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k. 58 COVID-192 18] AzAn|s
(Self-Service Technology: SST)¢] wrxlo] £

e, AAE A% olsh Bglel ALAw

Z1es wEA At Ak §AE ANE X
E I Adel 9F gA" AFE FFoH
FEA NN E AZAH 7] 5S o] 83 Fuj
of HeA Folo] A4S 7]Eojof T wo|rh A
2 ovgo] H7k g Ho o] A aet o
o] AAW 7S owolgte o] JiQle MYl
W AH A o] g5 TS FFFou oleld HigW
M|z FAel 5 HAA = dF nAEsdAE &
"} 2EYAE AT gtk wEka COVID-19
of Ad A4AF A TR AYE W2
Al SSTE AlAl BE oloA AMze d4E AdHol
I Qord st SST wAI" S WaEslojof 3t
=

SAIRE AT Au| 27 FAY BEE A9 1
Ta7dol nls =53 Zlo] d@Aolrt. 53], AxA
H| 7] Fdo] nAe] dFo mAe g, A=
Mulz~7)e F43 aA48E 1 BAE A F
= WAYF de AT vlg 25 gttt
EE 7] A7 fle AL ofUnth V& AFES
TR AguATlE FE A #d AT

(Dabholkar 1996; Wolfinbarger and Gily 2003), A
ZAH|27)E FEo ke B3 A (HSF, AdS
2017, Mathwick, Wagner, and Unni 2010; Ostrom
and Lacobucci 1995; Zeithaml, Parasuraman, and
Malhotra 2002), AZMu|~7)& 4 343 17
Bl #gh A(HEA, bFl, A 2021 &
aled 2022, A7k 2020, A1 %15 oA 20205 A1z
%, o]dF 2012; <A 2021, ol3] 2020, Kim
and Stole 2004)¢] ez &= gkrh
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Aol ARAAL S5, UANY, Beky, EAL,
S, w8, feldel wAQlAe M ES A
= gFe Fushe Aol B, AzAN %
F43 TAAANAME 1+ BANA o] §4e] 7]
SFNEL e 2AENE FREHE Aot

1. A= MBE[AT|=

421 A8 A& stol AR Awkel ook g
Hofol| A AL AH] 2 7] % (Self-Service Technology:
SST)& *9“5‘}% AL 2L Auj 2] o=
]"Vﬂ STE AH&she= AFEES ahe 45 B
ou L/ Eﬁ‘r A Al 2

Z7)Eold o] A

H 2~ Ao AH 411 MY glo] Au|~E AAket
T AEE e Ve AHF o 2o tH(Meuter,
Ostrom, Roundtree, and Bitner 2000). SST+= 17

o] o %% A H 9] HH]/\?— Ax F8E 5 9

]Eq(Wang, Harris, and Patterson
At aAo]l AHFAA HEF ¢l
o}oﬂl A AR AH| RS A
23k oA 2007).
Rayport and SViokla(1994 ol gatd 2e A3xs
2 AFAHA  AFFTALe] AHA AGEIH

(maketplace)ol| Al A& AMu)27F gAd HH=Z

k..

EAe AR W s S8 ddEE F de
73 A 7sZHmarketspace) A Z A= 2 Aok
L A SSTE Fufabel vzl ghol] el A
ol dQ gle 7M AT dF AR dojtt

(Meuter et al. 2000).

Q599 SST 49 /Mdshe= 8t& wd,
A, #F 4 VIR AHS AES A& vt
o] Meuter et al.(2000)ll <J3] A A% 9]
et al.2000)= SST QlE]zo] 2ol ARE-= fr

ol whet dsh/distd S-S, 2eI/QIEY, o

o

AZAE|27]E FAo] IAJACIARE A& FTF

34 7|23 HYe/CD 47FA 8¢ Qe o]
A2 BFsgoy 20249 71+ AAdlle 28kl

AEUE SIEY PCE, HHS/CDY QIE o] A5
Bupd e hishs Aol Adsit & 4tk A2
WEESFE QSh )il ak/Aem et V)
< 2AE Ade 14 flol 71exas I
Sl SAold AulAE Al W et A
& Wwishe Aol EEFE SST] Wgolrh o]
& 71923 A AxA, g, ol A
o, 9 2], 79 =AY, AL Fia 5
= Stfj=lo] Zhar glck

