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Self-service technology refers to any technological interface tool that allows technology users to produce
their own services without direct face-to-face and involvement with employees, away from traditional
service environments. In particular, kiosks are introduced as a means to replace employees™ roles in
providing services for the purpose of reducing labor costs from the perspective of service companies with
a large proportion of human resources. The introduction of these kiosks has significantly changed the
way businesses interact with customers from high-touch and low-tech’ to high-tech and low-touch’.
However, existing studies on kiosks focus on finding motivation for customers to use or accept kiosks,
failing to provide a reasonable theoretical perspective for customers to explain their switching from
face-to-face services to non-face-to—face services using kiosks. Therefore, the study applied a migration
theory to explain the switching behavior of existing face-to-face services to non-face-to-face services
through kiosks in terms of the service channel. This study conducted an online survey in June 2020 and
used a total of 182 responses for the empirical analysis. We found that the effect of the mooring factors
was the most significant among the push, pull factors, and mooring factors.
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3H] & (phychological switching cost), 439
HZ(lack of experience), 181 W& A7 8%
#(low self-efficacy) < el 2919 #A4 a4
2 Bolel A s
A &2 A o] 7]EY] AH| 2 FEAFe] #

AE @Asta A Mu|AFFAR Mgk uE
H]-&3 AIZE 59, ARl a4t 22 thedd JH
2 A=} (Porter and Strategy, 1980 Jones
et al., 2007). g &2 HEF AH| 25 AT
< Hl Slo] AHste s A3 AeA =¥
I A 23] W, Aeld dEH g =
€ AFHFAN 0] A8 PF neld A Y
Ebdth(Dick and Basu, 1994; Dube et al.,
2009). webA AleA Aeh]golls = AH A
S AFeua & A5t 149 BT
M2 AE] 2 Al Atel] o

L z]l
s 2uEE A7) e So| v
=3 A3

(Zeithaml et al., 1985). &3], 79
S kel g AEd vg Aujxe £y
4Tt Ak} Anje v Eelde EAo g 3 w8
SHA| Q14 E i A} (Jones et al., 2002). 2=, A
3| go BAA o7 Q7he QXA ZHA A

M| 229 A8 & 2 AH 29 A =S
FASH sl #4491 Aolth(Kim and Son, 2009).
QeI A L2l Ar|2ald Aeke| o e
A+ (Wu et al., 2017), 221 vjel|A 2apd
qu}ogg] Agtol| #&F A4 (Chang et al., 2017),

aAn|tjole] Mgkl = (Hou et al., 2009)° #et
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AHgstaAl ke 9wt FolErh AYPATFiM e
7883} o] & oo} Bt B AL e o
gom, o]Ho AHE o] FHEFE AHE &
A9 9 nAta g9t (Jackon et al.,
1997; Igbaria et al., 1996). Wb £ A+
e 7123d )3t 4 F=£2 A3 o] AH|A
S AT s W 71923 E o&stee Yk o
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(Table 1) 97 72

