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1.1 A4 A7l 2 d454
111 24 A7

g9 Aze 7% Wan av EdER dehiv eejeln o
g SOl gt WEE 7hAgta, COVID-19 W9 a4t
< WA, S A9, Bdglel Wt

= ) T H O
L 37 Lol od getos Fodste /Mo & 020 AuAR wE
9t o]F 53] amidelA Zleo 9

A A= 9o, COVID-1
2 Il Wslel A EoFst= AZ|7t E Atk (Venkatesh Shankar, 2021).
F2U192 Q8] AFEE 7He] HES FAster] 915 A"HE’ A7t 2

ofgitt, AHE'= HES SotE= ZHE(contact)d] HHHE Sohk= A(un)S
=9 Axoj2 A=HE Afjo] "y we A9} AldoAE FYE thAlS]
JAo] AH FEIN AAE AP & = An FFEAAHRI 7|eAT7}
AT (R A AT = AR 2021).

QAMAANA = 7|1 ATE Tl BESHE AT AH|A AARLS A|-5olo]
AH|RFE0] 41439 MHAE AlFEhs 5 e BHo2 TQlstal ot gt
ofyzl 7]eAFA thato] AHIAE AFtez Qs A=yl o] o=
IALS gideR dojo] FH glo] 4 F2 &4 & F A= FHES
T FAO = 2 AA oo ERIE AHYPI} e ket J5ES
Frtger Qe 17 HOlE F7HAZ|AL Ut} o]get 7|eAH9] ojfgor
Qo] LJALIAA 7] AFO] o]go] W= S4tE|T Qitt, IfAEREE ¢
A 7143 ARES BESb] SAFY EoFe 7]eAd T ALstar

Aot 201949 71Eo® Fggot= A=l 1,35071 wid 5 82571 uiAd,
Wt = 4200 7] wi% 5 2500 3ref, KFC+= 19370 wi% 5 18170 df
Aol 7] ATE Tste] ZFz; A= ujAe] oF 61%, 60%, 94%cf 7] A~3
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A=A JeHdsHy, 774, Hdid, 2020).

Transparency Market Researchol] @Z2W, A4 7|23 AR 2027¢
512 98 AN Aoln], 4o sUW Ao AFE 4T Ao g
HHRHFATY, 2020, 20228 AAUF VFoR ¥R HahARS
2 YA Ao J7] BUe BE P Mgl AAH, £l g,
2 NaE 59 m dAE Amoln glrh 2022delE 941
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2.1.1 71239 79
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N,
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2 fasts AREA BU/E AYshe Golz Hle] AHeEL

g 74 1
AoHAWZ, 2019). W ou2 23] ATM/CD7|, A-&%ul7](vending

machine), FRJAFJETT7| 52 Zgsotl, F2 ou|2= 74 JEH dH7|E
ARt e (A8, 2017), Al 4
= o] (9)7]m Tl o}, 2020), AH]A AHeF o] Tl AEIHE 9|5}
fsE°] €A ol 4 U=
A, 2020 9ulgth. 7l& 7|8 AZAH]A ogy—based self
service2 TZoA] Mu|AE AFog AlFshe AAH = uZo] MH|AS
213 A A olobZ|h(Kim & Han, 2013).

Ao AE|A 7]1a2 old H ABAE BEIAA FFAR AHIA AleS
7VsSHA ote, B AH|AE ASSkE AB[AEOA FYTe] HES 2
4351 £ Qe 3FS AlFSHCunningham, Young & Gerlach, 2009;

Lee, 2017; Oh, Jeong, Lee, S, & War nick, 2016).

HH
e
~
E
[>
it
2
ol
_O|L
Ir
X,
)
Hel
o
fr

Ju

ki
ok
2
[
5,
e

r ol
,_]

o

O

jo

e}

<

ol

gy

7oraE AEHolA Y uu|Aoldo] Aol m old A7l B
o tisl At&Atete] A ARUAAE FastA welsio Bt @A) 4
Qo] EdEL Aol W T AQ 7ol AAS dol thrd 74l 4la
Arle) §EE Fl&olch(ared, WEY), 20158k oloplsl A, e, &
AAQ019e 9)A8elAe] g REH AmAHA e 7oA



AKiosk)2=A @A 7P f7A ZotE 5 e 79 ZA ALdHo|w 7]~
3 A2 HAAIAE T4 3 F 19¢] 7171& o]&-s}o]
ARGAFOA] AH| A0t HHE AlFote 7l T A2 dlolet A o5ttt
QAo 71Ee] UET TlEolA] %ﬂ—% HEsHA Ffstals U=
(needs)”t F7FshHA A7 QR 7]&o] §F FEEH A (Food Tech) =
ME-L 4tgdo]l A& =oHFAE, /7, 2018).

