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Abstract

This study aimed to analyze the impact of forced use of self-service technologies on customer
attitudes towards service providers, in both service settings: full-service and self-service-only.
It also aimed to examine the mediating role of perceived risks in this relationship, and to
measure the role of customers' prior experience with self-service technologies and the need
for interaction in moderating the effect of the relationship between forced use of self-service
technologies and perceived risks.

The study adopted an experimental methodology and used a questionnaire as a tool for
collecting primary data through the design of two scenarios. The study sample consisted of
300 individuals.

The results showed that forced use of self-service technologies does not directly affect
customer attitudes, whether in the full-service setting or the self-service-only setting.

Instead, it operates through the full mediation of perceived risks.

The results also showed that consumers’ previous experience with TBSS moderates the
relationship between forced use of self-service technologies and perceived performance
risks in both settings. However, the need for interaction moderates the relationship between
forced use of self-service technologies and perceived performance risks only in the full-

service setting.

Keywords: forced use of self-service technologies, perceived performance risks, customer

attitudes, consumers’ previous experience with TBSS, need for interaction.
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0.00 0.00 ANV AN (ggue
A$)aall 601 Jhlia yiid One Sample T-Test jLidl (15) Jgaad)

62 3 3sns K laa <0.05 (e Sral SiG dad B Galad) Joaal) 6 5aslll duall t Slas) K
S (3) apkaay) dadlly Al oY) Hlalie dlall @ild dued) Glils) hawgie c &ilas] AN

O gyl

(ALl Aol s pa A5 daxal) alasial o Jaaall A1) I gulisadl (8 o Jsaall Sglil
O Les ¢(3) Ljlnall Ll (30 el 589 ¢3.35 2Spnall ) e yaid oleal) acogiad) 3,
el Jol) g sz sl Heal) alasiad e sajlial Sie sl Igad Guaiedl of e
Sle xe A5l dessl aladsad e aeall 2B1) GBI goliad) & o Giladl Jeaal) Sl Liad
O e By e 362 ) Ayl ) jhlie il fleall Dugiall aly o(ALSI) del

el LAl il 8 Al Bead) alasial Llo anjlal Sie sllaall Iy jed Cpuaival
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:edeard) L28)ga yuaial One Sample T-Test JLid) —

3

(2) sebisad) (1) sebiaed) Skl

2.70 2.15 bl Jaussial

0.90 1.20 Slenall Gl

0.00 0.00 AV (o5

¢daal) CiBlga juiial One Sample T-Test jLidl (16) Jgaal)

losina (38 Sa5) Mllis <0.05 (e Saal Sig dad O Galud) Jsand) b saslsl) duall t 5Ll XK
NERTS L

Sl a5 215 3o I sl 3 edlenl) Cilse il uleadl bzl G oandl Sek
peall 3as Ladall 38 3la% Db gy IS Gpuniedl) G ) 50 Les ¢3) Aplad) dadll o
25 G pbll A Laasl Jaial o uaal A3 gl 8 A8 Aeatl) Bigal st e
ALelS)) Loaal

S5 2.70 fo I sl b Slaal) Clse puiial golual) Tz & Jsanl) el Liad
S Al w380 Bl Ll pgdllge CulS Cpmatiadll & () ud Laa (3) Aplia¥) el (g il
Gl A0 Al st e doand) Al gl 3 A8 Leasl) Sl aladin) e agall
ALK darsl)
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:ciluaydll Ladl 4.5.3

QB pui o 538 Ladkia dflas] dingia ) Aalall 550 ¢ duball Gl jlad) ) b
JalSia r3gai G Balaall ey ydlaall il asdy eaaly oF (& ipsiall G Saaal)

Jali s w;sﬁ Wl ¢ ) 5lall (SEM) AiSiel) ¥ oleall dandas Guslad e (Gl 138 b
daabil) (Dad¥) slehe pa Hydlall ye 5 Bpaluad) bl SLaY ((Path Analysis) clluall Jiail
nanal) Glball 5l = 3gaill daedle (S30 paii (o Db ¢ udall e (bl

