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m Abstract =

Advances in information and communication technology have introduced self-service technologies (SSTs) to service
companies, changing the way they serve. In addition, as SSTs are expanding for low cost and high efficiency, opportunities
for technology to interact with consumers have increased. Restaurant managers have the advantage of the SSTs win-win
strategy, which allows consumers to freely receive the products or services they want, but some consumers have low
satisfaction of the SSTs, especially elder people and the blind. This study examines the effect of unmanned order
payment technology on service quality evaluation. For this, we interviewed a total of 12 consumers in their 10s to
50s with the experiences of using unmanned order payment technology, applying the Grounded Theory Method(GTM).
Through a review of the research participant interview materials, totally 84 concepts were derived and the concepts
were analyzed to derive 15 subcategories and 10 upper categories. Finally, a paradigm model of the effect of unmanned
order payment technology on service quality assessment was derived. It also found the importance of consumers’ sense
of obligation to use unmanned order payment technology, recognition of advantages (e.£., time savings), recognition
of shadow labor, and recognition of whether the technology usage process is in the service quality assessment stage.
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