 St
Ael £42 SSTE ol 8g7] AA4ske Tas Mg & & Qlrh 7]

anHoz vA wYE st7] 9ol HAZ H

A glem, SHARME B 2B el nAls Il B

o
e
<
>
)
[>
i
o
)

ACh

2

)
ofl

2,

H“

=)
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X,
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%0,
l
rg
)
rlo
H—‘

| Qlom, AHAEL "o 71
Hs g o= vA #YE 9T Ay 5
¢ FEor IAqA HOHS AFchedl He Ade Fdsty
(Seiders et al, 2005).

wba HelAgde] AYAFCFAor, 2024, vFES- 20215 AR, 2021;
A4n]-0]82] 2019; Yeo et al., 2017; Mardiana et al., 2017; <%F3s]zx-xA]
A, 2011; 77, 2011; Seiders et al, 20055 wrgoz Hal4gde o]-gxrt
ABIAY AlE-E ol&skedl duty A olafistal QAT 4 e BA=R

Aolstsiet.

oolo X 9 g

30, il 0 om

2.2.6 tjAFe1A

ORI AH| 2o AAAQl HARels ot (Lin & Hsieh, 2011), A

o] @tof whet Qo] Aol gEfiod, A SHoAE FE
FaAQl Aol Mder AZESH7E A ouE =2 Mde=
AY+s HAlo]l Yerfal ot ARleEd5(2022). 2539122017+
7171 92 f/dol 71719] olu|]of FFol md & flow, Fuj A%
o= F2A SHe] o] gAteA wEi &
Uotal sHAH. AL 7l FHote Amol FFES mIA|AL(Theotokis et
al,, 2008), AAHE ool fefet e mA= S8 8Q10R AFHAL
AH(Cyr, Head, & Ivanov, 2006; Nanda-Bos'Kramer-Hay & Ignacz,
2008). E #lojok wiF ARl YA, 1] mHQl VI E AEstl 74
A4S FAFAZ] L (Mathwick-Wagner & Unni, 2010; QFciA, 2020),

gl 18417] AdERS o) GFe] FA AzEglon] ey
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o TG A A AES FAtE dFelUs @ e Hglon 1
e Aele £4meAel 4L JHom 1 5 59 FH0R dal

2 ZIeFolel d4Ae RoyIHAlel Sl 1 JidEe] A=Al HA,

2022). 2t 1930d) AA AATG] Lolubd BAE eluzt stel o
A B 2AY0R ofBYL F WL UL 5 HeD o)
¢ 99 mEe FHoR @ 4R AE TolshA =i Tl
A} ouli Aol wet Waksteln @Al Alelek A elulsh
A Aol MRS T Asksta ArkASUE, 2018). 28|Ae] 7]
229 ofeeg S1d ke RS HAle] B0z sa 9om(hes
=@, 2022, UANES AL A WA HobA H Aoz AgAE
AZHoR ofEeAolng Agetua s AL dme] A Fysie,
hEAcld el 71%e Huld, ApHos ofsid & YE% wEL Aol

o
o ASAHE RS Fo hEaAolHe] JeAee BHow HoHA
WAL, 2022). CAIHL A2l WA Aot} 2L Slejso]
2 spo] A A4 ofm|z|et 22 AnlAde AUl dek(Collins, 2018).
gebd dafele gleal FRAAHd esols A A 59 Crele
AZtAQl 848 2echs 4% F4 890tH(Ahn & Seo 2018).

webd daelye] H8dATAAFERS, 20220 AT, 2022
o], 2022; SriA, 2020; HFS-AFEE, 2018; FHSH-HAe, 2017:
Ahn & Seo., 2018; Lin & Hsieh, 2011; Mathwick-Wagner & Unni,
2010; Nanda-Bos‘Kramer-Hay & Ignacz, 2008; Cyr, Head, & Ivanov,
200600 HtFo=z CARRIAFL o] 8A7E AHlAu AlEe ol&st =H o]
AlZFA QL o= g ) Flolobo] FrlRga Fv A2 GOttt

