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ABSTRACT

The Effects of Self—Service Ordering and Payment
System Characteristics on Customers’ Perceived Value
and Continuous Usage Intention

— Focusing on the Moderating Effect of Store Type —

Park, Hyun jung

Major in Startups&Franchise Consultin
g

Dept. of Futures Convergence Consulti
ng

Graduate School of Knowledge Service
& Consulting

Hansung University

This study aims to examine how customers perceived value and
continuance usage intention toward self—service ordering and payment
systems differ according to store type. Recently, the adoption of self—service
ordering and payment systems has rapidly increased, particularly in the
foodservice industry, and changes in service delivery methods have
significantly influenced overall customer experience. In particular, stores with
on—site staff and fully self—service—oriented stores provide different service
environments. Therefore, even when the same technology is applied,
customers’ perceived value and behavioral intentions may vary depending on

the store type.
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Accordingly, this study investigates the effects of key characteristics of
self—service ordering and payment systems—usefulness, convenience, and
self—control—on customers’ functional value and emotional value, and
analyzes the structural pathways through which these two types of perceived
value influence continuance usage intention. In addition, store type is
introduced as a moderating variable to examine whether differences exist in
the relationships among the study variables.

To achieve the research objectives, a survey was conducted with
customers who had used self—service ordering and payment systems within
the past three months. A total of 300 valid responses were analyzed using
reliability analysis, exploratory factor analysis, confirmatory factor analysis,
structural equation modeling, and multi—group analysis. The results indicate
that usefulness and convenience have significant positive effects on both
functional value and emotional value, whereas self—control does not
significantly influence either type of perceived value. Both functional value
and emotional value positively affect continuance usage intention.
Furthermore, functional value plays a relatively stronger role in fully
self—service—oriented stores, while emotional value has a stronger influence
in stores with on—site staff. These findings suggest that differences in
psychological stability and service expectations experienced by customers
vary depending on the store type.

This study contributes to the literature by elucidating the process of
customer value formation in self—service environments while incorporating
store type as a contextual factor. In addition, the findings provide practical
implications by suggesting that the values customers emphasize may differ
according to store type when foodservice businesses adopt self—service
ordering and payment systems, thereby offering guidance for hybrid service
design, customer experience enhancement, and strategic decision—making in

technology—based service environments.
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[Keywords] Self—service ordering and payment system, Store type, Perceived
value, Functional value, Emotional value, Continuance usage intention,

Customer experience
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