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Satisfaction and Intention to Continue Using the
Unmanned Robot Cafe

Kim, Hyo Jung (First Author)

Department of Industrial Psychology, Hoseo University (Assistant Professor)

Abstract

This study explores consumer perceptions and responses to unmanned robot
cafés. In an unmanned robot café, services are provided through touchpoints with
a robot in an environment where interactions with clerks are excluded. An online
survey was conducted with 306 consumers in their 20s-40s, those who
experienced a unmanned robot café wusing a drive—through. Descriptive,
confirmatory factor analyses and structural equation modeling were conducted
using SPSS 28.0 and Amos 25.0.

The results are as follows, First, price rationality, perceived coolness
significantly affected satisfaction with an unmanned robot cafe. Second, perceived
usefulness significantly affected satisfaction and the intention to wuse the
unmanned robot café. Third, satisfaction significantly affected the intention to

continue using the unmanned robot café. Fourth, the main factor that drives
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(2023-0475-01).
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people to visit unmanned robot cafés is that they can receive services without

communicating with them.

Keywords :° Umanned Robot Cafe, Serving Robot, Customer Service, Customer
Experience, Intention to Continue Using
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al., 2023). &g, 259 754 2 A fARlY =5 AAE A AFelA
= T84, WA, A, Aol ARE wEEe] A (+)HR] S WA= Ao
A ATH(ERLE], 2023). o]§ EE AFE Aol 2R uFdy et
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2.3 #Q 2% 7MY o] &3 =

o] &3 == o]&(Use—GCratification Theory)< o] &z #Ao|A wm|r]o]o] whdH
ol sV AvHi 543 P& FUsts WH eqlE
o]th(Katz, 1973). o] €2 54 Y55 FUst= A
gk AdEE o] 2ol Wk AH
& ol &3t st FFAQl o f=E Aoy E
71 % ghoh(ul 43 94 2023). o83 FT=F o]BoA MU FEAA A
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549 FAZ A= dth(Katz, 1973). o] &3 FF o2& fA=EY
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= A7&ES ZF3lu 2143 (Sundar et al., 2014),
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Fol 2R FtH o O|FUFELt A £H0|F2 =0 et A: 0|8 S7|2 FI+EZRHS SH2=E

2.3.1 o] & &7]: 7173 &4

7+A FEde 54 dEolv Anjs Fuf Al &nR7E A ESE H] -9 %@Ol Sl
gHolgtar AZteE AEE ustth(FH, WS, 5S4, 2022). 7HE S
- mf G A o] 82} whSol] 2 ARl TS WA= FA (o] FY 2023) 250l
w8t FHlel Uik FAEE SIS Sl tH(F AT, ﬂ?ﬂ’“, 2022). F<
g HHw 7)Ee] 1™ AujaE giAety] wiitel A4 AM|2~7F 7]dke] H &= v
FRok Agst 7MAoR AES 7 7 s Aold rget(FH, RS, FE
T, 2022). FQ1 A 27 A EH= 7H %73011*1 7P73 gEldol =4 A EFH
ol ghee] A 7tE 849 &olde] Frheke 2 Yetstem (s, 2023;
F9, W3, A5 2022) X" 7HA 0] ﬂﬂ%@—'&:ﬂ e WAE dFEe &

2.3.2 o] & F7]: MHl= A&HA

AEl s AHAZL AR A AT e Algel] ol gatel Al Mu g dEshs A
= ouEn e, HAA, 2013). 71zl E8% widi| AH2s @A Al A
o TasHA HrbE = MMl SE 84 T oshelw, Aus whse] ARl o
S mAE arolth(AWA, HAo}, 2021; &VA, LH3], 2020). AHD Ve
Arlz g7l ARk ghaAl7ledl Zedsis Al Al Bt A e Rvt Aled
AEH HFE SAsh=H FEEd ¢ AoQedF, olilE, 2024; &, &E,

SRlEs

2020; A, 2022). JAQAEL ASE AR NS GE=A7 L 5535F
data o, Aujxe] A&HAdS

E 1
ZaoAA F AdE VEES NSt kA Y 9], 2023;

2.3.3 o] & =7]: AXH F
%(COOI)% Ex 7)&o] 7ztH o, B, EEStia Qg
H) 2} Wh-S-o]th(Sundar et al., 2014). F(Coolness)S AlgEo] 54
o