2. dZMH|AY|E FHT FHEAE

oA Aol AT AR wigho| A AvH|A E=H
=

Z4e 98 AAHoE 3y AgHE EPEM
=¥ 9Eslel  9%2  SERVQUAL

(Parasuraman, Zeithaml, and Berry 1988)¢] 3}iL
Ao AEE 7)ol ek 1 HJrp ZRAAE
710 -9 AEAEHe s dE2ERE
ApgE 87t rh(Parasuraman et al. 1988;
Wolfinbarger and Gilly 2003). SST Z7]ol= 39
gk gt ATF Auj 2 ATARE A Abe] o] o
JATA g 5S4 dghs FPA, 7=
¢lE] 9| o] ~(Dabholkar 1996; Meuter et al. 2000)%}
o TA Az HI AFE wl$ AYrt
(Meuter et al. 2000). SST9] A&l ko2 9l
3 i Anj2~o] HEE o Ve AFH wWgo
Ao deAol diFH Ak
SSTe 45 MY #A4sh7] ¢ste] Lin and
Hsieh(2011)® iAoz v AH|AZE o2&
SSTe F4S 77H Aoz 749 207 e
SSTQUAL H=EE /et SSTQUALS A=
Aulz~ F-8o] gk A1 W 7HOrel and Kara,
20142, tel d8 AF-(Kumar 2015, Mango,
Muceldili, and Erdil 2017; Orel and Kara 2014,
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Wang, Yuen, Wong, and Teo 2019)°ll 2]&] 3% <]
A AT HAh £ dAFE 71223 5A4S Lin
and Hsieh(2011)7} 7H#gt SSTQUALS vl o=
ato] Al FES Ak Al
SSTQUAL®] 13 AHels Avrw 754
(functionality), TIAFS14d(design), H.9HAd(security),
Z 7% (enjoyment), &4 A(assurance), L3}
(customization), #2]4(convenience), 2| 77}4] 2}
Aoz FAH o] gtk 7154 (functionality) o] & &
AL AIF A, AFE HolAo] ¥E3HH SSTE’J 7% A
g D3 (Lin and Hsieh 2011). =, SST7} &
v} W] AnES AFstErh, SSTe AMujs~ 4
Wb dupg AlF e 5 QlEvh SST7F depu AR
371 HAeA & Egth
Bienstock(2006)° <] 3}
E3hsta, Fo7l §f
38l == s} (Alkibsi and Lind 2
ZHE NHgstE o] g9 §olA

j=5
H

E
h

Collier and

il

271w9 A84
s 2 AW A8 ZE&E FoHArhCollier
and Sherrell 2010). TIAF1d(design)2 A ZA H| 2~
Aol uHel 5aES AT WA} YA,
A4 714e Agehe o2 woltAE svd
(Lin and Hsieh 2011). Collins(2018)¢] 1ol <]}
< o] s o] AF3} gojobs:
Xﬁd g HA olmA o 2
Aok Btk ol faigde A
o] 8STE Z=fdhs Amel dFe "HH
(Theotokis, Vlachos, and Pramatari 2008). %3 U]
Q1 AR FEFE A= TaT Ado
2 A= 3 QKCyr, Head, and Ivanov  2006;
Nanda, Bos, Kramer, Hay, and Ignacz 2008). X
*77140] SSTE ,\}gﬂ 7§—°r, Sul=s|

59}
=
L

oFA (security) <
ARE AFete Alo] st =7= A
28] AAAETY 7Ih=2 Aok A7ty
183 SSTE AREste] A#she 2ol A }x;;sju
7= AY B-o] vkLin and Hsieh 2011).

o HoME A E W] AFAd F ol Xd%ﬂr
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o

22

Ao #e mAe] obH el 4 o]t Kolsaker and

Payne 2002). ®HQHgo] F83k o]+ AldEo] A
AAA YA E Heko] REzFgm oAEA
HoAA A e Asl=

AE o5 oA Bk Weh SSTe| were %
AL AZE 87 APS Folt Ppow &
M) AE RS olop Bk webyel aael 7

AARE weke Edo tigh Az <Hd(Lin and
Hsieh 201102 drpv} AAARE HIsH=719
ALE ou)dth(Zeithaml et al. 2002). NAAHE=
719 E HuEolop st 7EuAS FAskaL A
A aNg grsted 23 2ol (Flavian,
Guinaliu, and Gurrea 2006). =71+ (enjoyment)<
AZMU|27]EE AHEshe HA 52 Aol vt
A He A% gk 214 o|ti(Lin and Hsieh
2011). Curran and Meuter(2007)2] Aol w=w
AFES EAEH Ame 22 A = s
o] EAAoR Al Ho dtta FFIow,
Montoya-Weiss, Voss, and Grewal(2003)2 7] <A}
&9 YAAQ dTqe A 57 Fofz st A

