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A Study on Kiosk Satisfaction Level Improvement:
Focusing on Kano, Timko, and PCSI Methodology

Jaehoon Choi*
Pansoo Kim**

Abstract

This study analyzed the degree of influence of measurement and improvement of customer satisfaction level targeting kiosk users. In
modern times, due to the development of technology and the improvement of the online environment, the probability that simple labor
tasks will disappear after 10 years is close to 90%. Even in domestic research, it is predicted that 'simple labor jobs' will disappear due
to the influence of advanced technology with a probability of about 36%. there is. In particular, as the demand for non-face-to-face
services increases due to the Corona 19 virus, which is recently spreading globally, the trend of introducing kiosks has accelerated, and
the global market will grow to 83.5 billion won in 2021, showing an average annual growth rate of 8.9%. there is. However, due to the
unmanned nature of these kiosks, some consumers still have difficulties in using them, and consumers who are not familiar with the use
of these technologies have a negative attitude towards service co-producers due to rejection of non-face-to-face services and anxiety about
service errors. Lack of understanding leads to role conflicts between sales clerks and consumers, or inequality is being created in terms
of service provision and generations accustomed to using technology. In addition, since kiosk is a representative technology-based
self-service industry, if the user feels uncomfortable or requires additional labor, the overall service value decreases and the growth of the
kiosk industry itself can be suppressed. It is important.

Therefore, interviews were conducted on the main points of direct use with actual users centered on display color scheme, text size,
device design, device size, internal Ul (interface), amount of information, recognition sensor (barcode, NFC, etc.), Display brightness,
self-event, and reaction speed items were extracted. Afterwards, using the questionnaire, the Kano model quality attribute classification of
each expected evaluation item was carried out, and Timko's customer satisfaction coefficient, which can be calculated with accurate
numerical values The PCSI Index analysis was additionally performed to determine the improvement priorities by finally classifying the
improvement impact of the kiosk expected evaluation items through research.

As a result, the impact of improvement appears in the order of internal UI (interface), text size, recognition sensor (barcode, NFC,
etc.), reaction speed, self-event, display brightness, amount of information, device size, device design, and display color scheme. Through
this, we intend to contribute to a comprehensive comparison of kiosk-based research in each field and to set the direction for

improvement in the venture industry.

KeyWords: Kiosk, Kano, Timko’s Customer Satisfaction Coefficient, PCSI Index, satisfaction survey
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