2.3 o]-89x
2.3.1 o]8-2]=2] 7id

ol-g ok N9 ol§HiE=et BT Atele] Tt Wpolal, A7) A}l
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o] F3A Aefo|th(Ajzen & Fishbein, 1980). (Fornell et al., 1996)2] A+
| k= dEold AHIAE o] &A7E ARgStZ] Aol AeAQl A
2l o] Yk HAY HEE dHALRE Fristo] 4AE Ee 9
A2t ZoE et He(2022)= 252 o] gl thsl AR]A w]eteofA]
A A ﬁﬁd5}~ omlz Addsta glow, durAQl Agm= o] F X

r o)
1— 1— 1
+ AAARD FTFo] He AL ABAY] wF e EYRSolztal Aol

B ol§9mr} A& 08 ATtelE Ex Aol g
Zetn 49E 4 9n 29t ol AFolt AuAE olgF ¥ /NS
QAL BES LAE FS o §o5r} WA o, o] At BE
o At oAl st 2 Agolgdmet stom (A,
2022) THAQO2DS Aol §=E AN7Qe] A eiT Hu|2E o] §s
ot 2Hlz ARBAS ASHoR olgstud St o=z Folstych %
912021 olgelmt 2HAt AH AF, AHlx olg T Aol HZAH
A vlwste] sy Azt A& ARUA A9 7t A

573l
Agste Aoz 1AS FEAQ ] Fs& 5T 55| 54 AlFol
H

rlr
on, -
iy

U AEAZS oA Ao &5t uat she 4H|AF QA ZA AH|A
TFajolmot AR oAt AT fARRE fdoeR ThEsta, JHEAQl
AMe AT HE= st

ARH2022)= A1&siA ARgste ERQlolAl 344 el B7HE AdutstE =
Az AolstHon, A ok=E 7|4y &HAF Atolo] FHiEAE fIet o
A ez ojde Fede viger A= e 7t it 010101
Sa% dde do=M AR o= FAEA FEHEI], 2020). Aol
EE AE AHE ol ol FEel dFe Fe Feod=el AelgolHe
om7t A Aoz wiFe] wA] olgstee oot WS T (HAE,
2023). A714-242015)€ AHH olgolke AFH Au|AE Fufishe]

olgaliA oIH FaF WolD Jgde AYIHY feldu WP Pl
ol glgel APt glor], 24U A5H oGS ol gty
St ot &WB U3 MET oS 2T ALHOR WE ot w
She 44Ql omR gostgon, olBuYASH 3201002 AT



Aoz A48T AU A

roap

L oQAE 8ol Hat olgolwg )

29e g ERlelA FAsteE ok olmatn s, zmg(zom)

| olgejmet SR A oludt ol =g —a}

Agola, W91A ol Bzt A2lo] A ojue

249 4 S5, e Adat ABE Fozs A
]

=

=

gataat st olg dmel FEE AT 5 rhede,
& &

Z,

r

_l>“lil
o 2L
(o]
T

2017). mretA] olgolx o] JHde] AaAT(HAS], 2023; =, 20225 A
g, 2022, 147, 20215 244, 2019; o+EL, 20175 HIF SR o]g9]
et AEH o7 AFolth AH[AS FHS o] gAe] A HiEgoer W
A9 SEA7IE AE2ta Aotk ol olgok Ndg MdAAL
Sotol AgeEste] ofefe] [ 2-7] HEsHA.

[ 2-7] o] &29=2 g

A7 JEC LR
Aol Bl 4F, AL olf olF BE| IFS Fr
DAE(2023) | BEAmeh Aolgolett oJulzk FAHA ACE ulefo] A

olgat o9} B9

|
AA-8(2022) | 2 AEE 4 AL i‘ﬂlx}ﬂ of AFold ME|AE ol&

A& AFgste BelolA FAA Bk Anstels o

| AFEH?2022
| AreH2022) R
i ddtq o A2 o]YR|IL Qlo] AHH R Jgo] Hi&=
#£=11(2022)

AL 482 UE £ = EubEo|ztal A 9

ool agEe oigh ofFI TS Zty 2&HQl R
S444(2019) i}

olgstEE AU oz Ao
o14-2(2017) o] 827} MH|AY AEL gorL AL L&A OoR 0|85}
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2 dFME EHols LEE olgt ez 7t 362719 BEo®R QI

(& 4-1] AFFAHE S40) B2 Wy (n=362)

2 2 HI (%) Q)

. A 185 51.1
o] 4] 177 48.9

71204 s} 46 ,

214 ~ 294 49 135

e T304 ~ TH394] 119 32.9
RHA0A] ~ TH49A] 55 152

RS0 ~ W54 69 19.1

604 13 24 6.6

7& 183 50.6

A5 )% 177 48.9
7)€k 2 0.6

w5eHgolst Heh(e)A 43 1.9

FF4 36 99

2o o 133 36.7

A A 52 14.4
A3 15 4l

3 73 20.2

7€ 10 2.8
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150~2499+1 55 15.2