AIAH A 712 DT M)A FHo Qs FAFET] HdiH V)&
AAES 5 M| Ao Fojsle Aoz PC, AUEE, 7]oA3 T o
/ﬂl A

5 =% AEls T o A
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+ HI

LA

Aoz FiE1 tH(Meuter, 2000)
QAN E B W2 1A AH|A AT flote] AmAH|A 7] AT
Lot FEI AAE AAR sto] 1A HdL AlFst] Alxtet
THCarol, 2012; ©]91<%, vdot, &3, 2013). o] & 7P wEA =5
U AIAHA V)& AEFEHS] 7oA FEAA AlAHO|H (G
W3], 2002), ol HALF Asol =t JAEE FActy VeS Tl A
&3t UIAE Algstazt golth 7]eATE AHS &8 FrEols ¥d
°F 10% A=o] 174" H7 a3t

& Z7ket 7] 978 A avE HuRFEEAEA|, 2017).

2 o
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As)o] A ZRAE Ao Qiza 2 AF wehE AH2o)
Z4 52 5o Auls B gE BEE sl 2 BAEC] BAY A
olets SAE Uehtn gt ol JAAuAS FEstd ARE Flesd
S Fgato] webd Qe olojxn ol Aua Y U] Al
2 FHA7t okl Aol djsl SefekrlE GHAIESIAZA, 2017). SR 4
4 AEY Athe Fo) AREe gy BAE F4 e 580l 7]
023 N2HO) BEEE HG F7H Aolth 11% }% 2020).
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212 71223 EA

EAS WA, A, &4 So=2 Edt. 4Bzt ofd A4ES A9 A
M WA aEste Aoz A 2
Stth(Keller, 1993). 7]& 7|4t A N
o] QA FHA AT mBSHE Adoltn A stgrkelA
of, &dld, 2013).

A2 wQE Alesat A8 Yol Juse] gFq olgAe] ALY
A 7] 95 cho] Aulas
WAl AH| AL ZOE AY = q_o‘;:@_ 7
2020). =53 AA o]elo] Aol

6]’“{5 5] A, 2018).

w3 E4g 71Z0R 4E U Hﬂli% TR I
E
|

E
— N

o
2219 (2019)2 ﬂ’i}%‘iﬂ 7]2i35*é 51‘?_%% Sl AR A7
7HA], =, BEorol ule dFel tisl ASstatar TBSS, IT7]8E Afu]x
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< AGA TBSS BAe=z w84, "aA, F3A, A7EAEd2 LA
W= ol njzle e AR, 4719, AU, AA(2016)
2 QA7 SNS EAS éE A, woA, A d=AeA, AHe wE
der FAS AdE 7HAe A o= ] IF BAIE TSR, o=
F, dstd, ol (2019) Aol 71e23E A4 784, Z1HLA,

Bk, 24 AR T 471 aQlo=m EASHq

ek 2 AT Ae AFAFEER, 2019 FH3E, 2019; FHAA,
202205 HlEgo 2 71943 EA TAQAE 984 LolA, A=A, A=
Ag vl 7R skl SAdstaat gk

7e~3 B4 g]le] tigk AYALE Fall off [F 2-2]¢F Zo] e
Fict.

ol

® 2-2] 7le~a B4 99l

A7 A

2022 | S84, BolH, AITA, A

THAQO2) | $514, B, A=A, 484

H512(019) | -84, Bol4, A4, A/BAN, ATE ol
HAGQ019) | S84, A, G814, Sold, tAl, AEAA

A12bE 84, IR, HE, A& AR ok

A
—

09, 403 | AR f94, 3R AN, AR AT, F2A8H. A
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Apgate] A2k B7ke g 4 rHmE, 8, 2010).
TANQO2DS §EEL 19ATE oS B AR FUHOE =g
o] @ Aolet Wi Ame shdrh. 1943 ol §RAeIAH Anls

HFolshs 2SS 2l At MHlAE AR ArRitks HAM 78

1= = o' =
SF Mu|Ag BF7hEy QItH(Oh, Jeong, Lee, S, & Warnick, 2016).
o|Z] (20152 F8AAE M= AH7]EoY AHIAE EHdfle o

gelt 914, 71%o] ALgAY BAS addos DA o 9o A
Ue Aoz AZHe= Axgt Aok, Meutere 7|44 o] 8AE %
AR FE e AEsh fedta ARAe Faw asdt s
(Meuter, 2000). Collier & Sher rel(2010)-& AT Au|A HYPoA Z=FL}
o Eagel gloms 4vl S AN RS BET 4 Ut FE 5o
7l 7|8t AnMHAE E=A QIAlskeE alolgt Stk Kaushik &
Rahman(2015)€ -840 ARANA F4S 24 st o 2ol Fasin,
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DA oAAA Tl 3o AR GFS WAL Ao=
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AtH(Kettinger, Park & Smith, 2009).
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Z-L'a}—lfxl, 5T T ko] FFS A=A Aof st f-842 AH|
2L0] 221 7hA| o PFe mRTal sHelH.
d= 719239 E4 9clow TESHh

wrefa Q1o APAFEZIY, 2019; WA, 98, 20105 Kaushik &
Rahman, 2015)ES Higo R {8428 7|23 E o|gstor a8, ALt
do] FAE I, AAlA Adet MHIAE AR SAMEA Ao Fash &
A2 JFE nAo POt
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BE Xot= Aol (™oL, 2021), HAH2022)+= A&HA ARESEL BRI
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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