_4

%“’ﬂ &l FvE =2 "k AAHH, T AEe] 5HE PSS st A5l
= Yveld & AdthIm et al., 2015; Warren et al., 2019). ¢1x% ZF(Coolness)&
M7 anAF Ao R AAEES wi, 54 AlFolu A7t v AE

A 53 Aol HEF vtes 98-S ki th(Warren et al, 2019). & A4+
7o g A F 8A4AE wigEAd, 534, a28la )

9 &3 349 374 APo=wm =AE9ct A, w=E A (Attractivenss)S Al 7)<
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2019; Nan et al., 2022). &4, =34 (Originality)<
Hoh o A&Aoln ApHstE 94E 7HA L vkl dAsE A E oH| gt (Nan
et al., 2022; Sundar et al., 2014). 53] 3t A2

5 VA g 9o, A7led did s #EE S7RH(Chen & Chou,
2019; Nan et al., 2022). A#A, 319 =3} T4 (Subculture appeal)™= AH2lo] 217]%
TFE& EE E8F Ay 184 &L deEd ApEs € F Jdva AAEeE e
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80& AHE AFAE AEAdo] WSS =
4, EE 2021). HEAEH ol% WS AWE o
7= Aoz Y (HAL, 2022)
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3.1.3 AA8 23} B9 #A

94 7%l AR AFY AAEL FHOR 23} WHE WS Ann
ATEE g3t 2k 7% A1 AT dEns S50 nEEe FPH FF
g WAE Aoz UERdtHNan et al, 2022). ShZsolol W& # 84E FHOR
BEEste] WA VR APNE & WEES F/MIYE adow ved

(Liu & Mattila, 2019). ZGPT #A AT % AGPTO & 8glo] WEko| T4
Aol JeFe mAE Aoz YERYTH(Niu & Mvondo, 2024). AR]2~ 25 djdk o
TolAE Faloe] WL AF(+)HQ JFS vA= R YEF S (Chen &
VG, 2023), 3DZHY 7]%o] A& offe] g A4S AFHE AFoME Fo] <

3z S|
Fol 3k WMEEE F7A7)E Ao ® YERYY(Cui, Chattaraman & Sun, 2022).
webA] 2 A= AAE Fo] WSS TS Ad 8l H Q& A= 4
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3.1.4 7]t LA} g5 #A

AZIgel W 7 dA e wEe] dAE AvE Ay Ee ued A w9l A
Z Au o] gk A& o] g o E Av AFelAE VW dAT uA wEE S
ZINZIE Ao vebg o (B, sk, AES, 2023). Al =97 o] &5 A
HE Aol M= AL 29 A Wk 7 AR vkl F(+) A1 G WA= A
o2 UER(d7], AR, 2020). AJA 7oA A& o8 oiE A
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2 YeEbsth(Jung & Ahn, 2023). Al 2979 &8-S Ay AfAL w7}
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o ZE 7S Attt

7pa 7: RbSo] AFolg ool A(+)HQ] dFe A Aol

3.2 AF 2
wel 23 Aue] A&olLowd] FFE WAL A 2d5S AHARS] 3 A
Ng AT 2R <1y 153 )

Agel Aol gowe] FFL
el Al AERA An

H]
<



0

N
ol
0x

Al E e 2024 49 2590 74 ot wubd Tk 2l AL A

v

3¢9 194 -
Harh B A= ol 2E J19 FoAE =dgo]lB AF(Drive—thru) AH]A AE
o 23 FAY AES HAAIEH] olde] Fl =ehelr A% o] 7nket 2
7ol Aot AAE AFsTh 79 2R JHE Vexd e YS &85
Ae8E Tk, As At A 14%?411 B> AHE 232 HW*EM Az F55
%i%_}%—t— Al ~2 AGelggleh. 79l 25 holol] digk o & Vwe R s Au s
Z 1d ojdlol] o] &3t Ado] driar SHe JRIER A Foldd F drE AHY
sl diolgy 2418 93] SPSS 28.0 Z& 133 Amos 25.0 Z2 1S AE3HS]

