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UThy e of, Hoph AS5H0 8 Afsto] 3o
57 Fth(Bandura, 1986). 4
HZ7F 27| a5 e M A% Ae] 3o
oigh Q14lo] olx|al, AJARIS] 4-gouf ARG

ol
o
g

fot
i)
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ok,
Sy
o2
offt

1996).
2718572 Q1A

A JITEAIE AEATI=

(2021)= 71923 7|6F LA4HY] oA 217

asgo]l 149 Ve 8 HE, 4%, UL

of Golu|slA Zhgelw, 7|&48m3(TAM)Y

5 Ex A
oo 244 dFe mAHL AAsHAH. &
H, sje] AFAE ol=let B dEEHA U
EPAT} Venkatesh et al.(2016)2 THH 7|&4&
2E(UTAUT2)S 7IHte 2 Ap7|asyto] bxg
717] & ko) ux= JFE FASHH, V&
719E 5ol AL gof QlojA A aEA o
TS Fxskth

FTHA R, ot A3 AF A= Tl
Hi, A"E 7]zo] ddste dAe] 4H &F
oA A7 asgdo] ABAe] ZlE ARkt A
S2g5to], AHAEL] AA| st HE A4
FEFS A= AAAR] Y 29US P
d5erhe He Hojer

2. M2

A syl FEAAT 91F0] AESH A3
oA ER10] WSt Am AR Hhe] 35

AWNE 7|dishe w7 o= Hod 4
Mayer et al.(1995)2 AIZE E2H(X2], 7]&, 7|
hell digt ojE2 7oAl sh= AEA AdHl=
o Hgrow, S Ao gl tigt Q14]o] Al
2o] ETE o]Ethal Stk McAllister(1995)
HAl A7t AE O] B Ao AE e
ol 2F 7IAR BHoYa, JAAA Al=](cogni-
tive trust)@} HA1A A= (affective trust)2 5o}
At olF 9] AAAtE EF Q1%] 7|%E A =et 7
Q718 ARE A2 e FNder He A
of ToJstal Sl=dl, 12jt o= F 7HA TR
o A7t 2t7] o AdaclE 7Hd 4 7] of
+o|th(Erdem & Ozen, 2003; Johnson & Grayson,
2005).

ARA A== Aol A= gdat o] o&
st 418 % B YA E 2Jn]erk(Sharif et

Z]o]ZItH(Ha et al.,
ol A gt

—

= =
+ 1AEA A=Eetal B 4 Qlti(Akrout et al,
2016).
Folaer Zo] o HFo| vjAH
+ o] Ao gt 7Aool A HET= Al
1 AAZ o]FsHA Hrt. o] §ARe] Feld o]
gt A A7t FA=E] dalide ZAC
A2, 71E A, ol T Al B A&
A, QFl tigt 3AT A Fx), 81 e
o|£9] d& FHeA Fol TFEolof gt 7l
Aol otk ZAA A=7F FA4E7] AoiA=
st Ae 4

of
otAZy 8|3 oHAlSY o]8Y £ Qti:= A

ol
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CH(Mayer et al., 1995; McAllister, 1995). A= 4l
glof et AL 7leS WS ottt IAH
T AR EQtohA] Ytk AA Shalo]

HOIA UERdThT metet 4= gl

AHEE= HS gleoldt= onE &7] 919
‘HE S 5ol= Fol @] ‘contact’et A9 A

A
o
nW

T 9, 2018). 121 ¥
orientation)< A XL AH|A 7|&S
2 % Otz AR ARl A1
HAES Eolde Qe WAl
(Gelderman et al., 2011). A= o
¢l AeA8S sty HEr AAE
D2 BYEe A o 3E o
olu]E 543 4= Qltk(Sheth, 2020). T
giths Poletr| ik, AHRe] e
it AE A S A3 E sk TEHe
2F-g-9ttt= Zo|th(Pantano et al., 2020).
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= i HEFS duh A35HAY 7A=7tef
2tA 48 o] 57t Dbl ti(Dabholkar & Bagozzi,

2002). E-2 AlH] Azt

_(_)_.E. @-O}%O]j—, Pl:— T j=] .

