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( Abstract )

Determinants of Hotel Customers’ Use of the
Contactless Service.
Mixed—Method Approach

Hee Chung Chung, Chulmo Koo , Namho Chung

The development of information and communication technology and COVID-19 have caused an unusual change in the
hotel industry, and the demand for the contactless services such as service robots from hotel customers has surged.
Therefore, this study investigates the perception of hotel customers on contactless services by applying a mixed-method
analysis. Specifically, this study identified the causal correlations between variables through the structural equation model,
and further applied the fuzzy set qualitative comparison analysis to derive patterns of variables that form the intention to use
the non-face-to-face services. As a result of the analysis, it was shown that service experience co-creation, palyfulness,
personalization, and trust had a significant effect on intention to use through the contactless service use desire. On the other
hand, in the results of fuzzy-set qualitative comparison analysis, playfulness was derived as a core factor in all patterns.
Based on these analysis results, this study provides academic basis for in-depth understanding of hotel customers' perception
of contactless service and specific guidelines for hotel managers on the contactless service strategies in the era of COVID-19

pandemic.

Key Words: Fuzzy—set qualitative comparison analysis, Mixed—method approach, Service robot, Non—

face—to—face service, Service experience co—creation, Playfulness, Personalization, Trust
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