. 7lEE AR, S04 a8y, Ay B4, 7 B 245 Al

2 AFE 79 2R Hle AFol& ke H A= A 8AES Hetstr] 93l
e 2 MEEs AAET £3Y AR W8S <i 1>3’Jr 2o BE 82
YAE 53 HEE &&sto] AU M4 Felde 7 25 FhuledA dvld
© AFE 7H4o] el Holgtal sk AR Aosilen, -Zr% 5(2022)9 4
TE Faskgivh Aus ASdE 79l 2R T AuaE wEA Atk 2l
Aote ARz Adoeglon, =gyt o]AlH(2024)9 ATE Fasidith dAxE
T 79 23 FHTE RS rhbEs S AR A S ApEstE Ao R HolkE
et QXS A=RE Ao e, Sundar et al.(2014)2] AFE FHasich
7l dA = 721 25 FHE o]&atr] Al FAE 7ot o] & T At g
o A= A==Z Astgl o™, Bhattacherjee(2001)9] A5 gl <l
Ad FE8AS 5O 2R IV #f&stda Aee ARm AYsilen,

Bhattacherjee(2001)¢] 942 FHdgct. 1 wi£o o] 23X Jlyr} Ay
o elxsleE AR Ao E 9 o, Bhattacherjee(2001)¢ A+ Fars}
ol & 7ol X FHE AHHORE o8& AFE AL e AEE 49
3}%l 21, Bhattacherjee(2001)¢] A5 a13}Slt},
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<% 1> A= % Fa Y
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ol 23 FiH A By s As g 7pAae e dolt

i F4, a
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el 2R kAN BvEE Aent F4 o] Aol
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ol 2R shu Ahu ol A wdFAA F
ST v 2y e FEE AR Akl ATed o
PAESPY o] 21 5-(2024)
Rl 23 bl FE 2 AA7 A% o] Fel it}
o ol 2Y heE vFH ol
= el 23 bdle sl
a4 9 =3 7h = 9 (hip)dtth
A= Tel 2R FhdE AE
a2 % 39l 2% APl 555 oundar €l
al.(2014)
E ol 2% bl SEst
F a9 [ B 22 oolbsle o 4AES AEsE) v £}
o | Fol 2R sblE o SAES HolE AUoR Held dn
27 | 29 23 b o] §AES EAUF ARoR wolA @t
TRl 22 Fhed Zgidd s gRE SEFHAT
e a1z | T =3 el Adiad S} AlFE Aulsgel vy | Bhattacherjee
o] x| st} (2001)
3ks FF ool ¥l B3 hul Aulast AlgE A
olx e —:r?l =2 ?}fﬂ A i—E— %JE?}E} Bhattacherjee
oo ol 23 ba] Anl st A%s (2001)
ol 235 7 MHl2= Agsitt
ol 23 hu Aulzo] Awgo R whEct .
. Tol = i Alde] wE Bhattacherjee
Heol 23 AAFelA AlTE Aew EQd wEar) (2001)
iols ~‘?~:J 23 TlE g}gftg 1% o183 5o Bhattacheriee
o ol 23 S A&LH o o] §T Hont (2001)
5l 2% gHeE FESH ol 8E Aot
4.3 ZAAA Y BEA
AN GAES] 54 Avnw <E 2>9 gk YIS Aduw oyo] 1531
(50%), FAd°] 1538 (50%) 2.2 YERTh ZAMEAE 4 mg AR 20t

10078 (32.6%), 30t 10478 (34.0%), 40t 10278(33.4%)°.

539 (17.4%), 43A h=
< Jﬂil /\#%

& 1ZE o]3} 299 (9.5%), AEHE
4 F 37H(12%)o 2 YESTH
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= Yehd
1879 (61.1%), thst
Ao 1009 vk 197
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(6.2%),

[e)

=

100—200%F

3 ~=

=]
T XT=E

2]

=
=

IS
ol

Hgk 6778(21.9%),
300—400%F wRF 1117(36.3%), 4007+ o)A 407 (13.0) 2.2 EFRLT
A pd s 109 (3.3%), AHF-2 1439 (46.7%),
507 (16.3%), A44 3278(10.5%),
Wk 7he wE

