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[ 4-5] S8l By 2 s By
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Qo] S =2 —9—?_]. O}O]Zﬂﬁ 320}11:18
c ° 7 AR | (A8
a

U= 7]eA3 o]go] § Hsjrtal AJzHsict, .882

U= 71943 o]go FHH oz Al .879

b 710438 olgsie Aol FATE A% | oo
T8 | @ : 4213 o1z
U | Ue 71eA3E ol§d) FRet: Ao A7 (70.219) |

olgtn AZ-gich 845

UE Jlesd olfo] A2E AFS HECL

Ay zZvate}, 679

U 7lexd FRet: o] Auigltn 47

sht 835

KMO = .874
Bartlett®] F@A AA x?=1329.493 df=15 sig. = .000

7y QQlo] 7|&EA BAL 517 ¢5te] IBM SPSS Ver. 25.0 T2 138

54 Likert =g ARBSIglon, 7|eA3 S4& #84, 8014, AF
A, ANFAA 4719 steacleor FASY, VAWUE Ao|gox, £
=
[¢)

- "1
o] & SAskAH. 784 S5, 8ol S, A S
& 683

$840) BRE 366, BEEWAL 105, 8ol4] B 369, BEWA

A e 3.89, EEHAE 0.93, A7EAA HHS 4.09,
0
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O (r= .680), FRE=(= 7149 2% p 001 oA H(+)F AHs
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B SE B TOL VIF
=) .220 144 1.529 127
84 156 .050 176 3.099"" .002 323 3.096
£ol4 .183 .058 193 3.157" .002 279 3.582
A1 24 253 054 256 | 4707777 | .000 353 2.829
2715448 | 311 053 304 | 58567 | .000 .386 2.590
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1A A 71943 B4 §-84(4=.657, p<.001)°] Aolgoref ul
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e A | LS TAAEAY
= B A Bl ¢
T B SE i TOL VIF
(A=) 3.673 | .042 87.191 .000
1| 8ol4 699 | 043 676 | 16.146%** .000 1.000 | 1.000
F=260.696***
=) 3.678 | .027 134.001 .000
2| BolA 110 | .040 107 | 2.735%* .007 491 2.038
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[(H4-13]710 23 40 AAFANT Aol &l 7he] Rejwe] ATINAZ

N ik e TANEAT
& E p
bl B SE B TOL | VIF
A4 | 3.675 | 041 90.452 .000
1| AZ1EAA| 788 | 045 705 | 17.433*** | 000 1.000 1.000
F=303.919***
A4 | 3.677 | 025 147.518 .000
2715 A4 306 | .035 274 | 8.743*** | 000 628 1.591
’ 8% | 699 | 031 707 | 22.616%** | 000 628 1.591
F=659.565%**
(A4 | 3.668 | .030 124.012 .000
271 FA| 322 | 044 288 | 7.332%** .000 400 2.502
3| F8HE | 6% | 031 705 | 22.233%** | 000 614 1.629
f} Q_géﬂﬂg 016 | .026 .020 .606 545 581 1.721
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ZAHE R @O 495 @ .810 ® .810
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ABSTRACT

Effects from characteristics of kiosks on customer
satisfaction and reuse intention
— a moderating effect of a receptive attitude —

Hwang, Yeo—Jin
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

In this study, two main topics, whether the characteristics of kiosks
in food service function as moderating variables of receptive attitude
regarding the effect of customer satisfaction and re—use intention, and
how the customer satisfaction affects on re—use intention, were studied.
By using self—filling method in the mobile questionnaire, the survey was
conducted with 350 users who had used kiosk services in various food
service. To make sure with validity and reliability, factor analysis and
reliability analysis were conducted, and IBM SPSS Ver. 25.0 statistical
package program was used for empirical analysis.

For the general characteristics of the subjects, females were twice as
high as males, and all age groups participated relatively evenly. Among
kiosks recently visited of the food service, the most frequently used one
was in fast food restaurants, and got lower frequency with this order,
cafes, general restaurants, rest restaurants, and food courts. The results of
the empirical analysis are summarized as follows. Sub—factors were
named as usefulness, ease of use, reliability, and self—control. The results
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in hypotheses of this study are as follows.

First, the results of whether the characteristics of kiosks in Hypothesis
1 have a significant effect on customer satisfaction are as follows. Among
the sub—factors of characteristics of kiosks, usefulness, ease of use,
reliability, and self—control were analyzed to have a statistically significant
positive (+) effect on customer satisfaction. Accordingly, Hypothesis 1
was accepted.

Second, the results of whether the characteristics of kiosks in

Hypothesis 2 have a significant effect on the intention to reuse are
analyzed to have a statistically significant positive (+) effect on the
intention to reuse among characteristics of kiosks such as usefulness,
reliability, and self—control, which were analyzed to affect positively, but
ease to use was dismissed.

Third, as a result of whether customer satisfaction in Hypothesis 3
has a significant effect on re—use intention, it was found to have a
positive (+) significant effect. These results mean that the higher the
customer satisfaction is, the higher the intention to reuse is, and it also
says that customer satisfaction is a variable that has a positive (+) effect
on intention to reuse.

Fourth, as a result of verifying the moderating role between the
characteristics of kiosks and the intention to reuse, the receptive attitude
in Hypothesis 4, usefulness, ease to use, and reliability showed a
significant effect on the intention to reuse. When receptive attitudes were
added, the effect of receptive attitudes on re—use intention was found to
be statistically significant and as a result of significance test of interaction
in a moderating effect, it was found that there is a moderating effect of
receptive attitude about the effect on re—use intention by usefulness, ease,
and reliability. As a result of the analysis to see if there is a moderating
effect on receptive attitude when self-control of characteristics of kiosks
affects re—use intention, the effect of self-control on re—use intention was
found to be statistically significant, self-control was found to be
statistically significant, and the effect of receptive attitude on intention to
reuse was found to be statistically significant. As a result of significance
test of interaction in a moderating effect, a moderating effect was
analyzed to be statistically insignificant.

After empirically analyzing the hypothesis testing of this study, the
following implications were presented as follows.

First, as a result of multiple regression analysis on whether
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characteristics of kiosks have a significant effect on customer satisfaction,
the R* value was 1.908 (F=162.830**%*), showing explanatory power
with 67.9%. It has an academic significance in that it proved that all of
usefulness, ease of use, reliability, and self-control got a significant
positive (+) effect on characteristics of kiosks.

Second, the average height of the kiosk is 165 cm, and the average
sitting height for disabled people using the kiosk is 934 mm. Because the
hight and the location of the card swipe machine vary from store to
store, and many kiosks don’t have braille or voice guidance, it is essential
for every store to have standardized kiosks. Barrier—free kiosks refer to
unmanned kiosks that help underprivileged, such as the disabled and the
elderly, acquire information by promoting the convenience (Korea
Entertainment Sports Newspaper, 2021). Since barrier—free Kiosks cannot
replace all kiosks, the government needs to make efforts and recognize it,
and it is time to try to solve the problem.

Third, it is thought that it is necessary to make a plan to induce the
usage of kiosks naturally through events, discounts, savings, and positive
experiences.

In future research, objectivity should be obtained through various
approaches and influencing factors should be identified, and a research
should be conducted with various viewpoints such as with genders and
ages rather than trying to derive influencing factors based on simple
causal relationships.

(key words] kiosk, characteristics of kiosks, customer satisfaction, intent

to reuse, receptive attitude
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