=S

s Services Using Self-Service Technology: Focusing on Migration Theory

Holot Y

A 224 A9 a5
o = APl FTAL LS B3l Adde U AU AE o] 435 &7
= 29 H Wes o aqw]oe] B gl Bansal et al.(2005)
ok QA o7t MU 2 AFete AL} 833 Fo] vrin Gremler and
i A= A Gwinner(2008)
TIAE B MU 28 AlFste THYTY Fodes Etelske 4= Elhai et al.(2018)
w3 9ol 7123 M|~ o] &S WEshe #BA 9] ey B4 9l Bansal et al.(2005)
AelA Agh] e T4 ﬂ{ﬂi B R R R e L B L SR Kim et al.(2006):
At w2 Aed =3 Ak P= Parasuraman(2000)
FEDEE 719232 Abgd] E Ado] BRIl oAetE A Meuter et al.(2003)
o A Esg 719235 B8 AMUAE JFHOR ATEE § dvtn Van Beuningen J
A ox Axle] &l tgk Aalzto] vhe Hr et al.(2009)
o~ 25 o] g3 = 5| ok
T a9l Tl Al 0137;;“ t‘l?l Ieis Afl2) o Bansal et al.(2005)
A7k 684 Sl Ea= Xﬂ%‘ﬂé_%oﬂ 101 7].9-? g AHEshe Ao
FE8 Aol Aske 4= Wang M. C. H.(2012):
Z]ﬂ'ﬂ EZ]Q]/H }\1‘1]}\2 xﬂ% T—“Q?_oﬂ 2}1\01 7]3ii'§‘ /\]-%'6‘]—% ;‘10] Childers et 3.1(2001)
mee A E ol A she 4=
7)1 Q223 AH] A AZAE QAR A FHLY AR AE gidlste] BldiH
o8 20l ) 9228 AHEdelE o% Chung et al.(2015)
do] Sl AEES B AT gz s (58.8%) 2.2 o9 Hl&o| 25 U & Jo=
sl 23 B3-S AT B34 1. yERgT. dEdie 209 mvte] 199%(10.4%),
23 ME| A o] Gol bigh thekdt Il B4 (= 20t (20-29) 7} 387 (25.8%), 30tH(30-39)7} 47
W A2 5ol wE A AT AolE Hag  wW(25.8%)E 7P wol yEsten, 401 (40-49)
StuAt 4A AFe BE A3l A 7| ATE ALE 7} 339 (18.1%), 50t7H50-59) 238 (12.6%),
3 B Aol gl FFAEE G oE S 604 o]Ato] 229 (12.1%) & vebstt}. <l 9l
o ool% e SHE Al & 182709 §H  oAl= AME, #EF FAMAE 929 (50.5%) =2 7t
< ASEN ARt e, SRAY QB AIE & usker tggog, a"gol 259 (13.7%),
A EAS golia SHRIPIY F2EYZ A EHo] 208(11.0%), 57 14%(7.7%), A94
Smart PLS 3.0& #8399 tH(Anderson and 7} 71Eb7t 9%8(4.9%), 'ﬂrUH Mu|2A 3 71, 7]

Gerbing, 1988).
(Table 2)°4 Yepd nfe} 2ol &
TS & 9ol 758 (41.2%), 4

182719
1 1074

/g [¢)
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(Table 2) SEALS| o7t SAHEA £

T2 N % S N %
. EE 75 | 41.2 &4 25 | 13.7
o] 7} 107 | 58.8 AR A 92 | 50.5

204 vk 19 10.4 SIS L] B 2.7

20-294 38 20.9 1%, 7154 2.7
a 30-394 47 | 258 | A4 A8 20 | 11.0
40-494] 33 18.1 244 4.9

50-594] 23 12.6 54 3 1.6

6041 )% 22 12.1 e 14 7.7

158 EYold 11 6.0 71Ek 9 4.9

g | HEEED XD A 26 14.3 1005+ w1 20 | 11.0
o 4374 /AR HE 29 116 63.7 100-200%+H¢ w] gt 18 9.9
et =9 ol 29 159 | 9 93 200-3009+g 1] 57 | 31.3

Azl & 97 | 533 | &% 300-400T-¢m] v 30 | 165
* ] & 85 | 46.7 400-5001+g1 vk 18 9.9
Total 182 | 100.0 5007+ o] 4 39 | 214

B
M4 A AN

7 = Ak
Zot 2 A9 44 (formative) 22 821 W4

1292

< A 4319 Chung et al., 2018: Fornell and

2Pnge dutdon g A S o] 43
o AdEd. HNEY JAFEEAEE F497] 9
ate] F73F 2% AR F FAREAFE(AVE), N

