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The Effect of Kiosk Quality Attributes of Hotel on Customer Satisfaction and
Relationship Continuity Intention

Han Jonghun - Seo Jungwoon

<Abstract)

This study aims to propose a reasonable and effective kiosk operation plan for hotels
planning to introduce kiosks by verifying how the quality attributes of hotel kiosks, which have
recently been rapidly increasing starting with mid-priced hotels, affect customer satisfaction and
relationship continuity intention. An online survey was conducted for customers using hotel
kiosks. 300 copies were collected, 61 insincere responses were removed, and 239 copies were
verified. As a result of the analysis, first, hotel kiosk quality attributes, display color, device
design, internal Ul, amount of information, display brightness and response speed were found
to have a significant impact on customer satisfaction and were partially adopted. Second, in
terms of relationship continuity intention, the display color, internal UI, amount of information,
and response speed were found to be significant and were partially adopted. Third, customer
satisfaction showed significant results in relationship continuity intention. These research results
showed partial differences from previous studies on general kiosk users and restaurant kiosk
users, and based on these results, academic and practical implications were derived.

Key Words @ Hotel, Kiosk, Quality Attributes, Customer Satisfaction, Relationship Continuity
Intention
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