250~349%H¢] 111 30.7

. 350~449%F¢] 91 25.1
RS 4507 o] 4F 54 14.9
"4AE 43 11.9

7] 8 2.2

A& 120 33.1

A% 204 56.4

FA24 R : 0

AT 1 0.3

et 2 0.6

7 e 34 9.4

Ao FA 185(51.1%), oA 177(48.9%)0]™ 362HE ZF FAl H|-go]
OF7F =7 ugrow, dme ub 204 o|st 46(12.7%), G 21~29A4
49(13.5%), T 30~39A4] 119(32.9%), Tt 404~49A] 55(15.2%), T+ 50~59
Al 69(19.1%), 60A] oA} 24(6.6%) 2 [ 30~394] e BIE How 2
oL 71% 183(50.6%), "|E 177(48.9%), 71€F 2(0.6%)& 7]&o] <zt

Bye Hoom e 1S olst 43(11.9%), 5 36(9.9%),
9 133(36.7%), HEZA  52(14.4%), AAFHE  154.1%), A
73(20.2%), 718t 10(2.8%)°1H 1 & AFA 133(36.7%)7F 7V B2 +
= Yehyiglch. €84 4508% 150~2499H 55(15.2%), 250~3493F
111(30.7%), 350~449%F1  91(25.1%), 450%Fd ©o]A} 54(14.9), F4&
43(11.9%), 71Et 8(2.2%)& 250~3497H (30.7%)7} 7V @e BEx = e}
Hom, FAXGeRZE AL 120033.1%), A7|E 204(56.4%), SHE
1(3%), 744%E 1(3%), H2t= 2(.6) 7IeF 34(9.4)°01H olF A& H7|=7}
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WPAEFC 87 24.0
ZHato] = 62 17.1
oA ZCHE 33 9.1
AHHAS 111 30.7
=3 69 19.1
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o]-g-3l4 F118]o14 7 1.9
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8(43.6%)7t 71 W2 EEE YeRHIL.

B

%

¥ 1S o
lo &

O

_48_



712

A=) & (Reliability)

E]

iy

2015). A W4 of

RS

)
Nk

|
—_

o
o

)A
T

Z}+
™

oH(

d4, 2019).

.

T

1—

o]

He

ol
xr
!

—_—

¢)

o
oF
Ile}
o4
o
ol

Ife]
o
o
N

o
ol

Al

N
ol

O
=

|

1(Varimax)

=~

[e]

Shte] 22
HFA

= =70 B
22 mdzxn Ju Ao 3
[e]
Zil

=

B
2] 2}3]

-

Q79

1

o %

S4]

(Principal Components Analysis),

SHAZlE 24 St (W, 2024).
oA a9l

ﬂAIO
_z:u
‘_ll”

A

Tod
o
fuze]

k]

i U

Fot

(¢}

o7

goz T

T

o
il

3|
=

1
S

_49_

= el 0.7 o4 0.8 mgtolH

=

<

A
Cronbach’s a#t2=2 (Nunnally,. 1994)o] @2 Cronbach’s a 3to]

1

Kaiser(1974)9] o] 2 KMO ZHe 0.9 o]Ato]
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SSTEAC] ©414 aQlea Ak ofde] (% 4-3)9 Aelshect.

BAHolA AE Bee §84, Beld, day 47 6RgoR F18E
Fo Hgd mote 98] BAA aBge AWstert

QA 2 AR P AZAE AT (Varimax) & A851o] AZE A7
HEEO Ao KMO 900 Bartlett®] FJAAH x2=6744.782, sig =

% B
00062 AHEgt Aupgro] =EEQom SSTEAS 115X (Eigen—value)=
2t golo] Wuh} ge AWl AT QEAE Ui Ao §84
462(27.569) W=/ 4.576(25.420) HARIA 4.269(23.717) B&F 1R &
102 eyt §849] Cronbach’s a3t .959, ®#]Ao] Cronbach’s «
921, fAelAd  Cronbach’s a3t 91302 HEF 8oj4to g Al=Fa 4= ¢
A& shlsioct

rlr §i %* .