Az drolEd 4= Qlok= Folth(Parasuraman

& Colby, 2015).
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TH(Chaudhuri & Holbrook, 2001).
27 &9 FE £ 7 Ut H2 BAH
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Untact Orientation
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Cognitive Trust

T Mg
Affective Trust

ARG s 3 AACH

Fol QEE AeFo| S0

21 At7|z25@0| AXH-FEMH L=|of O|X|

Gl Gl
o2 7R, 7% Aedo] dig el A w7}
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FEAT M31A M=

m|

22 QXA FME M7t LoIHEo|

X et
Qloj ojX|= A

—

ta

2,

FRHEE AHlA AlF2ete] Aozt-gol
= AEelA ARAE Z]E7)d AxAE A
(SST: self-service technologies)2} 215 A& 2H-&
M AH|AS olloF Fch(Meuter et al., 2000).
olefa BACIAE ABH hE AulzolA A1)
7} B BT A, A2de) 35
v ANE Hig o ® AIRE @St HE= A
2o sheAas FEd A9 mast Ao
(Johnson & Grayson, 2005).

2 AFoflM= AZE IAA
B2 FEotsd], dutdos 1214 4l
(= dhH e Sy A
7hel Z18bstal, AA A A=2e HAA
YA H 22 A 7hte] o
Ch(Johnson & Grayson, 2005; McAllister 1995).
o2 TAIAY THHA =Y (commitment)
742 e AE fASH e 254 A= S
AE, A== S Sshk= i A8 aql
o2 AAEo] Yt Morgan & Hunt, 1994).

FRlmer 22 vtidA AgolAe AN

7]

N

ol
-

r
)
I
>,

_O,
oo
i)
o,
o
X
P>
=
D)
10
ifa
ok
>
ox,
i)
A
)
ri,
(]

diAA ] vls dHidow A AdAE
et 71E AFES 2loy HtH A
FollA A7t ol 9 QXS ¢slst
8ok 9 WFe Aelkith= de xS
2 Gefen et al., 2003; Kim & Kim, 2005;
Pavlou, 2003).

A Rl arof gk 1214 A=A AR A
A, 4B/, AS57HEAE 57 EoE AHA

RO oot w2

I
[e)
717} ele] B9 Siel Fobd sz oy

HoH(McAllister, 1995; Morgan & Hunt, 1994).

SRS

A AHS @ u, IAFA A (EY)
= Yoz s 4= Qth(Johnson &
Grayson, 2005; McAllister, 1995). T3t 7]&2] n}
AY ATE2 AAA AP HEd FAAZES}
Y% 22 wAA ZaE F4cks dH Fast
e = HoF lo], FAZ A=
ojojd 7hs/del it ol&2 <A

£ AlAIgtH(Chaudhuri & Holbrook, 2001).

Q.

7td 2: XY Azl= FFE oot =0l F(+)
o gek= OIE AOolLt.

7td 3: SMH dzl= FEE oot =0l Z(+)
o get= Ol Ao|Lt.

-

23 FAF=E cfs
Zof ojX= d

=§0| UHFE-xH0] 82

=% (engagement)=> AH|Z7} B S L) AH]A
F= A0S BAE AESHL FetstE = Al
A o2 Ao, TARAY AFoA A
A2 oA 2th(Morgan & Hunt, 1994).

3
Bqo] £ AHAE Basl AN BES Y
oM Ao BAG FH Aol 900,
olgfgt EYeE2 AH|A ARkl gt AH|Z}
B7tet AFA ANE dSche T8t Yo
HohRust et al.,, 2001). AH]A G

M}

T7t Aol 9 FAAE] AHA HAPadl
o= 7HFEo] ghom, grEe 7o) thu] AA| A
o] Byt Axtz Aols)] rthOliver, 1999).
EYeFol w2 48R AHA AlFAe] o
S et AAA, AxA A=7E FAE gle
o, ol AH|IA AWt dBAEE wo 34
2 HEAFEoR olojd 7hsAdo] 9lth(Hennig-

Thurau et al., 2002). £3] FelHxe} e 7|&
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Stth(Swan & Oliver, 1989). Gwinner et
al.(1998)2] oAM= &Yool AR I F
= "3t AMdS Hs]al Sl

Anderson and Sullivan(1993)2] <At ©Js}H
olgelze] Haglol 5o, He

R A

T HEAEL AT R Aol gdwg FoA
ATk Gt o3 Avhs BAHE BN
TLH e 2 ]