02

k697 (22.6%),
A

200—300%H

A= 249 (7.8%), Au| =4

T8 17%(5.6%), 71EF 3078 (9.8%)S. = L}E}
AR F 1-23] 104 (3.2%), T 3—4§ 399 (12.8%),

T 5—63] 739(23.9%), T 73] o]4 184‘%‘(60 1%)2 JERRTh §20 25 Jh3 W
5 342 Auued F 1-33] 859 (27.8%), F 4—63] 1924 (62.7%), = 73] o4
297 (9.5%) © % YEFT
<3 2> AR B4 AR
B} & H(%) Gl (%)
. o] A 153(50.0%) Al 10(3.3%)
° T A 153(50.0%) Ap-2) 143(46.7%)
20TH 100(32.6%) RS 24(7.8%)
A=) 300) 104(34.0%) 2 A H] 22 2] 50(16.3%)
40TH 102(33.4%) 2+ 4 32(10.5%)
1Z ol3f 29(9.5%) 5 17(5.6%)
B AR = 53(17.4%) 7)€ 30(9.8%)
T 4dA o= 187(61.1%) F 1-23] 10(3.2%)
gt = 37(12.0%) 7} T 3-43) 39(12.8%)
10079 mgt 19(6.2%) | wrr 312 + 5-63] 73(23.9%)
100—-2009+) wvk | 67(21.9%) T 73] o] 184(60.1%)
%’j‘iﬁ 200—300%F vRk | 69(22.6%) Sl F 1-33] 85(27.8%)
T [300-400% 9 mEE | 111(36.3%) | 2% F 4-63] 192(62.7%)
400751 o] A+ 40(13.0%) | 8% 3T | F 73] o] 29(9.5%)
%3 306(100%)
V. 47+ 4%
5.1 7l 24 Jtu|9] o] & P
Tl 23 7HE 9] o] & EHE AT EWH <3 3> g Fl 23 FhEo] et
v 79 oFE AHEA HAdH vl R FET S oA 112%(36.7%),
2ZA 58 o] 7sElA 49 (16.0%), AAEES] $7] =55 Hi TadlA 479
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[=]
o

(15.5%), 25 o] AxdlF+= o5 Bro] Ta3lA 23 (7.5%), SNS

22%9(7.2%), 2714 189 (5.8%), HAa 2o gk #4lo]

7Aool AHEA 129 (3.9%), oWt SEVA Ax7F 7FeeHA

ol 2R JtH o O|STFEZLt X£0|S2=0f thet A 0l S7|2t =7

B 919
oA 139 (4.2%),
ZEN 87

(2.6%), AANEANA S AAF7] 918 1H(0.3%), 5ol AdYA 17H8(0.3%)

o2 uEHsith

Q) 23 A ol g AN Fz =7 FAA A4S AWud AnYe 163

H(53.3%), 2713 528 (17.0%), Zite] X3
npEA A erobA FS 337(10.8%), Al AAHE}
H(1.9%), 25 29(0.6%) 0% YERT 79
70 BARA S AHEE gl 1247 (40.6%),

= A3 argo] glolA oS 33W(10.8%), =i o

“AZ 409 (13.1%), A&
s

=]

EHJ/} 61—7;1]

Tﬁq? 15‘33(4.9%), T

T SRR Qg AT 147 (4.6%), Avlzddl digk EWhS o]ofr] & o] glojA
S 39(0.9%) o2 e
<i 3> F2l 253 Zdlo] g o] & = 4
P HI%E (%)
A vl a1 FEE G glojA 112(36.7%)
2 A| °§ I 48le] 7 A 49(16.0%)
AFE SO FIFES B FEEA 47(15.5%)
2o AxdFTE 28 o] FFA 23(7.5%)
ol SNSell &-f3at7] 22(7.2%)
23 = 217134 18(5.8%)
R Ha 23O gk #Aile] HolA 13(4.2%)
T ol 7h7e] A A 12(3.9%)
oAw g FRE7HA Ax7F The A A 8(2.6%)
Z3ol A9 9A 1(0.3%)
AJNEANA APE AAF7] S 1(0.3%)
el xﬂﬂl%l% 163(53.3%)
25 I3 2713 52(17.0%)
o]-& g el A 2o ATeA =AA 40(13.1%)
F2 =7 AFREF wER A ol E& 33(10.8%)
CRE g oJHEVF ® A B 10(3.3%)
e Bk 6(1.9%)
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A A 2 108(3.3%), WA 6
el E% 7he o]§ HAHAA FE =
/AA el gk =23t 76
(24.8%), Z5o] AR Biths AZbo] EA EAM 419 (13.4%),
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e 2(0.6%)
Bl 124(40.6%)
79l FE/AA el e =]k 76(24.8%)
=3 7H 23] AT vtohe Azte] A B3 41(13.4%)
°]-& Aol M — _
25 A dEatge] HoA of4w 33(10.8%)
FE =7

