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F20} 10 Al wAe) ATAu|2 NG W
e Ago] HEEFEA APRIE WA= Fk
IYAEF FHE FHoE

7u]J1___ .T.r_** . ;(6] 11,:!]- O AKE _1_?413_]_'4****

= =

. A= I A7y 92 71
I. ol&2 w7 V. AT

21 1975 V. 9747

2.2 F%lo|& VI A&

2.3 ZZUH9 AR FuEd

2.4 A7HE B34 <Abstract>

2014). E3] Av]2je] TAE AFHL 37} 4k

QT o] FHE Ao Ao FA,

I.ME

Hloks 2 Q1R U)XE s At Do) Ho AT e B, FEL 19 e
3ha gk 43k e el Fte txg Ag T HHE AL S SeR 2 St S
& A zAT qu o] FaAlL AxTE o 2 SOk ol dETi(Soto-Acosta, 2020).

2 ot Azielne] tAE ke gt LR Al Sl B AE 2 S

Aol AsshE Axde APz vt
o, Afulzgle] A9 Al sgele] IT
& 28-S B AT A5, T 34 3o

=
9 FeH= 2= Aot Westerman et al.,

7 AA 243 Thok= 3olA o] Folzitk
= AollA Tt 7]ee] =917 28-S do
Al AR a7t skl E]ojok &oi(Lusch
& Nambisan, 2015). 53] Az H| 7%}

e R AZHE =Y AL 7199 9

* o] BEE 20194 TINT LR FTATATE] AL Wol 5hH 7Y

(NRF-2019S1A3A2098438).

** A sty ArtERFY, hkk3405@khu.ac.kr(FA1 A1)
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—

oA Hg-S g7 og AT 4 e A
2ol EHsiy, ao] ofef thal| FAalstA
ARt dx AEFQl gilo] & 4 Qv
(Ram, 1987). we}A] 7]do] AHl2: $Hol| Al
29 71%e =Yt 2o 1 Aze
2] AKvalue proposition)ol| thzl o] E A 12]
S1=A] Telsls o] Folntt Zasit Yt
Moz male] oA AEAN 27 oF
7HQl EA4E 7RIt wj = A ZAH| 7] e
ZEA| 28] M8t 3o T EEA0F A
HI2AE Al 4 A=S 851 (Kokkinou
& Cranage, 2013), 21} 19 Agollx= &2
L83 iHARIAE IS F UEE 357
gtk AAE vere] A8 A7ES A A
7leE B3l o] A& F e HYs

st 7193 3 VA E 35 dE € T A=
5 Eoe Tl 9 F2 FJTe T
(Hilton et al., 2013; Turner & Shockley, 2014).
ST o] gk A7de] olHolE 7]&o] Ao

it

™

Y o
o
BN

]

A 1AL ES Bl ujijA 2 ZAEske]
ASHA] P= HAZL 1YL FPIEE 8

= Zo| &A= FTHRyoo & Park,
2021).

JFAFo|@ A ELA] s =S 9
Hgic), WAl BH, Ao ARS]ellA] 1o 2l
Al 7199] ol9fell 7]ofsh= d&

[} fas AN H]—x] E ]._ Ml_z_,qu])\ HE_/] 1:1‘:

S A=

1 & 4= JtiLambert, 2015).
4141\13 )\7] XX 7]?:10] Il

oA =5& Arkeh= ;gx]i o] 3 —’FE

o
v}
ol
as)
ol
=2
_>L

2016) @A, 7199] AR 52l Al2E =
P& AAst7] Aslixls 249 Azaju] 7]
<o tigt Bl=E AAsh= 8RS AR
7= o] w9 83 dojgt & < Uk

a9 o s, yesiol & AL 1749
A A H| 2275 ZA|ol] TigE B =Rto] ofut
A ATES FE AHI2 Bl tigt g
HEEA 7]E AA Y B4 58 S5k 4
o] HF3IAARHE3N Y, 34, 2019; Lee, et
al., 2011), 7193 1AS] BANA B F&
g AL 1Ao] 71 Ao tigk /14e] 7]
Goll tigh Bi=oll ofH FEFE w|X|= Tholth
J8)al ol aAo] AZAH| 27 |ES AlFst