7te da: FAEZO Oigt 22 UFEO| F(+)2 S
&2 0= Aolct

7te 4b: FOIFEO O S Y2 MO[E2=0 F(+)

AEE FJF2 7]& 7|9 AqH|A oA 4H|
A7t NA"EE -85t ARste Walo] d3Fe
o] Xchg<7, B, 2020). £5] Ar|ES7|
2 AHALSE 79 A2EE o A 48
stal 3AHor Hrtsted], o WA= AdHE
4l wet 1 A=t ek 5 et

AEE Aol w2 2B ¢, HtiH 2

Aol Het ARRRSo] WAL, 1}%14 A sf

pacs

CH(Dabholkar & Bagozzi, 2002; Meuter et
. 2000). °]H EAo = 27| a5 74
Azl g AHFAT olg4Te Ho

oAl Hold 7FsAdol Ath(Gelderman et al.,

ol H:l

2011). I = TEE ZeH|Zb= H]
H oA Bt ESAAAE o A QA
4 12T (Dabholkar & Bagozzi, 2002; Meuter et
al., 2000), ol&|gt A= 2pr|asdo] Eret
T O gt FRIFE AAF it A=ls &
o] Holxz] 1l Aoz ofstE 4 Qlth
(Gelderman et al., 2011). w=tA] o2 &2 7}

4o 25F 4 9tk

AlgFo] ke

E o o
o BHE 3BT

7t sh: QIR E M2 Szt AME AR 2t

B ATE RYR olgol thFt anlake] Q14
F2E AFHoE BASLA HEIAE B8
sfo] A28 +ARAL. AR $HL AFEAY
AR EERLEE DER-UE EE R
AP A2 Y ol FAHES 2 ol 8T 3
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A2 g7tol7] 918l Cronbach’s a 4k &<2lsh

Aot B4 Ay A7 &5 7(910), AAH A=
_]

(.784), AAA A1=|(.834), FAHE T =
(.880), TH5(.863), Ao]-&2]%(.860), AHE AT
(0.889) 5 HE 4 7Hdol 0.7 o9 7IEAE
Falste] AlZ o] SHE S-S 1T 5 AN

TH(Nunnally & Bernstein, 1994).

<# 2>9 Zo] AN QJIEA(CFAYE Sl
71— ?./517]]1;1_,] /\Eﬂ]ﬂ-%}/\gjq_ ﬁ,]—l:ﬂ]:/]-%l—/l-]_‘g__
st HEEAY ZHE 9o BHoEAt
(AVE) #3 7Hd AIFI=(CR) b= £1Igt
RE Hpo A AVEE 547~.773, CRS .784~911
2 Yeht Z42te] 714191 0.5¢) 0.72 F5519
TH(Bagozzi & Yi, 1988). +X P o] AL E H
7¥st7] Slafl AldE BAAE x*=460.422, df=
215, GFI=.886, CFI=.939, TLI=.928, RMSEA=
062 59o=2 UEHY, Hair et al.(2006)°] AAISH
AP 7|FE AR vHEshe Ao wdE
E3] GFI, CFI, TLI 59| A ®E 99 ZHstAY
3)ote] Bo] L2 HPdS sl

HHelG] AAFE ERIst’] $l9 Fornell &
Larcker(1981)2] 7|&& #-&5to, ZF 79 2] AVE
ol o2 Mazte] AiAS AlF FgET £
A HESItH<E 3> #a). 24 43, BE
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PEARS 43.769%2 50% 7]ES ZIotA] ¢rof
g