:zdsadl) dagdla Ladl) -

daxayall tl) o Aailll Ailan ) daedlal) Clpige Ajlae (o 3 Y cAuaall 3503 daeDla (530 il
Unsead) £3Lailla ¢dial) pany Lty m3lall dayls LRI ) Cihdigall o3 Mas S5a35 A giaal)
bl YD el LDl S Sakedl gl Wl dola Galte A0 Sl Gl
.(Paswan, 2009)

el Clpdige zaes (3223 Y 28 3l fans U (Sharif, P., Nia, S.,2018)taldl 5Ll s
O Aegena a3 O 5l (agly Algid) julaall pe aill A6S (3160 Y SE Lghikad Sie sy
e LS e Yo zisall B3sa o WAL QIS g Algial ail) (il Ly Aedl) ydsall

+ Sy all

pdge OS Alsiall wil e cdu)all 3sat dasdla o lgn 280 A el degana b Lasdy
:(Cmin/DF - Chi-Square) ai)s s\ j&3a-1
St daall 5y o(Hu & Bentler, 1999) 23S 7 3 gaill doeDis aniil Loadaill lydigall (o a2

(5) e U o Bgam ) LasAN 1ag)
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:(RMSEA - Root Mean Square Error of Approximation) u )&ill sy ae hligia Hda Saa
gl Va8 dalasin) Jiaily oz sl desdle 2By e dllall cidgall 5l e A
Ciay (Kenny et al, 2014) asl ¢BLidl 138 by . ju€ die aaa ol dedipe ua Sl
Z3sall b Amitts Lyl sy calS 13 s

(0.08) (st sl e J8I Aad (395 cpm HAGAN 13gd R Aaill el

:(NFI - Normed Fit Index) &i)baall dglaal) ,&5
Al =gl 3] ¢z dgaill dasDle anil (Bentler & Bonett, 1980) laysh Al clydgall (o ey
Ly el iy 3gaill (o el Aaillae s e (1) ) ) daill dg (15 0) o

850 13g) Jesal) () aall 8 (0.90) (e SV Aaill i

:(CFI - Comparative Fit Index) 4i;l&al) d,Uaal) g
Z\.A:@J\ 85.'19 (13 0) U:“ 4.A_:_\§ Cgb'.'ﬁj ‘CJ‘BA-\S\ E\.Ac«vm ufuaﬁ (52a u.uw (Bentler, 1980) D_;L
Sl e e B ATall Gl 2isal) o il ddlas Gass e (1) ) Y

S0 51 (0.90) 5o Ldsal lagl Jsarall

:(TLI - Tucker—Lewis Index) (g~ Ssi i
&—1)5{).” E\A:\ﬁ\ Si\j (13 O) O M;é Cjbﬁj ccd},o.d\ 2\.&:«‘)\-& ufnaﬂ 63:\3:\; (Bentler, 1989) DJ;-L
3¢l Jaall (Y1 aall jiied cpm B eAiall by z3sail) G il Ailda Gains e (1) )
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:(IFI - Incremental Fit Index) 3a)Eal) dd:Uaal) Saa—6
Jxig (15 0) o 4aid zglims Ganyn z3salll dagdla éad bl (Bollen, 1989) o5k
aall il s A cAial) Cililug 3saill G bl dalak iss e (1) N Yl Lol