J

2002). A4 assurance)~ g 71de dnht &
dHA AeTHE vlEte AAES drpv 2
s 7 deA geke WS S tHLin
and Hsieh 2011). SST®] A2~ EF4&

AR #FaAS  Hgooyn
(Parasuraman, Zeithaml, and Malhotra 2005), ©]#
3 Ay} AFE SSTE Hrishs F8 Aol
(Kim et al. 2004). 1274 3}(customization)
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E FHFA7| uAe] AEke Ritels FToR
A o) E tHMathwick et al. 2010). SSTE E3+ AH]
2 aAsE ¥ U a-xH) s w3 o g oo R
Mulz F4E o3t (Ostrom  and
Lacobucci 1995). ¥ 2]/ (convenience) 37450l 7|
AZEe] Al glo] o] & gle A Y Al
e T QAL Dt F2 Aol =om Hy

7} A= o|tHLin and Hsieh 2011). ¢]&]d HalA

e

o wulauy AWsg B W), Yol
HES AT AL Az, ATM A02E 9%

/\11:]]'/_\_ -‘Hi] —16:‘ }\1]:]]/\ ZJ_’j_/\-]% E@'?S‘]-Eq
(Theotokis et al. 2008), SST #F&<] AL 7
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(Wang
engagement) & H M =9} 7)o

aAz BA=TE A T THAE vEe] T A
Ho=z <la) AAYE uAe] Alg Aqu}.g_

= a7 34
53% ] —7—’7%“571] JAHEZ A os3ith
AARAIAHE = g% #x3 A5 4,
T 7 Ao R oKty aARIA I AHE A
YA A= AA, 7 Fol xFH I P5A &
Aol Ao o s v} PEor
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z+od (conscious  participation)+ 73_‘;.0] -4
2 d5s Fosta & o |
gHh(Vivek 2009). 117 Fojehs AL Ao wh
¥ AEHd dkgd Fash 036}% 7]
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4, 7|=&FHl

AFALoA AtgEe] AMELR TS AHE 2
43l AFEFS 7]EF Y] Ztechnology readiness)
2} & th(Parasuraman 2000). W& 7| wHow
oo nARSE S w438 Wststar 7] wEol

At anjape] #ANA 7o Aol H F
Al 7% 3 9tk Lin and Hsieh(2011)& 7]
Nes JE o AHEE SHA

& NEe R
2 2gH oA 299 FHE x

FAM AT PAHA o] FEATHE Lol
Aekse] J)&el old avase J&EHE

(Technology Readiness Index: TRDE =4 3l= F

TE ALskddh o]F Parasuraman(2000)2]

=3 HES &l Lam, Chiang, and

Parasuraman(2008)> Y43 47] &5, 414 470

g5 21 O 5, Bt 67 FEoE o 7}
3

A F9E T 1809 FEL

_1

=) S A=
A4 (optimism)2 7)ol that FA A As

= 71l "a daA BEe A= AEES

| Zansia=s 1
7ES dRHor m7E AMEEL V4% 53
29 2pg a2elm ZAel e =i ) F
A 7Es EEsh (Y ZeAS FATIE

(Sunny, Lee,

and Law  2019; Parasuraman 2000). &A14

(innovativeness)> MZL 7]&S YEHT WA

24

1

= N
ot

U

2ATHRoehrich 2004). %3 gH(discomfort)-
AFolv 7|aws AHEE ), Ve YR
7w, 24 sEo] BEsittal =4 A}
A i ogra =
(Parasuraman 2000). ©]2gt F-A =<l 7}
HIZERE stolg 7] AR AIRME THAAITIH,
e IAYetEs ETEAR, fEE 20205
Meuter, and Surprenan 2003). &<zt
(insecurity)2 AMZL 7]&d st EX3 9 7]
o] & zAwEEA dis) ots e As
2o} (Parasuraman 2000). 2491 &3k A 3t
AAE v F, MIARGE, B 5o TAZ A3
A7)eel gk EQrs T AL Sl AR S
A7 Es A g2 AdS BQlthPoel and
Leunis 1999). A=7 &33to] 2 AuAHES A4l

ol Aad MulAE WY AdES Tl dvlE A

=
¥
-

ofo
ol
o
N

s
ol

Curran,

33t (Meuter, Curran, and Surprenan 2003; Ryu,
Lin, and Zhang 2019).