71e] B 5719 o =5 ofeA 8

shuke}l o] QITh(Nijssen et al, 2016). T
gA B AFdAE AY ‘-"]i(attribution
theory)= #-&ste] a17jo] AzAn|~7]s
AFsh= 7199 5719 tsll FEoh= AEFE
gRlstaat gk

O, 24 19 A8olAe 71]do] A
AU 27 |EE AlFshs Aol gk A1 3ol
T 7H o2 o E YERd 5 9t shue
3 Ao E, AzAn|2r|s 942 7|YHol
e el FH oz PAg HITH A
HI2E Algstr] figtelst FE8k= Aot
(Rahimizhian & Irani, 2020). o= 4
71&0] 7193 14 FA; BFolA s
© A0E ZHsh= 7|Y9] Y-S tiwishke
Zlolth. & bE shvhe 71 AJeE, A
Zlge] vl d7ks S8l &
A9 =5 ANA 7717 Hjtelt

FE23= A o|tiLambert, 2015; Ritzer &

Degli Esposti, 2021). ¢l 7149 ol& =7

) 5 A0 1) 2

]/\7].‘:5 1::01 o

tzl
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the DgAeFe] w3 GAE o714 1
Ao] 5 74 9191 A% F ofdl 24 o 24}

& Flolg) IHse7] wEo|tHEl-Said & Al

Tall, 2020). =3}, 7102, B AFolA=
a0 AR 7l wek 7ol thal 12t

= B34 AT 2k Aolgt 7HAskR
H(Seiders & Berry, 1998), X219 2344 A
=7 A A AREI=E visks &9
7t A& Aolet Aslgit) ool W, & AT+
o] £ thgd Zrh

o

3]
=4, 7 A Aol AdE B v
N2 o] Ao =el mAls &S &?

e,
I.o|2H H{Zg

21 J2X =8

IEA =5 (shadow work)> 2 »Eg]o} &
Skzt olgk x| ofs) A5 ANE e

2 ABEA % TS oudthlich,
1980). ©]¥t AE|x]e] Hzx FA9]42 A=
&3 o] AAALS oA o] ARl 2
+ =Fo] FAZTE Zleldtk. 1¥ o] I
Jo] o5l U FEEHok g o=
TR 7]z8] o] An|2z 4kjollA] o]2]gh
7HIR =5E U SV tdsiehe &
Hol 7] wiiEoltHMd3, 2019; Lambert,
2015). AZA R 27)ES TPAFo thEH
QA ofjgkar & 4= it} AZAMH]|7]ES 4|
At 2222 ARI2E AAREEE sk e
QIEjHo] ~E E=31=T|(Meuter et al., 2005),°]
= 7120l Aulz 719 SellA FEEd =F
< A9 Ko E ke 9 IHRyoo
et al, 2021).

T8, o] AxAu|2~7]E o]go] 1A
U 282k 5olghs 545 Hole AL of]
oh A Aol W=, 142 ARE HeF 59
el 98 Az 2v|E ARE-S 23 A

=5 B9 88lo] H7|E ITHChen &
Wang, 2016). 1HTHA AZAH|27|&0] 11
Aol A FAHA =59 A& FHsH ==
20 TP wEoleh= Adel dis &

A e g A F

ol AR ol e wE T Stk

A7k} w50 Bk 7)Ze] AT wpEm,
e o7k TS F M 2 7R
o} shuk= A B olw, & i AR’
o]tiNuelinger, 1981). &, oj¥l 4<$ 3l= &
77} 5735 AR EEA iAe e
9F]l ®o] A5, = Fbh 24E 5
T2 JAslY Meel 247 QeE WY
e =59 44e UEiA dr= Aot
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I 7)Ao Al F71= 2o o, 7
&