_99_



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

- 101 -



	I.  서  론  
	1.1 문제 제기 및 연구목적  
	1.1.1 문제 제기  
	1.1.2 연구목적  
	1.2 연구방법 및 구성  
	II.  이론적 배경  
	2.1 키오스크(Kiosk)  
	2.1.1 키오스크의 개념  
	2.1.2 키오스크 특성  
	2.2 고객만족  
	2.2.1 고객 만족의 개념  
	2.2.2 고객 만족의 선행연구  
	2.3 재이용의도  
	2.3.1 재이용의도의 개념  
	2.3.2 재이용의도의 선행연구  
	2.4 수용태도  
	2.4.1 수용태도의 개념  
	2.4.2 수용태도의 선행연구  
	III. 연구 설계  
	3.1 연구모형 및 가설  
	3.1.1 연구모형  
	3.1.2 연구가설  
	3.2 연구 설계와 분석방법  
	3.2.1 변수의 조작적 정의  
	3.2.2 설문지구성  
	3.2.3 자료수집 및 분석방법  
	IV.  실증분석  
	4.1 인구통계특성  
	4.2 변수의 신뢰도 및 타당도 분석  
	4.2.1 키오스크 특성의 신뢰도 및 타당도 분석  
	4.2.2 고객만족의 신뢰도 및 타당도 분석  
	4.2.3 재이용 의도의 신뢰도 및 타당도 분석  
	4.2.4 수용태도의 타당성 및 신뢰도 분석  
	4.3 변수의 상관관계 분석  
	4.4 가설 검증  
	4.4.1 키오스크 특성과 고객만족의 가설 검증  
	4.4.2 키오스크 특성과 재이용의도의 가설 검증  
	4.4.3 고객만족과 재이용의도의 가설 검증  
	4.4.4 키오스크 특성과 재이용의도 간의 수용태도 조절효과검증  
	V.  결  론  
	5.1 연구의 결과 및 시사점  
	5.2 연구의 한계점 및 향후 연구 방향  
	참 고 문 헌  
	부       록  
	ABSTRACT  


<startpage>14
I.  서  론   1
1.1 문제 제기 및 연구목적   1
1.1.1 문제 제기   1
1.1.2 연구목적   3
1.2 연구방법 및 구성   4
II.  이론적 배경   6
2.1 키오스크(Kiosk)   6
2.1.1 키오스크의 개념   6
2.1.2 키오스크 특성   9
2.2 고객만족   17
2.2.1 고객 만족의 개념   17
2.2.2 고객 만족의 선행연구   19
2.3 재이용의도   22
2.3.1 재이용의도의 개념   22
2.3.2 재이용의도의 선행연구   25
2.4 수용태도   30
2.4.1 수용태도의 개념   30
2.4.2 수용태도의 선행연구   33
III. 연구 설계   38
3.1 연구모형 및 가설   38
3.1.1 연구모형   38
3.1.2 연구가설   39
3.2 연구 설계와 분석방법   44
3.2.1 변수의 조작적 정의   44
3.2.2 설문지구성   47
3.2.3 자료수집 및 분석방법   48
IV.  실증분석   50
4.1 인구통계특성   50
4.2 변수의 신뢰도 및 타당도 분석   53
4.2.1 키오스크 특성의 신뢰도 및 타당도 분석   53
4.2.2 고객만족의 신뢰도 및 타당도 분석   55
4.2.3 재이용 의도의 신뢰도 및 타당도 분석   56
4.2.4 수용태도의 타당성 및 신뢰도 분석   57
4.3 변수의 상관관계 분석   58
4.4 가설 검증   60
4.4.1 키오스크 특성과 고객만족의 가설 검증   60
4.4.2 키오스크 특성과 재이용의도의 가설 검증   61
4.4.3 고객만족과 재이용의도의 가설 검증   62
4.4.4 키오스크 특성과 재이용의도 간의 수용태도 조절효과검증   63
V.  결  론   71
5.1 연구의 결과 및 시사점   71
5.2 연구의 한계점 및 향후 연구 방향   75
참 고 문 헌   77
부       록   93
ABSTRACT   99
</body>