Lin and Chang(2011)¢] AFiAME 7|& FH| =
7b F& AFES SSTO| Aol A 93-S %
A et 22 SST AR o A7F Zst7] wiiol

32
fd
wm
w2
b
T 0
0,
i3
ol
N
o,
ofo
2
il
o
=
1 ox
e}
ol f

3
M oo
o,
ofo
m
e
©
o)
Ry

Gummerus, and Riel 2006; Zhu, Nakata,



Sivakumar, and Grewal 2007)olA 7|&<R] =2

744 &9 A 5§44 291l BHETE B9

< FEHHT fFod dFs AR Kske A

velytth 3 Blut and Wang(2020)& 7)<

o] AdE Ao wet e Aed & A,
o) A

of $aaidn BEHE & AT FAA.

T

Ir

Py

]

2

I, d32d & JHdMF

1. d7=29
¥ A7olAE Lin and Hsieh(2011) A H] 2
e FA AR TR V1SR, dARY, =
A, BoHd, S04, wAs) feds T2 W
% sfof z7te] Wigol aARIAlIA M E] ofu
F dFe vH A Aefshaa k. w3 U)EE
Alieghs 2AMaTE 24 9 RACA MR *
A Zae SAstaA dth FAA R Ve
NEFHE Aol B A e Hgow
= At A

4 TARY T AFE F A
=

golsl AgE 4 9l

2 pel mye (29 113 2k

AZAE|27]E FAo] IAJACIARE A& FTF

AHHOHBE

o
HH
]
4
0z
>
o
H
K
=

1) MZAH|AT|
ol o x| HE

R Ake] AZAH 2 7)Ed
==
X

™ (Meuter et al. 2000)3}=H)|

e

B ko rr ox oo

o]tKLin and Hsieh 2011). Meuter et al.(2000)

71%68E e SST A& Awehs 7H

sk xpdolgtar s w3 9(2022) Aol 9
_]

of\

{1

O

]_

N5 AZE F84d FAHA 9P Fx
z : 44 9%

A7 84 Bt AR

ZF 7154 OIS aaRtELd A 9
5 v A, RS, o] T (2012)E &

JoiRde e g e T P
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tHWang et al.

Het
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JJJ
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7b A FF 7HA

s

3l Hapsari,

2019).

]

RS

]
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=L O
Bl

3} ge Azt

[e)

=

(Brodie et al. 2011). @Al o}

e W et

ofp

AAA o)A Ee]

17491

&

%
<l

d

FEoZH
THLin and Hsieh 2011). tjAF1A

|

R84

J o

%
A

1

kel
T

Age SSTe o
ERDESEE

ol

®

B olth(Dabholkar and Bagozzi 2002). +3)<(2022)

o 3 4 tkLeclerc, Schmitt, and Dube 19%4).

1

2o

At

719279 TRl

3.(2017)+=

5, A9

N

&9 2018).

mA Holt,

E

Mol 719je] Alfan)o] HEE
O;

al

A9l

=2

1

o
3]

“

A7
frel

-

Ak
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L

1

&
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=

i 2e 7}

[e]

=

|
Monferrer-Tirado,

2 BAEQITh gy o
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[

|
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Estrada—Guillén 2019; Pansari and Kumar 2017;
Roy, Gruner, and Guo 2020)& 71 A o] A HE ¢]

A3

(Moliner-Tena,
26
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Meuter et al.(2000)> o2 3ol A
Hrk= gale] SSToll sk ek <
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The Effect of Self-Service Technology Quality on
Customer Engagement: Moderating Effects User’s

Technology Readiness

Eun-ha Jung®, Sang-deok Kim**

Abstract

This study analyzed the effects of seven dimensions of Self-Service Technology on
Customer Engagement and the moderating effects of Technology Readiness based on
the study of Lin and Hsieh(2011). This study complemented previous studies which
dealt with only some dimensions of Self-Service Technology quality. In addition, it is
intended to complete a more three-dimensional empirical analysis by understanding in
more detail the effect of Self-Service Technology quality on Customer Engagement by
using Technology Readiness, one of the characteristics of customers, as a control
variable. The major results of this study are as follows. First, as a result of hypothesis
verification between Self-Service Technology quality and Customer Engagement, the
Security, Enjoyment, and Customization of Self-Service Technology quality have positive
effects on Customer Engagement. Second, as a result of hypothesis verification of the
moderating effects of Technology Readiness in the relationship between Self-Service
Technology quality and Customer Engagement, there are moderating effects in
proportion to the degree of Technology Readiness in terms of Functionality, Enjoyment,
and Customization. The results of this study made it possible to segment customer

based on Technology Readiness, and establish a practical marketing strategy.
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