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[Abstract]

In this study, we proposed a hierarchy process analysis model for Kiosk known as technology-based
self-service, In addition, we deduced the selection factors based on the literature review and calculated
the weight of the factors. To estimate the priorities of selection factors, we used the data collected
from consumers who have used Kiosks at cafe or fast food restaurant. The results of the study showed
that the convenience among the factors in the first stage, consisted of safety, design, convenience,
informativity, and responsiveness, revealed the most important factor in both cafe and fast food
restaurant. Synthetic calculation of the first stage factors and the second stage factors showed that
simple procedure was the most important factor. The results of comparing the priorities between cafe

and fast food restaurant showed that consumers assessed their priorities differently in simple procedures,
nutritional information, and fast menu provision.
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I. Introduction
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II. Theoretical Background

1. Technology-based self-service and Kiosk
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Table 1. Previous studies on technology-based
self-service and Kiosk

Researcher Factor Classification
Ahn and Functionality, Enjoyment, Design,
Seo[27] Customization
Functional Quality(Perceived Ease of
Choe and Use, Perceived initiative),
Lee[22] Outcome Quality(perceived usefulness,
perceived cost savings)
Curran and Ease of Use, Usefulness, Need for
Meuter[19] Interaction, Risk

Expected Speed of Delivery, Expected
Ease of Use, Expected Reliability,
Expected Enjoyment, Expected Control

Dabholkar[17]
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Bagozzi[18]
Ding et al.[23] Perceived Control, Service Convenience,
9 ) Customer Service, Service Fulfillment

Kang and Functlc.mallt.y, Enjoyment, .
Securtiy/Privacy, Assurance, Design,

Nam[29] . .
Convenience, Customization

Kim[20] Utility, Social Acceptance, Enjoyment

Lee et al.[25] Convenience, Usefulness, Playfulness,
Self-control

Lee[26] anvenience, Usefulness, Enjoyment,
Risks
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Hsieh[21] : .
Convenience, Customization

Park[28] Useful, Ease of Use, Fun, Reliability,
Design, Self-control

Shin and Security, Functionality, Ease of Use,

Lee[24] Usefulness

2. Analytic Hierarchy Process(AHP)
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Table 2. Process of AHP
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Priority of kiosk selection factors
[
I [ I I |
Security Design Convenience Informativity Responsiveness
Errorless Attractive Simple Information of Delivery of
system screen procedure menu order
Privacy Moderate font Menu change Nutritional Fast menu
size and information provision
cancellation
Quick response
Point saving of employee
and discount
Diversity of
payment
method
Fig. 1. Hierarchic structure of kiosk selection factors
A}, <Table 3>0f AAlEo] Q= 7] A7 AEh 1Y The credit card
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059 [Fig. 1.]JaF 2t Informatio provides menu Bienstock[49];
n of menu L ;
) list information Lee et al[25]
Informati -
i i it The kiosk screen Coli
Table 3. Kiosk selection factor vity Nutritional provides ~ Loller,
) . .\ Bienstock[49];
information nutritional
Criteria Subcriteria Explanation Researcher information Lee et al[25]
Errorless . Each service Lin, H5|eh[21].: The menu Collier
item and feature Orel, Kara[5]: ordered through ollier,
system i ) ) ug Bienstock[49]:
without error Kang, Nam(29] Delivery of the kiosk is : ! ;
Securit Personal Lin, Hsieh[21]; order delivered Lin, Hsieh[21]:
Y information Shin, Lee[24]: accurately and Orel, Kara[SI:
Privacy protected in the Orel, Kara[5]; quickly Kang, Nam([29]
transaction Kang, Nam[29] The menu ]
process Park[28] ordered through ) Collier,
Mal[13]; ) ) Bienstock[49];
altol .| Fast menu the kiosk is ) 3 .
Lin, Hsieh[21]; Responsi . : o Lin, Hsieh[21];
Ch ; In, Hsie ' provision provided within .
arming Orel K . veness ) Orel, Kara[5]:
) ) ) rel, Kara[5]: the appropriate
Attractive installation . Kang, Nam[29]
Ahn, Seo[271; time '
screen arrangements Kim, Huh[45]; :
on kiosk screen | 29'_ When a problem
_ ang, Nam[29]: occurs while
Design Hwang, Kim[46] Quick using the kiosk, | Lin, Hsieh[21];
) Ma[.13]: response of employee’s Orel, Kara[5]:
Moderate font Lin, HS|eh[21].: employee feedback is Kang, Nam[29]
Moderate L . Orel, Kara[5]: uickl
. size in the kiosk . . q y
font size Kim, Huh[45]; performed
screen . .
Kang, Nam[29]
Hwang, Kim[46] . T
o Lin. Hsieh[21]; 2. Data collection and Sample characteristics
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Table 4. Sample characteristics Usage 1~4 68 73.9
. Number of | Frequency Frequency 5;:0 213 215'10
Classification Content eI %) Lving .
Gender | 5 o . 3
30< ~3039 784 7; '23 Residential ';ilzi:g 43 46.7
Age 20 ~ 49 3 31 Form Living
> 50 12 124 in the 10 10.9
Student 61 629 dormitory
S;;ljer 10 103 Total e 912 1(1]ﬁ1.0
Job Office 23 237
e | > 2 AolE 4 SUALS] OiE IEASA 2
Office 1 - 22 2P| Yal YT RAS Axstgon, of2 95
Gong Cha 69 300 SPSS 21.00] AFRE]QICE. <Table 4>9] 71 7]@A 3
e % 139 olgo] st BT ATE W AL o] Ao b
o - - off Soka, Aok 200 o7t 747(76.3%) 02 LEh
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3.1 Priority for the Criteria