[ 4-3] SSTEAC| tigh g ¢ Az 24
LA HAF olo| At [Cronba
2 3 | (BAFE%) |chs a

o
= (o]
o,
B[\

7

OSE

SSTHol& U&= HelsH] JRE &

906 | 200 | 222
it
SSTHlelE Y= #8242 AH|AE
] 895 | 109 | 240
A|-g-all=t.
o | SSTHlolE o9& ZAAAZZT LR
T 871/ .168| 336
g | 4.962
A (27.569) 99
° | SSTH|o|E 24+ o]g HPHo| 7is) '
860 | .056| 217

o

SSTH[olE @H= ARk Heof szt | 829 | .245 | .306

SSTElelE Ej A F2 sk
2 B} {-8ofH.

795 .152 | .201
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SSTH|oTE QU= ARgell E3otA] ¢
_ .096 | .883 | .174
oha Azyetet
SSTHlolE ¢ty Algabyo] Hdlks}
_ .097 | .882 .198
oha Agzietet
SSTHloE oH: FEsk= 7o ®
g | . 178 | .873 | .191
Bl ST E4 s 4576 .
| SSTHOIE o Aol 5<% sixle (25.420) |
° 112|844 .193
Zol ol#go] itk
SSTHolE o5 Zo] T2 glo
195,752 | .155
xR ARG 4 QlTh
SSTHlolE 2t 7]50] AIREFIHA
1251.707 | .148
o7 ERS ¥
SSTEelE of= TRl AHE w2
. 173 117 .827
Al 2 = She o= Hof Qi
SSTHlolE QE+ tAkle 74&
278 | .297 | .803
owdksict
g |SSTElPlE LU= tiARle AjpHo=
_ 2651.236 | T19| 4 5¢g
2 | 2ol T .
(23.717) | 913
A | ssTeol: ouf TRele tize] AR
e 202 | .222| 777
o | o o] uigHoR trkert
SSTHelE 2= vl o] &
290 | .082 | .756
ololgo] H7] Frh.
SSTElelE eu= TRl =Wl 4
323 .313 | .754
AL 2 YEia Qi
KMO = .900 Bartlett®] 734 A% x?=6744.782  df=153 sig. = .000
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o] gor o] Z2 5719 HEAEE
2 8395 FE5Ith. KMO =
x 2=616.467, sig=

8482 =

metels] §lskof
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e O™ BRartlette] G4
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o

o] 89l 9] ofo]Zll Zk 2.970(59.395), Cronbach’s #8252 &2 AZLE
Holn glom, thgo & o] g9kl QRliA A= ofo] [F 4-4] A
Sl
[E 4-4] o] golkof thet e 2 AlFe 24
Qo 2gam o174 | ofelAgk| Cronbach's
A |(EE%) a
SSTHIolE QU= tE AtgA dHHe= -
e A ot '
SSTHlolE& 2H+= HE AHA AlgEt A b ]
o | HOE 18T Floltk '
4 |SSTH|O|E ot 7|&o] Ixstd 25 Hoh & 2.970
B} 187 ; .825
9 | o] o]&st olc}. (59.395)
i
SST(Hlol& QEE A&HH o2 o83 A olth| 764
SSTHIolE 2HE @A o]& SlFHth tjEo] 616
o]-§& Zoltt. '
KMO = .848 Bartlett®] #34 HA x*=616..467 df=10 sig. = .000

423 DATE| e

HEL

AF = 24

2 AFe IATNE 2 5709 S
o7 TEAJE KMO+=
2=1304.025, sig= .0002.& 7]&<l G4
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ol Agd o vehtos, nAUEe ofold
Cronbach’s a3t 8252 =& AL E YeEa
Qe A olefel (& 4-5) Felslelch

