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Abstract

Purpose: The aim of this study is to understand the internal and external responses that consumers experience when they are exposed to an
innovative system in retail stores. This study considered the SST(Self-Service Technology) system in a retail setting as a type of functional
environmental stimuli and selected a smart shopping cart as an example of SST system. The influences of functional environmental stimuli on
consumers’ emotional, cognitive, and behavioral responses were examined by applying S-O-R model. In addition, this study attempted to extend
the traditional S-O-R model by (a) incorporating personal characteristics variables such as time pressure and perceived crowding and (b)
considering not only emotional but also cognitive aspects of consumers' internal responses. Research Design, Data, and Methodology: This
study used a video-scenario technique. Participants watched a video about grocery shopping situations using a smart shopping cart and responded
to their emotional, cognitive, and behavioral responses. An online survey was conducted using Amazon's Mechanical Turk (N = 185). All
participants were US consumers over 20 years old and had been shopping at the grocery store in the last month. Data were analyzed through
structural equations modeling with AMOS 20. Results: Test results showed that consumers who perceived higher levels of time pressure and
perceived crowding in usual shopping situations were more likely to evaluate the SST system favorably. The results showed that personal
characteristics have a significant impact on consumers’ evaluation of functional environmental stimuli in retail setting. As consumers evaluated
the SST system favorably, they experienced more positive affect and less negative affect during their shopping behaviors. Positive affect led to
good service quality inference, which further increased patronize intention. However, negative affect did not show a significant impact on service
quality inference, but only on patronize intention. Conclusions: This study attempted to investigate the influence of SST system by extending the
traditional S-O-R model. This study classified the SST system as functional environmental stimulus of retail stores and analyzed the effect of
stimulus on consumers’ internal and external responses. The results of this study showed that the introduction of innovative SST can serve as an
effective store differentiation strategy in an increasingly competitive retail environment.
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Table 1: Measurement Items

Usually, I must hurry if I am to complete my
shopping trip on time.

I often feel pressured to complete my shopping

Time Pressure as fast as I can.

(Herrington &
Capella, 1995)

I often feel rushed to complete my transaction
quickly.

Overall, I do not have enough time to shop.

In general, there is much traffic in the store

Perceived ° . .
Crowding during my grocery shopping trip.
(Machleit et al., In general, there are a lot of shoppers in the store
1994) during my grocery shopping trip.
Using the technology for my grocery shopping
would fit my service needs.
Evaluation of SST | Using the technology would be compatible with
(Meuter et al., the way I normally perform my service
2005) transactions.
The use of the technology would be in line with
my service preferences.
I would feel excited.
Positive Affect 1 would feel bold.
(Babin &
Attaway, 2000) I would feel energetic.
I would feel happy.
I would feel disgusted.
Negative Affect I would feel bored.
(Babin &

Attaway, 2000) I would feel sleepy.

I would feel annoyed.

Customers could expect to be treated well in the

store.
Service Employees of the store could be expected to
Quality give customers personal attention.
(Parasuraman et The store's employees would be willing to help
al., 1988) customers.
Employees of the store would not be too busy to
respond to customers' request promptly.
Patronize The likelihood that I would shop in the store is
Intention very high.
(Grewal et al., o .
2003) I would be willing to buy groceries at the store.
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(Kiine, 2011). 1 Z1}, BE Mot = X2210)=412066, X2/df=1962, p=000, Sh= Ao 2 LIEFATH <Table 2 £H11>
GH=2839, NFI=896, IH=946, CH=945, TLI=934, RMSEA=0722} ZrQ}C}. tE5H
Table 2: Correlations between the Constructs
1 ?) (€)) (6)) Q) ©) @) o value C.R.
(1) Perceived Crowding .857 922 923
(2) Time Pressure 297 756 924 925
(3) Evaluation of SST 258 222 821 .930 932
(4) Positive Affect 216 .240 .683 788 934 937
(5) Negative Affect .040 254 -415 -.326 706 902 .906
(6) SVC Quality 267 250 .650 615 -.280 .668 882 .888
(7) Patronize Intention 202 134 .865 .652 -464 710 770 .856 .870
O WE2 AVE 7t B
Table 3: Results of SEM Analysis
Unstandardized Standardized Hvpothesis
Hypothesis and Path Regression Regression S.E. C.R. )4 }’i“le):s {in
Weights Weights e
Time Pressure
H1 > Evaluation of SST 131 158 .066 1.986 .047 Support
Perceived Crowding
H2 > Evaluation of SST 264 208 .103 2.572 .010 Support
Evaluation of SST
H3 > Positive Affect .867 707 .077 11.192 <.001 Support
Evaluation of SST
H4 > Negative A ffect -472 -428 .084 -5.646 <.001 Support
Positive Affect
H5 > SVC Quality .309 .601 .044 7.009 <.001 Support
Negative Affect
H6 > SVC Quality -.054 -.095 .040 -1.377 168 Not Support
Positive Affect
H7 > Patronize Intention .198 .307 .049 4.02 <.001 Support
Negative Affect
H8 > Patronize Intention -.188 -.263 .044 -4.284 <.001 Support
SVC Quality
H9 > Patronize Intention .560 447 .108 5.18 <.001 Support
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Table 4: Indirect Effects

TP PC ggi PA NA
Ev SST
PA A11* 147%
NA -.067* -.089*
SQ 073* 097+ A66*
PI .085* A112% 538* 268* -.043

* p<.05, **p<.01, ***p<.001
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