71 7]1Q2530] MElQOl QTS BASH Au 1T
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0.202, A&7 2910] 0.160, =
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Table 5. Weights of criteria

Classifi L . . Conveni | Informa | Respon
; Criteria | Security | Design . .
cation ence tivity siveness
Weight | 0.202 0.096 0.398 0.160 0.143
Cafe CRar?kt 2 5 1 3 4
ONSISIE | \max = 5.007 | CI=0002 | CR = 0002

ncy
Fast Weight 0.201 0.086 0.397 0.170 0.145

Food Rank 2 5 1 3 4
Restau | Consiste Amax = 5.012 CI = 0.003 CR = 0.003
rant ncy
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Table 6. Synthetic weights

Classification Criteria Subcriteria Weight | Rank Synt.hetlc YL Amax | CI CR
weight rank
. Errorless system 0.538 1 0.109 3
Security Privacy 0.462 > 0.093 5 2.000 | 0.000 | 0.000
. Attractive screen 0.398 2 0.038 12
Design Moderate font size 0.602 1 0.058 6 2,000 0.000 | 0.000
Simple procedure 0.479 1 0.189 1
. Menu change and cancellation | 0.247 2 0.105 4
Cafe Convenience Point saving and discount 0.129 4 0.048 9 4.003 1 0.001 | 0.001
Diversity of payment method 0.145 3 0.056 7
L Information of menu 0.775 1 0.124 2
Informativity Nutritional information 0.225 2 0.036 13 2.000 | 0.000 | 0.000
Delivery of order 0.391 1 0.056 8
Responsiveness Fast menu provision 0.325 2 0.047 10 3.000 | 0.000 | 0.000
Quick response of employee 0.284 3 0.041 11
. Errorless system 0.569 1 0.114 3
Security Privacy 0.431 > 0.087 5 2.000 | 0.000 | 0.000
. Attractive screen 0.437 2 0.038 13
Design Moderate font size 0.563 1 0.049 10 2,000 0.000 | 0.000
Simple procedure 0.496 1 0.197 1
. Menu change and cancellation | 0.247 2 0.098 4
I-!Q::ssttaE:::t Convenience Point saving and discount 0.126 4 0.050 9 4.00410.001 | 0.001
Diversity of payment method 0.130 3 0.052 7
L Information of menu 0.720 1 0.122 2
Informativity Nutritional information 0.280 2 0.048 11 2.000 | 0.000 | 0.000
Delivery of order 0.349 2 0.051 8
Responsiveness Fast menu provision 0.389 1 0.056 6 3.000 | 0.000 | 0.000
Quick response of employee 0.262 3 0.038 12
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