A Tol FAAN A= X = 3
=), i 4& sb] f18l A0 5717
Al a7t AL ORkE g3fof sk

FAZR] Hol Bt Zlog
217] wjE-o]tRoadburg, 1983). °]&3F =g
of 2w, 1Ao] AZLAH| 27 |ES AHEE}]
oJHThaL 7| AU ARS- S0 A 75
A A9E 5o E I Vsl =
< Zojg} dAdkEh
71&8] AZAn|27)s I AFoNE A
Zbe ARgole = A2 AREAI S-S AR
7] A HPE ks 80108 AMEE]
oJYtiFeng et al., 2019; Hardgrave et al.,
2003; Reinders et al., 2008). ©] & X2t AR&-
gL 7lETE&EYdA de EEEe A
ZFe ARg-go] Aol HitiE & Ao E R ol
2 9o, AxAn|2r)E AH-S ek
Q89107 FHEHtiHardgrave et al., 2003;
Wang et al., 2012). &2t AREZ3A -2 A=
Aul2r]&e] 29 FHRl SHs 75
© e & ¢ e, =2 AR A8
Az Au| 27 |s AR 179 A whlke B
2] 7] wjiZolti(Feng et al., 2019). ¥WHZ| o
2 AL 7]4o] Algsh= AHI27t ARl A
at7] e d& AAshs s 71dstA &
7] Wzl Aeld whihs B e A
uAe] FAAR] Ao =E o|oj=|A Hrt. o]
we}, o7} ATE sk AAIRE =5 A
H 20< A2 AL AZAn e
o] et A s mAe] RAAR] APE 7L
= FraEsH 28 ol 2 4 Utk
mebA, B AFolA e AzAb| 2] E et

SAEE 5

IL

(

Mol TRAE $4E A7k AgolH et
A28 ALg AN T AR sl 714
o it Bl 9 ApEe) s nAE Yae
AR A B,

2.2 F{Qlo|ZE

Al o] E(attribution theory)o|st 52| <
Q& FElslEe AEEA Aoy E A
of thal Uzte] Wele HJAEH siAs
= O]2°|tHWeiner, 1985). FQlo]&el W=
A AHAFES dofd @4l tig dloly
P52 ¢ "J% 7<]7L”Hl OJTJrZﬂ] FES IHT“J“

%

(1985)1_ /‘1 7HA] XHJ 7 tEAR o=
AR ARl 24 ZH(locus dimensions)
oltt. ol= HUYaAE ek, Ate] Ulle]
o Al Jokar Azbsheu 52 9]
AlgALel etar Azbsk=uiel Aol itk =
A, 44 x1¥(stability dimensions)e]th. o]
© Yol LAFRD7E F2 FAAeE B
] Atk dE S0 AT T daE>elA F
do| Az FEo] ARFE Aol
%‘ﬁ%i}‘?i ojZ1 L ARl AR B F 2
A, wid o]2]gh ARde] dojdth e
o] P&l thsfl HHES 7A] Kakal
84 FAJe =z olojd = Q= Aolnt. AlA,
SA7Fs4 ZF(controllability dimension)©]
o} Aafje] HQle] FA 7bsd ATF ofH
A e 9 el derkek #-ol 3l
.
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— A=} 19 4elA 2] ATAu|2T|ee td A Bl HEEFEY AR riAle 9% T8AeEe W TR

, AJES EFshs tEA] W F 5t
= 7183 AR A AR E e
Zo|tiGilbert & Malone, 1995). 7122 Al
o] 54 AR 2 ] S T ool A
24, &7, 2 SolA 2= Zlolzhd, s3]

AR 2R ol 547 dellA Fe=
o]t{Dunning & Pownall, 2020). ¥ o)A
= 320] 719e] AL ~7)E AlFe] Y
< 7149 ol&FT ek 7124 QoA
2], AZLH9 Aol w2 Hthd Af8| 2 S
= A2l a]lolA FeAo w4

g OS2 o] Hojs}

P

L

L

i), B aAsh FAVEsHolehe
oA 71 A e} Bxia BEHA <l
slck. Qukdog wAle
A 2A7t FEANA ke 2SS, 2
A FEAE AT AT AFEEE,
g AR 3EAY] Bog Ees 3ol
217] wj&e]tiDabholkar & Spaid, 2012). ¥k
o A3; Q1S A LA} QF At 9o
o, FAkel BAPPsAol vt ek o
Rol|, 12je] ¥ho g ojo}d shsAol vk,
a9, & Ao A% AL 71 FQA)
45 ThA YixEste, ‘=t 19 el the
719¢] d-golgh= Al tid AR 1 9
vE st Aofsiinh ol#ek Bl w
g}, & dTollMe 1A e 71 Aol =
= 7149l AMulzol tigk FA4AR1 Qle] 7