=~

Hiss

it theo

3.763(75.262),
2 Ao

[ 4-5] DARS] et BE 2 A 24
293 239= 4% e ot
SST ol ovfE olge the Fol Fam|
o =t
SST Hlol& eHE & F27 24 HHef o8
L | wEad
24 |SST doli ezt AZE dde] wEd 3763
iy 880 | (7cem| 825
T |SST Holz oHE olgsto] 4ES Fujel] -
7Sl P gEAY,
SST HolE eHE olgsl Al JdgE|
ZlE SRS AY
KMO = .877 Bartlett®] 734 AA x?=1304.025 df=10 sig. = .000
4.3 W0 ABEA A
B ATE ARRARAS 2 0% Aold] ATAe sebstaat AHgshe
B4 7 F st WS Aolo] A PAE BAsH: wpdeltt mojs A
A 4=(Pearson Correlation coefficient) & At&Edto] o] wigF, Ao A
5 59 sielslgon] thgow ApEd AT: ok [#4-6] Falsld
oh 82 #3707 %), HARIA (.582%%) ook (731%%), 1A
WE (648% )2 oSOt AT b B Usith Mede O
4 (.465%%), o]§2k (570%%), AT (605**) 2 AATZo] FyA
7F 71 =tk gAIAL o] gox (689* %), WA (794**)2 VAT
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o A Yepgtew, HARIAGY 1AW (794% )7t TP w2 AREAE
et 5843 Held (370*")= 7Y W2 AEEAE UEi Qloh

[#4-6] oA 24

84 HA | gAY | o]89E | IATE
84 1
HeA 3707 1
o214 5827 4657 1
o]-g o % 7317 5707 689" 1
IS 648" 605" 7947 787" 1
3 4.234 4.205 4.142 4.117 4.161
B 766. 19 .803 .680 788

*F o] 0.01 FEoNA oI THE ).

4.4 AAAZ

ftlo
oY,

=
oM FAHTOL), B5EAZVIEE Estiden $AHTOL), HEa4
(VIE)ol 1efl &3 st /ol A2 Aoz FAHTOL), 0.1 vt o&

2 dFeldEs 7Hd oAt 919 242 AAlskAH. AR

il

% = >

AQWNVIE) 10 oldd ZAeole A= o7t fle Aoz wddEH

ofl oX ox

—

i,

4.4.1 SSTEAT} o]lgon 7HaA=

7Hd Hi2 SSTEAM olgoko] JFeAE 43571 SlsiA w2l
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w4 2 g3 Adskt s A4
AZE A versto, 24 Ay A9 (R* =.690)2 F=266.21021 2oz
AEo] FAACE [ogt slARFor UEgon, tgor SSTEAH¥ o]&9
o mAlE JFS okl [F 4-7] Aesiilrt. SSTEA F8/4-2(6=.304
p<00DE o]goko] FAACRE {ojt JFS A= AR UEyton,
Had(5=.408, p<00D), HARJIF(B =254, p<O0DZ F84, HA, H=t
A BE foT IFS vAE= AZ &<l Stk wEtA A47bd HI
SSTEA (R84, Hald, dalg)2 olgowel fongt g3k nd A

olH}”.

oK
%,
)
Mo
—
(@]
o
ol
el
=
o
o
o,
N,
=)
sl
2
e [d

K

32 3
)

H| EE A4 xE AE 2.0 T TAZF
=HS t e
B EF9Qxt ]|} T A} VIF
304 141 2.160 .031
44 408 .032 460 12.586 .000 0.648 1.543
A .246 .032 .260 7.756 .000 0.769 1.300
2l 254 .032 .300 7.827 .000 0.589 1.699

R=.831, R* =.690, Adj R® =.688 F=266.210, p=.000, Durbin-Watson=1.628

a.FTERG o] gL,

**%5001, *p<.05

4,42 olgolxel ATl JMAHS

14 H2E olgolmet nAREe] GPTAS A SshA BFa7
9 @RS Adstdct 0F 2A4LS 10005 0.10)4o)7] HRe] 2
%

1 O
Al Uebton, £4 A% d99 R' =62002 F=587.603 245 &

o

H
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=
N
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Aoz GOt PABGoR Uehton], o ol gowet WAWEA nlxE
4-8] Aestgick. ol-gelmel MATEL(B=787, p<.001)

H|EZEA| 4 EE AL
=y t ol
B TZ9x H] e}
1.288 119 10.852 .000
TG .680 .028 787 24.241 .000

R=.787, R* =.620, Adj R* =.619 F=587.603, p=.000, Durbin-Watson=1.619
a.TEHS! o] &9k,

***p<.001, *p<.05

4.4.3 SSTEAT nAZ9| 7HH%

7Hd H3 SSTEAY nARtZo] JFAE =457 oA o538
4 9 -H1AL At ohF 3442 100]5t 0.10140]7] mEe] &
A7b GA dergon, B4 4
Axoz folg srgor Yehton thgoz SSTEAT TATZ njx]:
AL ot [E 4-9] A5t
SSTEAo] 4848 (£=.247 p{00)E TATZ| ZAZH
FS nAE= Aor yehgon HalA (8=.296 p.00
518 pO0DE -84, A, HAYA BT [t Oé%%

