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ABSTRACT

The Effect of Kiosk Characteristics on Customer
Relationship Quality and Intention of Continuous
Use in Food Service Companies
—Customer experience value adjustment effect —

ko, Seon—jin
Major in Food Service Management

Department of Hotel, Tourism and

Restaurant management

Graduate School of business Administration

Hansung University

Recently, in the rapidly increasing non—face—to—face era, unmanned
ordering and payment services (Kiosk), which are loved by restaurant
companies, have been distributed a lot. Information technology will
gradually accelerate the pace of development, and as a result, restaurant
companies are expected to continue to increase their services using kiosks
in the future, preferring non—face—to—face services that avoid
communication with strangers. It is necessary to comprehensively examine
what characteristics of kiosks, which are becoming an essential era for
restaurant companies, form customer values and affect customer
relationship quality and sustainability intentions.

This study aims to establish a marketing strategy for restaurant

companies to maintain customers and secure customers by identifying the
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impact of the restaurant company's kiosk characteristics, customer
relationship quality, and sustainability by organizing the characteristics of
restaurant kiosks. In addition, the results of the survey were collected
from the Seoul and Gyeonggi Provincial Office using the survey results of
the survey using the Consumer Agency to explain how to improve the
quality of customer relationships by looking at the impact of customer
experience as a control variable. The results of the analysis of the impact
relationship between the factors of kiosk characteristics of restaurant
companies such as 'favorability, 'reliability’, 'favailability’, ‘favailability’,
customer relationship quality, and continuous use are as follows.

First, the nature of kiosks in restaurants has a significant impact on
customer relationship quality and the reliability that is a sub—factor of
kiosk characteristics has a significant impact, so planning to implement
restaurant kiosk services reliably and accurately can improve customer
relationship quality.

Second, the nature of kiosks in restaurants has a significant impact on
sustainability intentions, and as a result of their high usefulness, it seems
that more efficient and productive operation and management of
restaurant kiosks can increase sustainability.

Third, customer relationship quality has a significant impact on
sustainability.

Fourth, it was shown that customer experience value does not
significantly affect kiosk characteristics and customer relationship quality.
You can see that the kiosk service of restaurant companies does not form
a deeper relationship than the existing employee service. For information
technology now, consumers can see it as a tool.

Fifth, customer experience value was partially adopted as it was
shown that convenience and usefulness had a significant impact on kiosk

characteristics and continuous use. Based on these research results, since
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consumers who used restaurant company employee services chose usability
and convenience, it seems that the environment of using kiosks is easier
and more useful to maximize efficiency and productivity in order to
induce continuous use of kiosk services. And despite the growing use of
kiosks in current restaurant companies, kiosk services are insignificant to
replace the satisfaction with the services that existing employees have
shown. Therefore, in order to provide continuous kiosk services for
restaurant companies, it is necessary to meet the needs of customers and

develop kiosks of competition.

(Keyword] Kiosk characteristics, customer relationship quality, intent to

use continuously, customer experience value
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