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Abstract The purpose of this study is to increase the experience of using kiosks for elderly in the
non—face—to—face age. Through prior research and literature research, feature of kiosks and
characteristic of elderly user were identified, and improvement were suggested through Ethnography
and in—depth interviews. The research method was conducted for 13 days from April 4 to 16, 2021 for
11 senior citizens in their 60s or older living in Incheon . A total of 11 people were interviewed by
adding 3 people who had experience in using kiosks. As a result of the experiment, interfaces and
psychological factors were derived with paint points in the process of use of the elderly, and the five
improvement plan was proposed by combining them. This study is expected to serve as a source for

research on the experience of elderly kiosk users or kiosk interface design.

Key Words : User Experience, Kiosk, Unmanned order system, Fast food, Elderly user.

*Corresponding Author : Seung—In Kim(r2d2kim@naver.com)
Received May 25, 2021 Revised June 12, 2021
Accepted August 20, 2021 Published August 28, 2021



286 YAHgHFAT #1948 A8w

re
4
=
o
WE,
it
(s

shab= vt WA 3 GAE 7)ol 29
(un—tact)”7]<z0] AH] EA=R HAelr] AJ2FsIeH 1],
ol2]gk Aks] A F9)7]= Qe 7] tiH R o] Fo|
A Au|2Bo] A ol ZE] o)A Bgt vl Afu]x
2L 7)1 xam giA|Ele] o] Fox]aL k. ARt AL
ARl T4k Wskel HAl 7)ol o<sshA] B
o] A9, MA-A AT 1F AE 28 7]a &8
zkol 2 A7)= ARAA] YAY t]uko] =(Digital
Devide) @S 73 4= glvh =3 txY tjulo]=
A2 YA 7S web A Rl AfEE A"
# “L(Digital Lag)” @3-S &HHsHC TiXd 7]l A
29)HH ARAX = AstE AL, ARAXE ALGE T
A9 7S t27] ofHf A= okedto] REEEY] wiiE
ojth 2].

A S A BALS N EA(NIA) o whzd s =ke] A
B3} $58 20199% 64.3%, 20209 % 68.6% = 3
TFA 7} FEIANE, e AH FH AT FllA 7P v
TH3]L.  ArelMe i ate] 7]9.225 AR AAS 91
o] =5 7]E o R Altstete] A T ol A9
AR AR ol ks dATtelaAl gk

T HAE AEskste] i A 3

oIAfe] meAe] AHgA ABE AR o T

(pain—point) =Z5 93] Fof B2 AS AHFE

QAT o] 2 Wikow nalA} B A7l B

=2
=
Fo oA R, 4 7135} w2 Eo)d

B v, ol M= F41 2l Ee

MO 2 v O off
i ffoe

2.2 @A} AREAL] gk o]

R FopAIZ ol ARSIAH| 2 ] 5
U ojE 1S 7 A S5 AASS, el
solvl, AwedFow Eekal U7 ol% 53] aid
A= w3tz QlE] Fe AT EEE
25 7ML = AREAF T1E-elvH ). arE
A, WS, s, 71959, e AstE oY
A E o] oJe] 7HA] EAE FA=rHII.

2020 YA EA R AP Z2A} Ao w23 2
kel AEA RS} A FE0] 92.8% (AW 90.6%
H] 2.2%P 1), YAEA S} g7F 250] 53.7%(Hd
51.6% ti¥] 2.1%P 1), tAEARS} &8 FFo
71.4% (A 63.9% tiv] 7.5%P 1 )2 ZAEJAeH 101,
AR FA7F 2 ] IR AR FH AT T
oA o3| 71 & =915 71F3laL ik o) YA
9 tulo|= Fg o olojx] BeS doZ & qlrh
gAY wfj A o] &l 9)&381A] e At YA AL
gato] 7] ol & = UL AHE 7hs gk RIE]F 0]~}
Jask Adsfolr), ae 1ol b FUFE AMEAF S
™H 5
al

B
o
e
AN
9r1‘
A

A= AlA, Q1

o4 medAre] AAA, A, ASH B wgd
[e]

E R e o R | B R TR L B R U

3.7 Wl B A
3.1 A9 W 3 oo
2 Aol aEAe] 710 AR A 4
s W9l ZAES A8 SlaiA] o] sy
A% JERFE Atk AP sudgHeE



Hl i Al

wE Ao 7107 AFe2}F AW 2] AF —m)

It

Tyt 7)9nm FHoz- 287

oA XA sH= B R 604 o)At o R HYE AAE}H
A om[12], AF AAL elH o7 4ste] WaE AT,

Table 1. Participants

Participants Gender Age Bizigfgj; d Exgei?isel;ce
P1 ‘Woman 62 High school No
p2 Woman 66 Middle school No
P3 Man 72 High school No
P4 ‘Woman 71 University No
P5 ‘Woman 68 University No
P6 Man 72 University No
pP7 Man 83 Middle school No
P8 Woman 68 High school No
P9 Man 63 High school Yes
P10 Man 63 High school Yes
P11 ‘Woman 65 High school Yes
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Table 2. AEIOU framework

Contents

Activities are goal directed sets of actions— things which
people want to accomplish.