ERARS S ki R 15(4.9%)
] FH QR Q% AF 14(4.6%)
Aol digh @vbs ooy ol glojA A 3(0.9%)

A 89l BAES T3 HeEe BHYES AHREE ottt i AT By
A2 AHEA normed z° 3 2.480(CMIN/DF=416.651/168) 2.2 E}yton,
7y #AE AFES AR Standardized RMR=.027, GFI=.911, CFI=.966,
NFI=.945, RMSEA=.0562.2 YElGTE wepa 2 A B> A3st ¢Folgta
& 4 th(Hair et al., 2012). <& 4> A% 29 £49 Aot} 714

&)
H
g, Aul s AlEA, A" Z, 7 dA, A E 84, B, A Eol & 8]l

’

Bolge B 734 oo g vEh ©d Aol FREAY & 4 9l Hyt
EArFZ(AVE:  Average Variance Extracted)® A A2 =(CR(Composite
Reliability) S A B HFEAFE 712 BE WFl A 641 ooz el o,
A AR EE BE WA 845 olAtoE UEh} VFEXE 53 Hdog oy
A tH(Hair et al., 2012).
<k 4> gJH 2 +A Az
TN Q1A A % t—value AVE CR
PR1 .840 -
7+4 3 PR2 771 22.928 .680 875
PR3 819 18.880
SD1 .805 -
Au) 2 Al SD2 .804 19.074 692 .886
SD3 .801 18.998
PC1 .813 -
x| F PC2 .823 20.387""" 681 .865
PC2 841 21.751""
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5.4 7% 2y B4

9 23 g ] Aol o] dFS WA= QRIES FHots] fd xR
g HAe AN T2 2] Agre #H A55S AW EY normed 27 g
o 2.463(CMIN/DF=423.523/172)0.2 YEoH,  Standardized RMR=.027,
GFI=.910, CFI=.966, NFI=.944, RMSEA=.0562% U}E}%t}.

T2 2y B4 dye <x 6> 2ok A, F9 25 ghue] digh wksol] gk
S HA= 8l AnEd i3 2ok 74 el (B=.336), A" Z(B=.175),
AAH FE&AH(B=.131)0] w=Fell HA(+)AQ FFS A= Ao =E YT &4,
o 25 7he 9] A &ol gkl FFES v A= 80S AvEW g Zrh Q1A
8 (B=.186), W=5(B=.632)0] AFo]&Ee] H(+)A FFE A= A
o7 yehygth weld <7 1>, <7PA 3>, <A 5>, <7PA 7>o0] e E 9]
=3

<} 6> 7z ¥ ¥4 43

Q1A B beta t D A3}
<7Hd 1> 714 e — v .328 .336 4.398 | .000™ | A=
<7Hd 2> AH|A A& — TS .093 087 1.027 .304 717}
<7}d 3> QA H F — wE 191 175 2.157 031" | A=
<7Md 4> 7d 4A > U 024 026 138 .890 717}
<71 5> AAE FE4 — UF 134 131 2.004 0417 | A=
<7Hd 6> Q1A H {84 — Aol YgE .186 158 | 2.602 .009° | A=
<7Hd 7> TE - A Ho]GoE 626 632 | 12.230 | .000™ | A=

*

p < .05, "p < .01, ™p < .001

VI. 2 £

w AT e 23 A ASol 8ol vl s mA= 29dE5S et
at7] g HAow Pt 2 A ARE ekt vt g el =X
7HE ol &sts FH olfEe A ke @¥a FEs ¢ gla, mEA &
5 4ol 7hsdty] wEo® uehEth Rl 23 JHHE o] &dte AACdAME
53.3%7F Avgiths 44 AAS =7 Aow yeston, 40%0]1749] o85S
o8 FAA FAHA e APeA XAva SHe FA 2R gt vt
3} A&olgome] JFS WA= A 2A5S HHE AT AFdAe 7 =
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1
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BRIl BA. g4 F G54 18(5), 131-157.
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NEWSCAPE, 2023.1.26. 1
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=3, olAlE (2024), Al &8 F w7 AMu| =9 ARgA FASA o] AR
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WA, g, AdEE] (2023), 79 7PHHE Au] 2o ZItd x| 9 7EX| 7} vk,
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