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Influence of Service Quality at a Serving Robot on Customer Satisfaction &
Intention to re-Use : for Consumers

Song Keehyun

{Abstract)

The serving robot is defined as a robot that carries cooked food to a customer table or
collects and carries bowls after eating. This study presented a research model to find out
the causal relationship between customer satisfaction and continuous use intention
through the three factors of serving robot service quality. In addition, in order to
empirically verify the above research model, a survey was conducted on customers using
serving robots within the last 5 months. 300 copies were analyzed using SPSS 20 as the
final analysis, excluding unfaithful responses.

The main findings of this study are as follows. First, serving robot service quality
(typical) found to have significant effect on customer satisfaction and continuous use
intention. Second, it was found that serving robot service quality (reliability) had a
significant effect on customer satisfaction and continuous use intention. Third, it was
found that serving robot service quality (ease) did not significantly affect customer
satisfaction and continuous use intention.

Key Words : Serving Robot, Service Quality, Satisfaction, Intention of Continued Use,
Serving Robot Usability, Un—contact Service
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