AFE(C.R)O] 78R 5 33 8eAY AFE S

5% th(Bhattacherjee and Sanford, 2006;
Hair et al., 2006). %3t 7t 821 7to] ZaAdAE
HiEo 2 e AEHE Y3 Chronbach's
a)E B3l A8 ASaAtH((Table 3) #i1).
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(Table 3) &t2ld Qo4 Zt

gl PRt 2001443 a €= AVE?
WB1 0.914
%
Ao szt WB2 0.937 0.923 0.951 0.866
WB3 0.941
.. 1Al 0.916
TE
20l 1A2 0.948
AR IA3 0.932
oo 0.962 0.970 0.841
2ozl A4 0.912
A5 0.874
1A6 0.920
sC1 0.946
SC2 0.941
LK
Qg8 SC3 0.942 0.969 0.976 0.889
S04 0.946
SC5 0.941
w3 EX1 0.929
89l 3e 2E EX2 0.946 0.932 0.957 0.881
EX3 0.941
SE1 0.886
o Sk 0.905 0.918 0.942 0.802
A7 TS5 SE3 0.914 ' ' '
SE4 0.878
PU1 0.887
PU2 0.938
A2+E 84 0.943 0.959 0.855
PU3 0.947
#9
2ol PU4 0.926
PC1 0.935
A 72+g Ao PC2 0.898 0.892 0.933 0.823
PC3 0.887
INT1 0.949
7] Q3 AH] A
o8 o INT2 0.962 0.920 0.950 0.863
INT3 0.874

1) a: Chronbach’s alpha, 2) C.R: Composite Reliability: 71'd AF =, 3) AVE: B2 35
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(Table 4) A

SHAA
24 19
(1) (2) (3) (4) (5) (6) (7) (8)

(1) 4324 =<4 0.917
(2) 719223 AMH|2 o] g% 0.057 | 0.929
(3) A7t A4 0.063 | 0.717 | 0.907
(4) A174 +84 0.101 | 0.691 | 0.859 | 0.925
(5) AHd Ad 7= 0.036 |-0.692 | -0.610 | -0.578 | 0.938
(6) #& A7|asst 0.001 | -0.740 | -0.754 | -0.738 | 0.704 | 0.896
(7) E&AEd Hdn g 0.301 | -0.360 | -0.386 | -0.323 | 0.347 | 0.426 | 0.943
(8) ot AAA froizt 0.129 | -0.001 | -0.042 | -0.079 | -0.053 | -0.005 | -0.147 | 0.931
A BATE ARBAY A 84 AVEEERAFE)Y AF2 3 e
*RAATE FARCE 1% FEdA F98 Aow yehd
RE 24 §39 28 29 A4l 0.7 o, AP A A7/ B A3 (Table 5)
MGARE 0.7 o1, BRENFEW 0.5 o140 B B AN Aoue et Bt
2 ueht A3edel g Aoz 2AEdt. 7193 Aus ol 8ol YA 93E 2
w WEEIYS Aus] g FREAREE AolY AR faMusg $IH 8r9 F
(AVE)Z AHS3I9Ed B 0.7 o402 vebd 893 v Avlzgl 294 829 $9 8
o8, (Table HelH 432 WEES FBuAd U@ /M 19} 2= BAHCE £ 202 v

woh okt A Uit REAe Bages 7

ofgte] et o] grEHUAGL & 5 vt &,
(Table 3)%} (Table 4)5 E&] 7+228 &
o Ml 27t itk s vH(Fornell

and Larcker, 1981: Chung et al., 2018).
5.2 =Y EMIIE HE)

UM A3 ST B4 A3l 7d S A5
= 2 FA47F glvha gso] Fxuy 248 4
Aletlon, FxREEA A= (Figure 2)9 2
th 7Hd 5E A|9e BE 7Hdo] AyEon, E
AFolA BE dRigd & Ay e HE T5
R0l 7] 9 23 Mu| 2 o] 49 =& R? ghol 62.3%
2 ettt
1294

AE oiw Ao B A 35\—01 & 821e 7
23 MH| 2 o] o &d 3 %

74°§ ey 7Hd 19] }HEﬁ”ﬂMoﬁ](Hli B =
0.104, t = 2.201, p<0.05), Azt +£4,

2t Ao or FAE HUH AH 29 34 o
2% Y 82 9A] 719223 AMH] 2 o] &0 ko
TAAY G A= Ao Y 71 2 94
AP JTHH2: B = 0.392, t = 4.989, p(
0.001). o] ¢4 Hsieh et al. (2012)9} Park
and Chung (2012) g7-9k= dA5hw, #3372 0]
71E i Mu| 2o A QA ete F kgt A
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