Environments include the entire arena where activities take
place.

Interactions are between a person and someone or
something else, and are the building blocks of a activities.

Objects are building block of the environment, key
(0] elements sometimes put to complex or unintended uses,
changing their function, meaning and context.

Users are the consumers, the people providing the

behaviors, preferences and needs.

3.3 ARgAL Fol #4214

3.3.1 o] w2k AE
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952 A Pre—Purchase—~Purchase— Post—Purchase
2 RS (WA, 2020)[15], ©] 3 Purchase, 5
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Table 3. Service flow of Kiosk

Purchase

Pre— Purchase—Start Post—
Purchase Purchase—Choose Purchase

Purchase—Complete
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Table 4. AEIOU Common conditions

Contents

Order set menu

E McDonald's place in Bupyeong station

QR code reader, Kiosk, Researcher,
and store staff

0] Kiosk in McDonald's

U P1 — P8

Table 5. Pre—Purchase

Pre—Purchase
Com P When store asked for QR
Zmon 1,2,3,4 code, they wanted to
o ,6,7,8 handwrite the list.
When she saw QR code
P2 reader, she put her wrist
around it. (She thought it as
a thermometer.)
Ijg;g P She used application
(Kakaotalk)
When he saw QR code
P7 reader, he asked purpose of
'this machine'.
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Table 6. Purchase—start

—Purchase—start

P 1,2,3,7 | They couldn't find the way to use.
P 4,5,6,8 They found the way to use.
Com— P ‘When they stand in front of kiosk,
mon 2,34, they started to look up and down
6,7,8 entire screen.
P They stared at the commercial for a
2,3,5,7,8 long time.
When she saw the word 'touch’, she
P1. touched exactly where the touch
was written.
Indivi— P6 He watched the person next to him
dual ’ and found how to start.
P7. He pressed Korean vowel 'o'.
P8. She couldn't find where to touch.
P
1,3,4, They chose 'dine in store' easily.
Com— 5.6.8
mon
5 g 3 They asked about language choice.
P2 She took a long time to choose 'dine
Indivi— in store'.
dual
P7 He asked me meaning of each word.

T A8 el v A AA(8) 2 oF WE
o= FH|aE]E ol 8sto] Hshks wliE A Heha
Aol FolA= vhige] ARl T Pt 3,
shHol A BjA] fAIE AAeHA Blar, S A9 A
oA olmA = Fekel AulE s X ok
by FrFehs B v 9 ol A 3l &
SR FEdgo] ghnd § 27 spAo® Eoteat

Fete As HES S3 & 5 AgT
Tt FEE g il s o= v Wl P33t
P4 w775 oAy Zo] ofd 7HA S VEo R MY
Far, v Elo] 5 ’IE M 12 ol = P3t Peol
S shvlo] AL olsfalA Raha Helo MEE W
35 sk #E5S Bt Table 7 FZx].
Table 7. Purchase—choose
Purchase—choose
Com— They couldn't use category for finding
P All
mon the menu they want.
B P1,7 | They chose first one on the screen.
ey
L, e P2. She chose one close to her finger.
. ‘ér = . P3,4 | They chose the menu base on price.
) < NS Indivi—| P58 They tried to use category to find the
s S s dual *® |Imenu they want, but couldn't make it.
v saa pg | He chose the menu on the middle of
4 screen.
He couldn't figure out difference of
P7 each image and where to touch to
order the menu.
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They bewildered as a new screen
came up from below.