P

o 1>

2 8 Aol

A

hl 1 -
A Zlolw, A7 AARlol w55 233 I
23l glajo] AX AR =A% FAHH

Sy |
Fo € 7 S 2ol 7Hgsiein

ook

2.3 IZLH9 Y& x|zt

YA Z(risk perception)2> oJH P2je] A
A2 g &4 78S ouEtH(Peter &
Ryan, 1976), Z}4lo] sh= 3)5°] 424 23}
£ 7HE T Uthe s 222 278k A
= W3] Z‘Y_H:](Chew & Jahari, 2014). 91¥
7o T2 FES FulstAY AHI2~E AR
& o &R} A Zshe e ARdelA o
FolA SIATHEAE], o], 2003), ©] el
G 22 BT AL A sl A AR
ol W A 755 SHst=tds A4
o itz E 9, 2021). B AolHE $F
A7t AEY 8ol 83 Brug et al.
(2004)3} Bae and Chang (2021)2] Oﬂ%%g Z
, 9',]-84/1]71-& o];q;ﬁ _I,]-cq;qﬁ—J,].
Azte] F A7) A o= skt t‘&EP
714 1AA @A AP A8
sh= ASE UERH, 184 @R
of tigh AAH B A 5o 7+
e AEE YERATKS]oberg, 1998).

ﬁ

_lN
do :\9

ro
Mo odt > _EL o

o2

2.4 X|ZE =334

A2k B3-S 7193 Aot 34
A Fsltka A sk Zlog, o] 7]k
1 A3t dejFelal Heolw
A Fahttal =4 of Ay geKSeiders et al.,
1998). & O FAX o= AHsid, 1L 7|
A A BAA ALlo] FYgE A
Al He B3-S BlaskA =), B4R B
Fo| ZoW FAsT I 7R 9, 1 HlEo]

e B3H4e A4l BRESE,

T
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3%, 2017). 7€ AFEA 98 2 BF
/3ol tht 2|74 Anite} A4kALe] BA| <]
Aol FEFe v (2152, 2006), AT =
o} FREFHANE FEFS F= Fo] ¥ bt
ATHWhite et al., 2012). I¥rA o7 FAHALS
HA2A FAA, BA 244, 4E 2HE 5
Al 7HAE FRETHRITE, $13]9, 2017). 8
A B A7) 542 EFAA] £34E M
WRTh= AFAe] FEF BAE Wel= Aol
e, B3-S AlEslste] S| Hnt
v 149 71l tigk Ikl BEghs 9
njo] &l @Rlogx] AH-gatiat gk

3.1 g2y
2 Q7 3wy 19 4lA A8} 2

E:II]'—IEE—I *-A‘|

= 99 Aztah WA 27)Ee) TRARE
&Ao] 27} 4% 71213} 7)1 FLlel) M)A
AFe AZeL, Ao AreFey A
el HlAE Qe slskuA shalnk
714 A7k BERRL 71 AT ALE
=g ufers WeE Fvleit & Aol
ATEPE <79 157 2ok

3.2 7H28%

718 AYJL 7199 AzAu| 2 7)E E91e
T7NE ol& FT} AR =F VIR
FE3k= 7ot} Nijssen et al.(2016)-2 Al A
H|27)&e] 7152 HEH2el FFALe] A
Al(benevolence)o] 712 HAlel 22 A(+)F
_‘,ﬂ_(_)_g] AGEES | Rth= AL Folsk v 9tk
ol 71&9] FHo] g 7l Uigt B
g ol IS =Y 7199 w5717t

AL AR FEIEE Fethe A Al

Ao
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—— F2} 19 AFelA] T4 AzAul2|ed tigh AL o] HAEFEA AFEIE vAE

AR wheba, a1 o] 7]&E ARSEE] ol |
Tl =2 7%, ol 7199 A T]E

E]del tigk F42 FQleg ojojd Holgt
7148 4= ATKCollier et al., 2017). 38, 3+
ZAPF AmAE B 7, B3 71 A0S

gl =), ol 1Ao] T 7S ARzt
AL Zolgt Adste] £ AEE ZH
7] wjE-o]cKSirdeshmukh et al., 2002). =iz}
A, B E o] AZAH]|A7]|4eS F7)e]
ARl 2> Aol ol A A1 Ajte® 7]
Al A, s 71gol thk 3421 A=}t
solx|Al & Aolal RAZQl Al Aol =
ot Aolzt 7T 4= k. ool w9

