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g 38 e B HAEAU Anlx W AAE M Aol gk Aoz QI Eo] 9
AEt o St 22 F s 58 T A Ao E ol FelskthBrougham
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S IO QIZXs HAX|Z R0l Ciet QlAlo| MeH|E, A Y o[ zof O|X= &
(Duke et al, 2009. Arogundade and T TAE dord 38 FHAES UdFTAT
Arogundade(2015)¢] 95 w2 o] 4 = AN A 2R tlajx Ao HrlsA =
S FF9 237 gL WokS w ALY 4lg Zolth. wakA, QJAFAT A A ZE gt
A 2EH 29t Rl tig AgS dE i FAS WA AT o5 Zolske 9
4 4 9on, 22 YAME NZE XS 1A TS o AHA AGsHAl 2 Aoy o]
U A5 AFHE o)FE o =go] g e o et A2 GFAY B w21 @AY A
oA THAM AFAT AAAAZES =9 53HAl 2 Zlolth old wet o 2 HAES
P& o ZdEe] & AL 5 U=E =% AA AT
P2E ATEFE THLY AFAT AAAA
2EOZ A% AlgF AEH|goly AgE 7 Hs: 39o] QAFAs ANAA 2L FHo] &
2N ZoE AGE & 9t} old Tt 2 STE JIFAT A A Z R i AH A
7Ha& AAsA T 8-S A Zlolth
He 99| AFAS AANAA 2L FHo] &
Hi: 39| 2327 2 Yo] &= AFAT STE AFAT AAARE g FTHU
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He 3"o] 227 zYo] =242 ETA% 324 AP)A 383 FAY M| A
AR ZHe gt FTHU] AFgS FaAF
Zlo|t}. S el A AEA 7 %k]-&(Psychological
Switching Cost)2 FHHo] Ag|doz A4 sh=
323 UFAs AAOIA RS FHA MG 9 F & JFeA o2 JFE dEsked Fad 3
A Ae] #A A7 =8, AZF F F7HEL RES on|gith
wetA, FHdo] FHstr)o] AZ2 JF7 A
2 ATE 3° AFAT A AARES F4 A g go] wASH PAFoR AF I
of tigt AFH o7 AN AFAS HA0] HEAHeR AR AFES EETHKm &
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o mX& Y&l YF=m, Chui et al.(2015) ANEE GFE QA3 Ad Aggo] Frkete
n2H 71Yge] AR JAFATH 2EES AL AL o g2 =893 ALS FAE ok ditke 9
gt dodzoz FUYE] BAHZA A g gtk wekA, s9o Q1FA T Al
A7F AT gty ek AAoA] 23] 4 AgFo] TQlHo] AEHor HFu|go] LAY
o] vropx] I EA A BHZY, EE&A At oA FAHo R o] BEI JFI= e W
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589 EQ9I0| OIZX|S ZIAIOIK|ZE0] Ch3H 0140] FEHIE, A3 U o|xo|zof OjAl= Y
(Partial least Square: PLS)S 2-83}%t} PLS+= H HEE ARESIRa, FAStE AEAE VS
By, mRay), 24 Axe ge 4% A4S o BUf o|2g 283 ARs ALsAd o
Q3A] %= AHTWHoltHVinzi et al, 2010). &= o] AE $Ex EFE 9% AF 5AA EA
3 A2 vy T2 U AL Fohin BHel & AW A%, 89, A, ¢ 25 2FRA, 2
8 ol Adste dZold o3 FFHY  F 39 4% ST YR ASF o|g3] A
o o] QItkHair et al, 201D. W5 7He] = A& vzt
283 JEke AEshr] 98ty SEHast
FEUSEY WAL BE FSHUSE 9] W 5. =41z}
g BN B £ o AHE 7 PR
AP R =gs] ol
7_‘0’-‘1 3 (Structural Equat1on Model: SEM)& ©]-8 5.1 OIETER EA
st} BEMo A&t HEZRAE B 349
dolds Moz FAEAL A A w ael AE sodel GloEA Sae
SPSS9} SmartPLS ZZ 1318 o]fdle] A= o ‘ e e o
= e azse <Tab. 5.1>3 2t} % 3239 47 o9 £ o
R A 16696G0%) oA 16613:1(50%); E‘s}ﬂl U
1} A= ~
PP S — Ehon, A”ktls 30~3941(131%, 40.68%)<] ]
o] 71 =A Ueigt S 3—@—8— 434 o
5 = =2 9 2= = e
B ATl Mew 2ke TAde dga o o Huord. 3823, Awdl =0l
S5 Sy 2T & g Wil dAm A 28.26%)°] TIR-E-S A 3HTh =& JA A=}
P e e L 5-109(1101, 34.16%)0.2 7b4 @e Aoz
of BEHEE AN RS s Astel
. . ) Yelgon, 2 A5 lojA= 8000~ 120009 2*
247 Qostt. FAHCE, zE Al
i (1009, 31.06%), 5000~ 8000<ISH95™, 29.5%)°]
AgAS AAoAZRE olfste M2 ¥
2 HEE eyt &F FAs 245108,
TAYHOR dad w dad G, ol 0 Ao = 0 HHO
g 29 Aa wa Taslel el el 33.54%), A1S2R(100%, 31.06%)7F EEe 2}
_ N AP o, AFge AMI136™, 42.24%), TU(73
A&7, UFA T AAARZES] 4, 59
) ™, 22.67%)0] B o)L 2x|EtYTh E
of FAUANA AFF 2HH AU} FJAY
] =3S HoMS w 14F118Y, 36.65%), 247
o|Zlejzel FEel A 7zt Kim et al.(2009),
, (1009, 31.06%)°] =A JYehgoH, 38 &3
Prentice et al.(2020), Li et al.(2019)e] GTE 7] )
) olzwm] FE2009, 62.11%)°] 74 =A LrEhd
HOR ATEHY gl hEolA ARSI A
th 38 BAcE 22 4 BA=0249, 69.57%)
AR BEANE SRAE WA ABAT AN
o = S} N
Azgel Ag AR ANFHA AT FAZ cE T ’
54, AFAS EUCHBNG, A EST A
34T WAoIA m3e] 4, 244 A9, 39
U AL, o3, T $2 Tl
AstGTh 24 Ax2s ‘o9 T8z g
14, ‘ule gkt = 7808 Hrksle Likert
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Tab. 5—1. Characteristics of respondents