agio] YyRe BAE HUSHE FAS B
2] 2] ‘E%’%l’ﬂ'(Fuller et al., 2016). Tt Harman

o o
223t B~ BFZotA 4 22} t-value AVE CR Cronbach’s a
A7 |25l 860 - -
247|552 2|5zt 896 049 20.007 773 911 910
27| ES23 881 052 19.606
O{EHE M3SF5 766 - -
AHEHE 34 906 073 16.082
HEHE A5F 647 879 889
EHE M3H3 827 154 6.561
AHEHE A5F] 704 130 6.272
QIZ| A3 763 .088 12.196
oI1z|AIZ|2 012 A2 731 086 11.709 547 784 784
o1Z| A2 724 - -
AMAlZ[1 769 - -
AMAlZ2 FYSNE 789 075 13.560 627 835 834
HMAZ3 817 082 14.028
=41 776 - ;
=2 .848 071 15.258
293 2 694 086 12.027 594 879 880
294 801 076 14277
295 724 077 12.763
OrZ4 784 - -
OrZ3 774 070 14.340
or= 612 863 863
=) 769 067 14214
= 802 066 14.995
ajo|2o| =1 835 - -
0|20 =2 pUTo]E=Xel]= 821 062 16.486 673 861 860
0|89 =3 805 056 16.052
2t 5F¥th(Podsakoff et al., 2003). o]of & =4 AHLS LRl ZAE 5] HiASH=
TgE Egote] Aol &8H ¥Sel dsl 2R HAol|EtE 124 HAH HAE o]
Harman’s single factor analysisS ZISjsIIct sfe "Wart Qlomg Hrh Fwstk 4 95
(Fuller et al., 2016). 4143 A WA @2lo] 4 A A DAY A3 A2 EIF HH3PE|ofof

St} (Jakobsen & Jensen, 2015).
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B g | EEEA| (D) 2 3) 4) ) (6) @) (®) ©
2712524(1) 4.000 696 1
Q12| A Al2|(2) 3.618 544 | 4757 1
HMA AZ|(3) 3.287 635 | 2917 | 6157 1
2oIHTZQl4) 3.561 596 | 4127 | 623" | 4957 1

QHEE(5) 3.474 594 | 4437 | 6817 | 6957 | 5577 1

HR0H2| Z(6) 3.588 641 | 4797 | 6237 | 6037 | 5697 | 7817 1
HEHE MEK(7) 3.104 765 | 049 | 1327 | 2497 | 044 | 2057 | 1937 1
SolMIOo|YIZ(@®) | 2390 | 1.501 | .053 | .088 | 226" | .189™ | 1517 | 280" | .056 1
SOIMIZZH|E(9) | 2257 | 1.037 | 034 | .103 | 039 | .104 | 061 |.104 | -014 | .103 1

ATAe AAE oled B3 /M-S AF
Sk7] sl FEREAHARP(SEM)= &85t e
BAo= AMOS 21.0 T2 135 ARSIt =
g AL E HUK Ay, x°=460.422, df=215,
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<H 4> 7H4HE 2

7t4 3= BE3} A5 Q2akgt t-value t4ds 2
Hla(+) A7|2sY - ARH g 5677 049 8.176 2| 2|l
HIb(+) A2 — HMH LlE 334" 056 5.058 2| 2| =l
H2(+) QIZ|AZ] - 2oI¥E Z¢ 717" 149 5.283 2|2l
H3(+) MLz - RYE =Y 070 .093 687 Z|2|g) 2| ok
Hda(+) SOIHE 2Q - Ot= 766" 077 10.769 2| 2|
H4b(+) FUHE =Y — Afi=oH 735" 078 10.935 2| 2| €

D EAHLQ ROIMEO| I L ROIME HWRALSZ U 0| 0|2 E0)| Chst 22k 2 Al A3 7HsE

¥ p<0l.

o) ol%7k B4 Aol AulA AFAstel Ak SHAE JHE 4F 50 wet a4

A el ARtks 884y 7154 "ol ¥ Ader FEEGeH, T A 7+ FEA

= AR O =3 HEo AAS AstA 1 49 ZpolE HWSHHTH<E 5> D)

7] wzolet. whebA 2 o] AuE Higo R A, A71'Eol JAAA A=of njAs IF

FF dFolME T HEzoM o] A=ide H Ql M H5a0] 3%, dHE 4ol 2 HH(B=

ot MlEslsled AT "Qart ot 536)Hoh AHE Aol 22 Hh(B=.575)°1A
Yol 1A wFof mAE FFCHE HbayE  ATIESHo] XA A= ¥ Z A I7

o] ZFSHAl A= AJTH B=766, p<01). =} & = HXe Ao= yeou, AR A

do] 245 FAHE] Wit 38A Byt A 2Y T FlelAlEe Zolrt .099=& e FAIA

sttt A2 9] Sl A2 sjddn ol o= {oshA] g A¥= yeht 7Hd HSawe

2, ko] Alo|g oJkof JF= mHrk= 7HE 71

H, JdHE Aol g FmolM =4
d= oHA e AoE EA4HAN

Hab 9A] folgh f3olla] A= QIck(=735,
= 271 G570l AAA Ao dkE Tl
o

[e}
p<.01). o] Mo T, g AEZE ot s}t

o o o
ZHHS: HBHE 4 BESH Al A=
HEEE 2
7t 8= AYcH | DY | ARIY A2 240
HSa(+) | APZ|2sd — ARH 42| 575" 536" 698.310 099 | Z|R|E|R| ke
698.211
H5b(+) | A|2sd — BMA e 298" 374™ 701.672 3.461 2| 2|l

