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The Impact of the Risks and Benefits of Unmanned Store Services
on Customer Satisfaction through the Theory of Planned Behavior
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Abstract With the rapid advancement of digital technology, unmanned store services are on the rise, yet studies
investigating their impact on customer satisfaction are scarce. This study aims to explore how unmanned store
services affect customer satisfaction, focusing on the factors of risk and benefit. The methodology involved an
online survey conducted from December 20 to December 30, 2023, targeting 260 customers who had used
unmanned store self-service at least once, with 252 responses ultimately analyzed. The results reveal that the
risk and benefit factors of unmanned store self-services complexly and diversely influence subjective norms and
perceived control. Firstly, personal information breaches positively affected subjective norms, while overload and
uncertainty had negative impacts. Secondly, while convenience negatively influenced subjective norms,
playfulness and usefulness had positive effects. However, personal breaches and overload did not affect
perceived control, whereas uncertainty did negatively. The findings of this study provide significant insights into
how successful implementation and management of unmanned store self-services can regulate social expectations
and control perception of customers, thereby enhancing customer satisfaction.

Key words : Unmanned Store Service Characteristics, Risk Factors, Benefit Factors, Theory of Planned Behavior,
Customer Satisfaction
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E 2. &Y 3o =4 EtEy

S =

Table 2. Reliability and validity of measurement items

e EMsE LOoIM X =k SN At Cronbach's a CR AVE
k! 0.944 0.140
Q1 s &2 0.903 0.197 0.907 0.89 0.731
283 0.7%4 0.521
54 0.829 0437
I} 5312 0.803 0.39 0.873 0.853 0.66
313 0878 0.2%
341 0.889 0.293
8 84142 0.936 0.145 0.907 0.8%6 0.742
=343 0.807 0.366
AP 0.831 0.24
HEA He] A2 0.744 0.409 0.835 0.866 0.683
A3 0.812 0235
3141 0.625 0.321
a4 351492 0677 0.333 0.721 0.811 0.59
#3443 0.748 0.325
841 0.846 0.166
&4 8432 0.625 0.446 0.778 0.862 0.68
843 0.766 0.18
Tl 0.904 0.102
A 9 T2 0.870 0.127 0.894 0.947 0.8%6
T3 0.815 0.148
A1 0.882 0.116
224 FA FA2 0.903 0.087 0.831 0.936 0.83
A3 0.763 0.243
L=t 0.865 0.128
7 T2 0.766 0.274 0.863 0917 0.786
T3 0.848 0.156
H 3. FAHge At g, EFHA
Table 3. Correlations among Constructs
20l 2ol 2F AREAs
1 2 3 4 5 6 7 8 9
A1 #3) 0.855
-3} D33 0.812
=844 D97 B3 0.861
HeA = 144 = 42T =230k 0.826
24 -116% -.169« -067 435 0.768
&4 =271 =375 = 242%% AT A02s 0.825
F4 5t =249 =379 =297 312 D02k 5965k 0.925
A2 FA =289k =33 —.329%x 383 A5k ISOES 617 0.911
ERLE S188+ | 32k | 2Bk | 405w 370wk 568k 60455 578 0.887
it 2.130 2.360 2.241 3933 3.9%9 4210 4103 4189 4019
XFEHEA 1.031 982 1.011 0.774 063 0.639 0.649 064 0674

= p<0.01, » p<0.05 number at the diagonal line is average variance extracted (AVE).
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Table 4. Result of Research Model
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