7 s | % T e %
g4 166 50 FIRSE 108 33.54
Sh=:]
°= o4 166 50 2e% (F&B) 100 3106
A =} \:I/(
20~294] 101 31.37 =R AUz 2 oE 58 18.01
30~3941 131 4068 71eF 5 17.39
el 10-197] 77 %591 A 136 0.2
504 o] 13 404 ) 73 22.67
A7 =4 43 1491 A2 g 4 1273
nEsw = 2 13.04 EE 4 14.29
AR =9 91 28.26 214 o) % 8.07
EERE -
434 ggt = 107 323 g 118 36.65
e =9 ol 3 10.25 245 100 31.06
7€t 1 031 56 A REcaE) 68 2112
1w 4 146 183 32 9.94
1-3d 52 16.15 549 o4 4 124
AA A=} 35 65 20.19 HAa] a8 3 0.93
5-10d 110 34.16 -
HElg 59 32 9.94
100 o) 48 1491 58 93
5 el
3,000 w2 ) 1056 EEARENE -3 87 27.02
Qe 3,000-5,000 56 17.39 MEA o 200 62.11
o9 5,000~8,000 % 25 i F3) B 224 69.57
2)2HONY) 34 B
8,000~12,000 100 31.06 Z=9] Hals 98 30.43
12,000 o) 37 11.49 3 A 322 100
5.2 EYY EM
St SAIRE sl felsloF gt
Y L EmuE L2 o o|% FWHelFA HAFE sl FFAS AVE
TA 7.7_4.0]0/( _ZJE_‘OJLA—V A -
L i orite oy S A BE P Dol AT G
= <or/ o = U= & — -1 v - - -
; o oysur . ;M ;ﬁ: f i waks PHS Adsid. FAIF s, Fornell
, 11 A3d= <Tab. 5-23 2o WA, & = -
= ) _ = N and Larcker(1981)+= 2zt k4] w54 AVES] A
& () O = 4Ke)
AeZo] QolAATL BF 7|EX]Q 0.5 oo S22 gro] AbA) WA Alolo] ThE AT 2y
Alg Ao] 3 L3 2 ZgCRA _ _
F R o) RSN R FIHEE o g 4 wungde 3w 4 0w AR
2 YAetd=(Composite Reliability: CR)9} A&

