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Fig. 4—1. Serving Robot

Tab. 4—1. Robot Actions for two Cases
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Analysis of Customer Evaluations on the Ethical
Response to Service Failures of Foodtech Serving
Robots®
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ABSTRACT

As the service robot market grows among the food technology industry, the quality of
robot service that affects consumer behavioral intentions in the restaurant industry has
become important. Serving robots, which are common in restaurants, reduce employee work
through order and delivery, but because they do not respond to service failures, they
increase customer dissatisfaction as well as increase employee work. In order to improve the
quality of service beyond the simple function of receiving and serving orders, functions of
recovery effort, fairness, empathy, responsiveness, and certainty of the process after service
failure, such as serving employees, are also required. Accordingly, we assumed the type of
failure of restaurant serving service as two internal and external factors, and developed a
serving robot with a vocational ethics module to respond with a professional ethical attitude
when the restaurant serving service fails. At this time, the expression and action of the
serving robot were developed by adding a failure mode reflecting failure recovery efforts and
empathy to the normal service mode. And by recruiting college students, we tested whether
the service robot's response to two types of service failures had a significant effect on
evaluating the robot. Participants responded that they were more uncomfortable with service
failures caused by other customers' mistakes than robot mistakes, and that the serving
robot's professional ethical empathy and response were appropriate. In addition, unlike the
robot's favorability, the evaluation of the safety of the robot had a significant difference
depending on whether or not a professional ethical empathy module was installed. A
professional ethical empathy response module for natural service failure recovery using
generative artificial intelligence should be developed and mounted, and the domestic serving
robot industry and market are expected to grow more rapidly if the Korean serving robot
certification system is introduced.
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