MBS SUs

H1: 21 2HE ARgofe &

o] F&Fe md Zelnh

H2: A2 ARAAI S 71 FARlell B (+)
o] Y= VA Zoltk

& 71 FAJell A(+)

& AJL 719 A2 7]E =Y
715 Ay Aol wE HAg vt A
H|2 Al3-2 figtelet FEsk= Zlolth Gilbert
and Malone (1995)°l] W=, 827} 2]

< B JAABHAY AR T A, 1
< B2 tide] 71d Rt gl tigt
FEo| ZelAA At o7IM= o] A2t
199 gt YIRS FA =25E o]

o
o ru

(2022) & AF8A}e] 217 S
B95s ATAN Y% 5L FFEHE oY

E(untact) #gol thall o 384 HE 2

T 1PA=TY W2 FHoE

5 AEE Zhethe A RIS ol
) _1,40] J_ib} 190 tigk A9 o

=2 AFshe=

7o)z} A}E}. FIH o=,
Gourville (2006)°l =M, AB[A= 7|9
EE oY 7= —r‘_ﬁm iz, 71 7
A g 7S SAl TS = Uk wht
A, B ATelM = A% A 71 Ade F
Aol Ao =e] dSHrE FUFOEH

AT FE AolE AT 5 e A
olet TRl olol whet thee] B

S5

H3: Q113 x| zke A3 A6l H(+)Q)

Hae: 2797 S1RAIZEe 48 A B

EZAA gk Q142 o] 7oz R
B 7|3k Ao mX|A] Fhe AH|~E v
il o4 w) LAY Seiders et al., 1998).
Collier et al. (2017)°l] W=, 1172 A5 A
H| 2> ARgo) AfsiAy EES =2 A9,
J71E 7199 e R EEle el o,
7ol ik B3R Q1o g olod
UTE o] AH]2 HA A 7]HE] o)7]
ST 5718 QA= Ao
WAl Ake opd Zolgt 7PEE o
(Seiders et al., 1998), 1242] 7| A A2
71949l Aul 2z~ thek EFAAE-E AAStES
=S Zolgt 2 = ok 3, vilE 1
o] 7199 AxAu2TE = R

rl
o

>
o
odt
2
e
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V., g

Br

rdRA AT, #3194 A3z, 202213 9
a%le] W Holn, A =& FHE
=S 7HvaL g 49 Bl ot
AN AT 4 e RN FET F AT 4 xaaxz
olo] we} thEe] FMIES FHEATh
HE: 714 F1ele Aztg Baaael Aol Hji;jj:;fj:z ;L‘t}i;;
S v Zloloh _ o
He: 233} 7191& 7|7kl BEA Ao B()e] fzj;z&i O}j jT;j: Hjif;
I 12 Ao, - e
A3 AEFHE Al 21 2AA)
Ao T = 0o] QAl3R= HAlE o]n Amazon MturkS g3l om, < 1:d7F 3
At o] AH| 29 HEE FEFS Wtk EFTHoA AxAu]2 712235 o] &3
&R, Aer, 2019). o1& T o, 71l B Aol 9= 20-404] ARSARE 2AF tde
g BAgo] o141e Zulksls 7]d Aole 2 AR AEFARE 2021 6Y 2909
719l gk oA E sl=tAIA AP =E Bl 74 697H] 4FL3L X8t o, 381
SE Zolgt 2 4 ik HHE Z1gel ol 9] 8 F st doka At 5085
& AN QS FHEke 4 AN 7] A9F BUIRE HF B4l Atk +
Holl gt oA E FAIA Ao EE = H T2 JATEASH BEe <3 1> 2t
U Aolg}t F28 4= Uk i, 129 A7
S3AAE 710l tigk olm A} AWA] B) 4,2 40| XXM Fo| U =X
o] RAHA] HGEFS mxItWhite et al,
2012). Seiders et al. (1998)°l W=, 10| 2 A7 BE = BHAE(Likert) 74
71l tisl B34S A2 4%, ool O Heg A} %— SATHIH: A3 284
d BEoZ AR A @ 5o e ¥k 7A: i 220, AsE asES 33
BY &9tk o3 A3 Ao =oEs ¥ TS AY ATERYH E2d £dEs AY
a8te] thee] JMEES YT AU, 2 A7) Wl s skl o,
g F1919] 739 Nijssen et al.(2016)°] A&
718 AYL AR =o Fy(-)2] I & o)) 7)) (benefit attribution)®] FEES
= U]’é‘ Zoltk T3l AAA OB ksl ARREITE =4
He: 33 FAle AT BW) BF  yumo qnm ggolze sra A2 AL
& v Al A 5B, AR 9AZ 4R, 247
Ho: A7 B3RS APRARN FO) oo sma o1w 710 ama A 7101 3
L M Aotk 3, A7kE BTN 353, AR % 4%
G 5oz AU E AFolA AHeH W
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—— =1} 19 44 2]