vl 3 &K (Cronbach’ s o), w4F+ZE(Average

Variance Extracted: AVE)9] #to.2 21319 =H,

Wong(2013)7} A AI&HeE vhel] W=

o ojs] CR gkol 0.7 o],

AVE ko] 0.5 o342l 7] md
(e}

o
e SAgoltn 2 &
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Tab. 5—2. Confirmatory factor analysis results
2909 45 [AXA=F CR AVE a
ANoYx 28] 0.823
AFAE AAA ZAA A 2H2 0.727
EEEES Ao 253 0723 088 0684 0762
ANoIA 284 0.780
o]Z o] 0.692
BEBE 0677
o|Alo]l =
olFelx o} ;;;34 8;28 0.846 0579 0.782
o] 72| x5 0.739
SEEE: 0.701
223 291 0.770
2 A 292 0.654
227 29 227 293 0.759 0.839 0,610 0.759
227 294 0,693
Z27 A5 0.690
ARA A 0.729
AR A2 0.743
Zo0le 1
=4 A3 AR AR 07 0.818 0.630 0.705
AR A 0.709
A&7 0.660
A& 0,612
_ AN &SR3 0,613
=7
A7 &7 e Yo 0.829 0.548 0.752
A&7 0.754
A7 E536 0.640
2381 0.743
] 2181182 0.744
Al A A3kn
27 g e X 0.830 0.549 0.7%
8184 0.736
Note; CR=Composite construct reliability, AVE=Average Variance Extracted, «=Cronbah’ s alpha
Tab. 5—3. Discriminant validity
] =F
Z=A70 B 2 oy @ ® @ ®) (6)
‘_7(]'
M AAoR 28| ¥4 3,850 0.813 0827
@ °lAg= 2.256 0.708 -0.721" 0761
Q) =47 A 3810 0704 | 0746 | 076" | 071
@ AHA A% 2221 0741 | 073" | 072" | 070" | 07
6) A EE3 3799 0.660 0724 | 0744 | 0765" | -0.709" 0740
(ORSESIES 2.209 0.770 069" | 070" | -0706" | 0736 | -0703" 071

Note: tizpAdel Sl &2 oA Fhd AVES Algels izt sttel e #3= 2

* p<0.01
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Hotel employee’s perceptions of artificial intelligence
concierge robots effect on switching cost, resistance,
turnover intention”

Wang, Danping™ - Chung, Namho™*
ABSTRACT

The introduction of Smart technologies such as Artificial Intelligence(AD systems are have a
powerful impact in a variety of industry fields. Some experts predict that smart technology will
completely change people’s daily life and work styles, causing technological innovation, productivity
improvement, and discovery and emergence of new fields. On the one hand, this vision cannot ignore
negative views and concerns. Despite many social debates about employment, such as job loss and
rising unemployment, there have not been many studies based on employee experience that provide a
fundamental solution to the conflict between Al and employment. Therefore, this study finds out the
effects and related factors of Al concierge robots for hotel employees, focusing on the hotel industry,
and how employees’ perceptions of Al concierge robots affect user resistance and turnover intention.
This study, conducted a questionnaire survey of 322 hotel employees who had experience working with
Al concierge robots in China, and used SPSS and SmartPLS statistical analysis programs to draw
conclusions. We found that hotel employees’ perceptions of Al concierge robots were significantly
related to user resistance and turnover intention, and this association was related to employee
self-efficacy, perceived organizational support, quality of Al services and new tasks. In addition, it was
found that the quality of Al concierge robots directly or indirectly had the greatest influence on user
resistance and turmover intention. The findings of this study provide theoretical implications for
academia and practical implications for industry practitioners.

Keywords: Hotel, Al Concierge Robots, Switching Cost, Employee Resistance, Turnover Intention
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