:

HE (R* =.758)2 F=336.892 HA4= &
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e
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oL o
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Mo o =
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TATE] Folulgt GFS w1 oIk,

_56_



7z

A

4-9] SSTE

i1
s )

[

(@) (——= — fa N
= B Ar B XWX o ' B
s | B © gl = F Mo OO "o, B

el - vy o O — ‘mﬂ S o) ) ,_01_
0y : I — H T oA I
o — | =] = L ~ By of = = o «
70 2 o <F <F i 3 il = oF W__\l
T | o |l ol o | = No & &l =T o 4 .
Ho mo I | o || B T @ A gy i °f 5 B
R B s T Hr Mo o = H = N
il Ml Ml I~ P B RE - 8N

~ o o | o = ™ T N B o 11Drl do 7
o Np o) s | 3| 3 = o <k B O 2 A ol
N N N = BB ook o O R
= o FHEEed lega
S . s T ol = = oE

= fe] o]

S |5 8185 R Pl o
@ — ~ | & o iod I 5 o _ow = .__n_om T 2o
o n R A I = o ® BT or W T OH T
o) T oo w B A Mo B o T

o) — v St I SN g

O 1 2 w_m W4 ™ 8% gk e do o
o lzg|lx| @ ol T . oNo T o B °
g I8 8] L b NWEE g kg bE
o T =N =~ %o o]
3 R A .
-~ | o " <+ | »n ™ 5 n Mﬂl_l B sl o Bf o w
ﬂ 218|838 ~ N ko mg T o N Y

g . E N MR &
| — Ny T oor T .- oF E O g Ao
N 5 p- o = A oo B o
a <q = %o A E T X Mo omm W
i elglglel H W ET T e TRy
o m ~ N N | o m,_l_. 7 nﬂ = ofF S o = ™ ©oF 1
| e S CE=w W TR
I N ! 7o Al o T = .ﬁﬁ B o o =

5 | ujr T WO woge yr ™
&+ Fo o= — == o ok B — T o
G | o |8 A o LT Ry o
™ o o aS -~ |B bop i RN T H T — 3o

N I S B B I I i T Ew T I

1] . &

SO e o B < ME e T oxon Feh g d
"’ G0 ok m o LI

KB
-

A
(¢}

_‘{

|

@ 309

H Afolo A Si)

=

SRE

o]

L.

1

674, pl00D)E §9
a

_57_

% olgo=(p

]_

2 nAE Aoz ek 3gAdA
g}

oF

[e)

A9 9
155, p<.001), I

T

-

9

H=(8

Ao

p<.00D] -2

al



a7t Qs ALR Bl
SSTERS HeAde 1L

= MAE er HLE}‘*E} 3474] HL Hel g2 uATE

(B=.231, p<001) RS o] ROy (=656, p{00D= FEIF A1) dF=
HAE Aoz e,

olgrr WG ALATZE ApoJofA

o SSTEAT HARlge 1aAwse) 99 2

BopA R} o Ao skigg

Alell digt o]-gel=ef vijarte] 4

%

I‘L -111

ZAN TEANA EYuSQ) AIAe ol §oE(f=689, pC00DS] I8 A
(19 G WAL AoF UERtow, 29ANd BMede TAWE(5=T6d,

p<.00Del f2lgt B (+)9] FFe nAE AR eyt

3A L gapolAde TATE (R =478, p001), LATE o] &L (=458,
p<00DE o A+ FFS "X ALZ Yepdrt o]gorE faRIAgH
TATE AtolofA] BEmARIIL Qe Aos SRIFHY wehs mjAan A3
At ol o] [#4-10] Aelstglch

[24-10] SSTEA T ZATE zhof o] golx mAzsaz

== o - Erteins .
Zs 4 z ?
o i A wlek 5k pak R
ojlgol: | 1(EH—uli7l) 731 20.298 .000 .534
IANE | 2AEH—-ES) .648 16.129 .000 420
oax
| pame| 3EE-EH | 155 3.309 001
. 631
ol gL | 3ZEjH—-FZ) 674 14.363 .000
olgox | 1(EH—ui7) .570 13.147 .000 324
IANE | 2A(=Y--EL) .605 14.412 .000 .366
He A
anz | 3EHE-FH) 231 6.149 .000
. .656
ojlgolk | 3(Wi—F%) .656 17.417 .000
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ABSTRACT

