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on, AvjHS ou|ste= 2l H Y (Retail) ¥} 714 (Technology) & 2 &
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HES-Ad1 0.534 0.68 9,26 4%
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HOrA2 0.775 1.074 13.475%%%
ROy 0.612 0.863
HorA3 0.809 1.004 14,0325
HokAl4 0.754 1
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ABSTRACT

A Study on Effect of Unmanned Store System
Characteristics & Store Characteristics on Perceived Risk
and Intention to Discontinue Use
—Moderating Effect of Public Consciousness—

Kim, Mi—Jung
Major in Startups&Franchise Consulting

Dept. of Futures Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

The interest in Unmanned Stores is increasing with 4™ Industrial
revolution technology, the spread of non—face—to—face culture, the
shortage of labor force due to the aging, intensifying competition
between Online and Offline, and the need for cost reduction of
franchisees and the numbers are also growing rapidly. Unmanned Stores
became known to the world in December 2016 when Amazon launched

an unmanned supermarket called Amazon Go. Amazon created new value
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to consumers by eliminating cashiers, checkout counters, and waiting
lines at stores using cutting—edge technologies used in autonomous
driving, such as artificial intelligence(AI), machine learning and computer
vision(technology that recognizes images like the human eye). In
addition to Amazon, global e—commerce companies such as China’s
Alibaba and JD.com are investing in unmanned stores armed with
cutting—edge technology to preoccupy competitiveness as a future retail
store that provides these new values to consumers.

Korea, unlike in other countries, offline companies are leading the
unmanned operation. Recently, large offline retailers such as E—Mart are
spending a lot of money to introduce new retail stores armed with
advanced technology. However, most of the unmanned stores in Korea,
which have been expanding at an amazing speed since just a few years
ago, have simply removed people from the store for reasons such as the
cost reduction needs due to minium wage&rental cost increase, and the
spread of the wuntact culture due to Covid_19 by introducing an
unmanned payment system such as Kiosk. As a result, many unmanned
stores are suffering from many practical problems, such as theft due to
moral hazard, safety issues arising from a store environment that anyone
can easily enter, and a decrease in sales due to indiscriminate close
openings. In addition, the speed of legislation is not keeping pace with
the spread of unmanned stores and Unmanned stores in Korea are really
going through a transition period.

In addition to these transitional difficulties, there are also challenges
to be solved for unmanned stores by themselves. Unmanned store must

be made so that new Sliver gen. with economic power can feel
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comfortable in this new shopping environment, and in terms of
employment, a social consensus must be reached on the reduction of
jobs due to the spread of unmanned stores.

Previous Studies related to unmanned stores was mainly conducted on
the introduction of new technologies and resistance to acceptance of
them. Since then, as the number of unmanned stores has increased, it is
diversified to the environment of unmanned stores that afftes customer
satisfaction and the effect that such environment has on customer
re—visit etc.

In this study, considering that the limited resources of Franchiees
and Head Quarters who want to expand their business to unmanned
stores, this study doesn not suggest various factors that can satisfy
customers but conversely affects customer discontinuation. By doing this,
this study intend to provide strategic implications on what business
owners should be the least focus on in order to achieve sustainable
profit creation from unmanned stores.

Therefore, the purpose of this study was to study the effects of
System Characteristics and Store Caracteristics of Unmanned Stores on
Perceived Risk and Intention to Discontinue use.

To this end, through resarch prior studies, system Responsiveness &
Complexity were selected for system caracteristics and store Security
and Usefulness were selcted for store caracteristics as factors affecting
the Perceived risk of users. For the Perceived risk, the Functional loss
risk and Time loss risk were selected.

The Research Model was established to check whether the system

characteristics and store characteristics of Unmanned Stores affect the
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dependent variables, perceived risk and intention to discontinue use. In
addition, it was checked whether public self—consciousness had an effect
on the dependent variable by using it as a modulating variable.

For the implementation of this study, a survey was conducted
targeting consumers who had experience in using unmanned stores. For
the analysis, SPSS 20.0 and AMOS 20.0 progrms were used.

According to the study result, first, Responsiveness and Complexity
showed a significant effect on both the risk of functional loss and the
risk of time loss. Second, it was found that Security and Usefulness had
a significant effect on the risk of loos of function, but not on the risk of
time loss. Third, Perceived Risk was found to have a positive(+) effect
on intention to discontinue use. Lastly, the moderating effect of public
self—consciousness was found to affect the pathways of Responsiveness,

Time Loss risk and intention to discontinue use.

[Key words] unmanned stores, system characteristics, store characteristics,

perceived risk, Intention to discontinue use, Public self—consciousness
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