A 27100 T F0) 7380 shase ARz PR 9

<E 1> E2o| AIFEAHY Ex
5 Qg SEAHN=331)
BT 5| 2(%)
=t 0
- 2} 182 55.0%
Azp 149 45.0%
20~25A] 65 19.6%
36~30A 71 21.5%
bk
31~354) 112 33.8%
36~40A 83 25.1%
158w =9 42 12.7%
A eln = 202 61.0%
XA} £ o)A 87 26.3%
a}ay 20 6.0%
AR 134 40.5%
AH) 23] 40 12.1%
EXA
e = 8 2.4%
W57 19 5.7%
A 55 16.6%
=X 21 6.3%
71eH 34 10.3%
<E 2> #iFo| =xH Mo| ¢ HuEH
2= EEH Fe| HuEd
A7FE AR olEl e AZAR2T]eS AT 1 7]E0] BRsita
. . Hardgrave et al. (2003)
(Complexity) A8 A=

A2k g A
(Forced Use)

AzAn| 27 )eS M BN FFAL 71E
AR AAIRITRL s s

Reinders et al. (2008)

AAA @A Z

S=1ho9] Aol thel AAH 0= At

Bae and Chang (2021).

(Cognitive Risk Perception) A=
27 AFAL F=1LH99| @Al s A o' Ash=

(Affective Risk Perception) A= Bae and Chang (2021).

714 A 7199] AzAn|r]E TS ole FrEe Niissen et al.(2016
(Dispositional Attribution) 7199 7127 Uo7 FEF= AR jssen et al.(2016).

7199 AZAE 2% =3
sl A0S M1 A el A1 S
(Situational Attribution) ° R (self-developed)

0% FEI= HE

AZFE E54%
(Perceived Unfairness)

7199 Azxn27)E ol ths)
E3AsT Asks A

White et al. (2012)

ARl
(Revisit intention)

o] wigE AN

pestas sk o

Khalifa and Liu (2007)

Zro] 22 A o)) AVEF L <F 2> A
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V. g+1Z51}

H 7= Smart PLS 3.0& &85t 44
3312 A5E AT WA, SR &
A& FsiATh S5 Al eFdA

o
A<

?13ll Cronbach’s Alpha #tS =Z3+

o, 1A Qa<lEA(confirmatory factor

analysis: CFA)= AAIs3ith o] %ol 74

o 9% FERY BA2 s,

5.1 d=[dnt Elgdd 24

L
A A

A

<IF 3> MENM 2 EEN B4
He g EYES RO Cronbach’s Alpha CR AVE
CP1 0.844
CP2 0.876
22 A )
AR A8 cfets CP3 0.885 0.926 0.943 0.768
(Complexity) CPa 0.887
CP5 0.888
FU1 0.889
FU2 0.845
A Z+E AR AA
148 28 A FU3 0.890 0.929 0.946 0.778
(Forced Use) = 0.905
FU5 0.880
CRP1 0.777
AAH APAZ CRP2 0.901
0.861 0.898 0.688
(Cognitive Risk Perception) CRP3 0.794
CRP4 0.839
ARP1 0.901
o R e by ARP2 0.888
917 941 7
(Affective Risk Perception) ARP3 0.916 09 09 0.799
ARP4 0.869
DAL(D) -
714 A DA2 0.771
0.662 0.816 0.596
(Dispositional Attribution) DA3 0.747
DA4 0.798
e SA1 0.861
(Situational Attribution) SA2 0804 0.765 0.864 0679
SA3 0.806
PU1 0.929
2| 7+E] B2AA
]7 iy PU2 0.944 0.931 0.956 0.879
(Perceived Unfairness)
PU3 0.941
RI1 0.820
A= RI2 0.837
.857 . 7
(Revisit intention) RI3 0.798 085 0.903 0.700
RI4 0.890