Study on the influence of SST characteristics,
usage intention, and customer satisfaction
—For customers using table ordering—

Kim, Ki—-Moon

Major in Food Service Management
Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

Since COVID-19, we are entering an era where SST is utilized due
to technological advancements, labor shortages, and labor costs. Due to
the increase in single—person households and rising labor costs, the
number of consumers using table order services is increasing, and with
the 4th industrial revolution, technological advancements are changing
even faster, expanding the scale and scope of service delivery. Table
ordering is a solution to solve the problem of high labor costs and labor
shortages in the non—face—to—face era, and among them, table ordering is
the most rapidly increasing technology—based self—service type, and it is
gaining attention as a service that satisfies both customer convenience and
efficiency by allowing consumers to directly order through digital devices

installed on the table or mobile applications without the help of
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employees. In addition, in modern society where the non-face—to—face
consumption trend has become routine, it is acting as one of the key
factors that determines the competitiveness of restaurants. Accordingly,
continuous tracking and analysis of changes in consumer awareness are
necessary, and as the technological society becomes digitalized, labor costs
are reduced and SST technology is gradually becoming widespread due to
the development of Al and robots, so research on table ordering is
necessary. In the present era, the growth rate of technology introduction
is changing very rapidly due to social influence. Accordingly, this study
derived the components of SST characteristics into usability, convenience,
and designability based on previous research, and attempted to study the
relationship between the intention to use and customer satisfaction. In
addition, it attempted to comprehensively understand the customer
response to the introduction of SST by verifying the mediating effect of
the intention to use between SST characteristics and customer satisfaction,
and through this, it attempted to suggest academic and practical
implications. For this research purpose, a survey was conducted targeting
SST table order users, and an empirical analysis was conducted to verify
the research hypothesis using a sample of 362 copies using SPSS Statistics
27.0.

In order to verify the influence on the relationship between SST
characteristics and usage intention, multiple regression analysis was
performed. As a result, it was confirmed that in the case of usage
intention, SST characteristics in the order of usefulness, convenience, and
design had a significant positive (+) influence. In today's busy society,
when using table order, it is convenient to have a non—face—to—face
service that is not restricted to a seat and to order in person. In
addition, the ordering process should be clear to save time during the

payment process, provide efficient service, and be able to use it without
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the help of staff. It should be used with minimal touch during the use
process. The pictures or videos on the menu should visually stimulate
curiosity or the layout of the menu should be attractive to look at. In
order to verify the influence on the relationship between usage intention
and customer satisfaction, simple regression analysis was performed. As a
result, it was confirmed that there was a statistically significant positive
(+) influence. By using table order, users who have little experience of
repeat visits can easily adapt and have a positive experience. Lowering
the psychological barriers in the store and configuring factors that induce
interest will help users of SST table order form a positive experience. If
you are interested in the relationship between SST characteristics and
customer satisfaction, you will be satisfied and think positively about the
intention to reuse. There will be a good expected effect. In order to
verify the effect on the relationship between SST characteristics and
customer satisfaction, as a result of multiple regression analysis, it was
confirmed that usefulness, convenience, and design all had a positive
effect. Rather than simply showing functions, order processing speed and
functionality should be increased and the order process should be
simplified from menu composition to order payment. If the appearance or
design screen interface of table order is simple and luxurious, or the
concept or charm of the store is applied to a modern design, and fonts
with high readability or trendy design elements are applied, it will be
effective in customer satisfaction for customers who use SST table order
service.

In order to verify the mediating effect of the intention to use between
SST characteristics and customer satisfaction, the results of mediating
regression analysis showed that usefulness, convenience, and design all
had a partial mediating effect. This is an era in which it is becoming

important to accurately understand what customers want as well as to
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perceive table order as a friendly approach in accordance with the social
trend of the times. SST characteristics such as usability, convenience, and
design not only directly affect customer satisfaction but also indirectly
increase satisfaction by stimulating the intention to use. We conducted the
study to find out how users feel and react to the development of SST
table order technology and to consider that users will have many fears as
self-service technology changes rapidly in the future. In addition, we
suggested that research on SST table order is still insufficient and that

there is a need for more diverse selection attributes.

[(Key words] Table order, SST characteristics, usage intention,

customer satisfaction
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