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( Abstract )

How Does the Negative Response to Digital

Shadow Work Influence the Continuous Use

Intention of Users?: The Moderating Effect of
Gratification Delay Ability

Liu, TingTing, Woong—Kyu Lee", Joon Koh™

Digital transformation and the COVID-19 pandemic have facilitated the rapid development and dissemination of
non-face-to-face technologies such as self-service technologies (SSTs). This research investigates how motivation factors
affect consumers’ negative responses to digital shadow work (DSW) in SSTs which decreases their continuous use intention
of SSTs. Also, we examine whether the grafication delay ability moderates the relationship between consumers’ negative
responses to DSW and their continuous use intention of SSTs. By an analysis of usable 450 user respondents via SmartPLS
4.0, perceived benefits was found to significantly influence consumers’ negative responses to DSW. Also, consumers'
negative responses to DSW can significantly decrease their intention to continue using SSTs. Further, the effect of negative
responses to DSW on continuous use intention of SSTs is stronger in case of consumers with low gratification delay ability
than in case of consumers with high gratification delay ability. The study findings contribute to providing some strategies
for companies operating SSTs by examining the effects of consumer’s responses to DSW and gratification delay ability on

the continuous usage intention of SSTs.

Key words: Digital Shadow Work, Self—Service Technology, Gratification Delay
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