¥ p<0l.
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The Effect of Self-Efficacy on Trust and Customer Performance

in Unmanned Stores: Moderating Role of Untact Orientation*

Min-Ju Kim**, Ho-Taek Yi***

ABSTRACT

Purpose: The rapid proliferation of unmanned stores in the retail and food service industries has
accelerated in the post-pandemic era due to the expansion of contactless consumption (e.g., untact con-
sumption) and the advancement of digital technologies. While unmanned stores offer convenience and
cost-efficiency—particularly through KIOSK-based payment systems—they also require consumers to accept
and trust technology-driven service environments in the absence of human interaction. In such contexts,
users’ psychological traits, perceived technological competence, and emotional responses play a critical
role in shaping service evaluations and behavioral intentions. The purpose of this study is to examine how
self-efficacy influences satisfaction and intention to reuse unmanned stores through cognitive trust and
emotional trust as mediating variables. Furthermore, this study investigates whether consumers’ untact
orientation moderates the effects of self-efficacy on these trust constructs, thereby influencing the overall

structural relationships.

Research design, data, and methodology: Based on Technology Acceptance Model (TAM) and
trust-based adoption frameworks, this study proposes an extended research model that integrates both
cognitive and affective dimensions of trust, as well as individual psychological characteristics such as
untact orientation. A structural model connecting self-efficacy, cognitive trust, affective trust, satisfaction,
and repurchase intention was developed, with untact orientation incorporated as a moderating variable.
Data were collected from 300 adult consumers across South Korea who had prior experience using
unmanned stores. The survey was administered online through Macromill Embrain, a professional market
research agency. Structural equation modeling (SEM) was employed to test the hypothesized relationships,

assess model fit, and evaluate the significance of mediating and moderating effects.

* This research was supported by the 2023 Korea Distribution Association-Macromill Embrain’s research grant program.
** Ph.D. Candidate, Graduate School of Keimyung University, First Author
*** Professor of Marketing, Department of Business Administration, Keimyung University, Corresponding Author
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Results: The empirical results demonstrate that self-efficacy exerts a significant positive influence on
both cognitive trust and affective trust toward unmanned store systems. In turn, each type of trust
positively affects user satisfaction, although affective trust shows a stronger effect compared to cognitive
trust, highlighting the critical role of emotional stability and comfort in technology-based, non-face-to-face
service environments. Satisfaction was also found to significantly increase consumers’ intention to
repurchase unmanned stores. The moderation analysis revealed that untact orientation significantly
strengthens the relationship between self-efficacy and affective trust. Consumers with a high untact
orientation tend to develop higher levels of affective trust even when exhibiting similar levels of
self-efficacy, indicating that individual preferences for non-contact service environments meaningfully

shape trust formation.

Conclusions: This study emphasizes the importance of psychological factors—particularly self-efficacy,
cognitive and affective trust, and untact orientation—in driving satisfaction and repurchase intention of
unmanned store services. From a managerial perspective, this study suggests that the strategy for
unmanned stores cannot be achieved solely through technological improvements or Ul advancements. The
findings indicate that the key question for enhancing the performance of unmanned stores should shift
from “How good is the technology?” to “What kind of technology is provided to which consumers and
in what way?” In particular, the fact that the path from self-efficacy to trust varies depending on untact
tendency implies to practitioners that users of unmanned stores are not a homogeneous group, but rather
diverse in nature. Academically, the study extends existing technology acceptance frameworks by
empirically validating the structural relationships between self-efficacy, multidimensional trust, and
customer performance outcomes, thereby contributing to the theoretical advancement of unmanned service
research. The findings also underscore the need to incorporate affective trust and individual psychological

dispositions when examining consumer behavior in technologically mediated service contexts.

Keywords: Self-Efficacy, Trust, Untact Orientation, Satisfaction, Repurchase Intention, Unmanned Store