Table 8. Purchase—complete

g TR AR Purchase—complete
'é;ﬁ, Com— P All They couldn't distinguish difference L
o mon between basic and large set menu by Com— P
" image. om 1,2,3,4,5,| They chose 'Credit card' easily.
o — mon 6.8
3 & & They distinguished difference between ’
P4,5,6,8 .
= basic and large set menu by word.
— ) P3,4 | They chose the menu base on price. Indivi— P7 He asked meaning of each word
— . |Indivi— dual 8 ’
dual P7 He couldn't figure out the purpose of
’ the step.
- They couldn't aware of payment
They couldn't figure out where to Com— P Al proceed normally. (Some of took
touch. mon out the card in the middle of
P Al They couldn't distinguish difference — . payment). .
between coke and coffee by image. Indivi— P13 They bewildered when receipt came
dual ’ out from the machine.
° mon They couldn't understand the word
T o "add shopping cart"
BT There were too many kinds of 'co'f[ee Fuj] ¢km J/}_XJOH/\:IA TE P52 3 1w %“942:,—1_ o)
® P2,5,7,8|and the pictures were looked similar,
— so they couldn't find the menu easily. o] DA ZAA| HHHS Helgivl= @3’4—, AA 21de] 4
Inéilll\:l_ P3,4 | They chose the menu base on price. Xﬂ A o] 2=+ o]_,‘oﬂ;( I A=A 2 Q1AEEA] Eyc) o
A) = == = T 0
P Al They bewildered because more images T 'L] tﬂ]}»— ﬁxﬂ ﬂa J’]Jq 75—7"— ] ?]"—‘ HHH‘— <)
appeared. [} 5 =
= Com pp S wol7|= FrH Table 8 FE].
== | 0n P They bewildered by the additional
2 3 - 2,3,4,5, |menu selection and asked that do they
a - 6 have to choose one. Table 9. Post—Purchase
-z 3 = Indivi He pointed his finger at the screen and
: ndivi— P7 K what is 'this’
. dual ask what 1s ‘this. Post—purchase
(The menu was McFlurry) p
= - They bewildered as the screen went C;r;: 1,2,4, Theief\ilte)s(atel:if;ieabout
"‘“‘“‘;ha P All |back to the first one despite select all 5,7,8 P .
1 , 2 = ||Com— the steps. P2 She fanned herself with a
t o o | T P,I’Z' They couldn't find the button. newspaper.
+ 3 3,7 .. .
S A Indivi P3 He started looking for
S : P4,5,6,8 They found the button. —dual tissue.
- | |Indiv—i P7 He pointed his finger at the screen and P6 He wanted to drink cold
(——— ] dual ask about the each menu. water.
P24, They found the button.
Com~— P =z
T 2] o] A 25 3 2= AHnl o)A
mon 1356, They couldn't find the button. - E’_ J+ oﬂ 1/] g L ] ©
ns o) Rl A A0S Aeo HEA DS
He couldn't found the button and - -
O 5 o]- /\ o
o P6 constantly touched number of quantity TE= %OH 104 q’ Table 9 UL
Indivi— section.
dul H 1d d d th f
e couldn't understand the purpose o -
be this step. 3.4 A]"g‘x} /1\:]1%: ?_Ei‘]?r ’E‘@u
They couldn't understand meaning of - -7 — <
P All 'table service'. 3.4.1 ?—]Eﬁ ﬁﬂ o]'/_\‘ —é’_% ‘uﬂ?— jL‘?——E‘
P1,2,3,7| They couldn't recognize explain about Table 10. Interface pain—point
8 'table service'.
P They found explain about 'table Common Pain—point
45,6 Service. 1. Hard to recognize how to move on the next step.
P7 He asked meaning of each word. 2. Hard to recognize boundary of Button
3. Only can use credit card
They couldn't find 'table tent' -
Interface | 4. All of images and words were too small.
P All They didn't read explain about how to (Hard to recognize coke and coffee.)
...... use 'table tent' 5. There are too many English words.
. . . 6. Layout is complicated.
Indivi— P3.6 They didn't kngw which number to It's hard to find the menu they want.)
dual input.
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Table 11. Interface Analysis

Interface Elements M SD R
Navigating 3.63 0.50 2
Boundary of button 3.72 0.46 1
Can't use cash 3 0.44 5
images and words were too small. 3.45 0.52 4
English 2.54 1.21 6
Layout 3.54 0.27 3
Cash
Size > Button
English : Navigating
Layout

Fig. 1. Radical chart of Interface analysis
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Table 12. Psychological factors

Common Pain—point

1. Tt is uncomfortable when people wait in the back.
(They are afraid other people's judging)

2. It feel awkward to ask the person next to them.

PsycAhoﬁo— 3. It is annoying if there is a Kiosk in the store.
gica
factors 4. They are afraid problem due to a malfunction of
the Kiosk.

5. They are afraid digital scam.

6. It is hard to choose what they want to eat.
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