*D): AAE &F
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— A2 19 FFoA A9 AxAu|2T|E] T A o] HAEFEY AR R PXE 9% 18AeEY WS FUoE
<E 4> MEEl 3 mYEgy 24
B CP FU CRP ARP DA SA PU RI
2| 2+E] A °
12+ AR _°1€=lw 0.676
(Complexity)
A2kE AE 738
(Forced Use) 0803 0882
REIEEEE
0.451 0.451 0.829
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<R2> M2
= MRS
1. 1 think self-service kiosk in this restaurant is not clear and understandable.
. 2. Using self-service kiosk in this restaurant require a lot of mental effort.
7 Z\gf) i 3. | find self-service kiosk in this restaurant difficult to use.
4. Self-service kiosk in this restaurant is cumbersome to use.
5. Using self-service kiosk take too much time.
1. Service provider forced me to use self-service kiosk.
2. When | need service, only self-service facilities are available.
Aad (};:]IJ%) A 3. | have less freedom to choose a service-delivery mode.
4. Service provider imposes a self-service kiosk on me.
5. Service provider threatened my freedom to choose the way service is delivered.
1. There is a high likelihood of acquiring COVID-19 in general
ol =R z+ 2. There is a high likelihood that | will acquire COIVD-19 compared to other people
(CRP) 3. There is a high likelihood of acquiring COVID-19 compared to other diseases
4. There is a high likelihood of dying from COVID-19
1. 1 am worried that | will contact COVID-19.
AR =2zt 2. 1 am worried about my family members contacting COVID-19.
(ARP) 3. | am worried about COVID-19 occurring in my region.
4. 1 am worried about COVID-19 emerging as a health issue.
- Why do you think this restaurant introduced this self-service kiosk? This is to...
1. Lower their cost and increase their profits
71 A 2. Let customers do the work
(DA)
3. Increase their turnover even more
4. Make more profit instead of serving customers
- Why do you think this restaurant introduced this self-service kiosk? This is to...
A3 A 1. Offer customers the option to avoid human contact
(SA) 2. Make ordering less involve human contact
3. Make ordering safer for their customers
1. Unfair-fair
Aad =3 2. Unacceptable-acceptable
(PU)
3. Unreasonable-reasonable
1. It is likely that I will revisit this restaurant in the near future
AR & 2. | anticipate revisiting this restaurant in the near future
(RD) 3. | regularly revisit this restaurant
4

. | expect to revisit this restaurant in the near future

*D): AAE %
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<Abstract>

The Effect of Customer’s Attribution Tendency Toward
Self-Service Technology on the Intention to Revisit Fast-Food
Restaurants in the COVID-19 Situation:

Focused on Shadow Wbrk Perspective

Kim, Hyun Kyu - Chung, Nam Ho - Poe, Baek

Purpose

The purpose of this study is to examine whether customers’ shadow work and risk perception
have an impact on revisit intention to the fast-food restaurant, with mediating role of different types
of attribution tendencies. We also added perceived unfairness in the research model, in order to

verify its mediating effect on the relationship between attribution tendencies and revisit intention.

Design/methodology/approach

Applying the shadow work perspective and attribution theory, we designed a research model
to confirm the hypotheses. After collecting the data from 331 customers who have used self-service
technology in a fast-food restaurant, we conducted an analysis of measurement model and structural
model by using Smart-PLS 3.0.

Findings

This study confirmed that Forced Use of self-service technology can enhance the tendency of
dispositional attribution which would negatively affect perceived unfairness and revisit intention.
On the other hand, affective risk perception was proven to affect situational attribution, which
positively affects revisit intention.

Keyword: Shadow work, Self-Service Technology, Attribution Theory, Risk Perception, COVID-19,
Perceived Unfairness
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