ST 51 (0.90) sa a5l 1agd Jaal) Sy

:(SRMR - Standardized Root Mean Square Residual) 8L} au il Jaligial) jial) g7
O JBY) Aadll il -(08,0) o a5 13 a8 #l55 «(Hu & Bentler, 1999) )@Y [F

el daedla o SAT Joial) el aall s (0.09)

rehdFall JLWa) Jea clliada -8
5 3 i) 2 3gaill AagDls ani i Al cpdisal) (he ALalSis de gana Sl s
A (a3 6 LgSIRd) (e aisl) Aoy Adlany) seliklly d8a) (pe dilidh il CE5AN a2
Ogiall) Jiadh il (i dpail) aad gf dial) aaaS) 2iak s o K5 S US (b cdallaal
aat Olasal (TLI; CFI (i) dylal) cilpiisall ae (SRMR s RMSEA (i) ddllaall culyégall S5

.(Hu & Bentler, 1999) saaal) < iaiall 5f 5l ciliiall 3 z3latl) & Lials ¢ Jga
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z3saill dasdls iyl 8 V) Joaall (ids ALl Y alaall Jalail Giusld o)l r.u «(AMOS)

13alSY) uladl) (339 dall)

A gaiall aud Aagunall audl digall
Cmin/DF < 5.0 1.713 Cmin/DF
RMSEA =< (.08 0.049 RMSEA

NFI > 0.90 0.957 NFI

CFI > 0.90 0.981 CFI

TLI > 0.90 0.972 TLI

IFI > 0.90 0.982 IFI

SRMR < (.08 0.046 SRMR
Al 7 3gal dagdla JLad) (17) Jgaa

Bl jlaa) vie dabll 7 3satl dilian) dasde 25n9 (1o 3an3ll S cJanll 8 sallall il L g
p3g) Algiaall 2l 3a LoDl gl Ayguendl) padl) (35 3 ekl Z3saill & clysnall G
+ Sy all
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Y dsniyl) duz @l H1
G A deadd) Gl aladtuly deadll A3 dmyi s ol BB BTY
Aaxdl) o3e blad Sleal) Cilge & Gl dadl) (s

;A s il duajdl) Hla
Aol g b HOIA Aestll G plastals Aasdl) 155 acnyi (630 (ol AN
sl o3 5l Slarll Cillya B Gla LS

: A0 dasjal) dua @l H1b

Aaadl) alng 8 A daddl) s ladtels Lesdl) 338 i (g3 5yl ALY g
Aexal) o385 blas Slaal) Cilsa b Gl Jags 23130)

: slesal) Jalas guilss

t ALl Aaxil) gudag (b sDand) Cilga (b 400 Aardl) LB alaialy el Y -1

(8 $ia SO Jlad)

aya | (B) dsY

Byalual) cf il

0.173 | -0.120 Saxd) Uiy <— (gl Y

I subisad) b sdlanll CiBlga & gyl AU ydileal) L) (18) Jgaa
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D g sl B edlaall CiBlga B (yuidl) Al yailaal) it

Aol i alasiuly Gopudl) A3 gl B gl jlaal ciliasyl ubaal) il & A
Ao Gl Dlaall Cilllga 3 (gedll oL Habaal) 50N Ay Sie AllS)) deadll aag 3 43I
ila A0 a9 a2e o Ju e ¢ (a0 = 0.01) AN (s5isa (1 38T (p = 0.173) aVal
Ailas] AN (6

S aladiuls (o) AU Sl 580 dag Yy cdine 5 H1a Lol 34 cells o 3l
ceDlanl) Cilga 8 ALK Zaddl) piag o Aol Aol

: Jadh 4014 Aardd) g g sSland) CBlga (b ASIM) Aadil) CLE alaiials (Gpuadl) Ay 2

Byalual) cf il

0.184 0.142 anll Cidlga ¢— gyl A3y

SO gyland) B edlaall CiBlga b Gyl AU pdbiall L) (19) Jga>

P ALY gulisdl B eSlaall CiBlga B Gpudl) alIDU pdilaal)

Zaxal) i Aoty (el ATY) golise 6z gl ol filan) (bl it Gyyglhl
O $danll Ciflga (3 oyl AU jlall il Ao Sie ¢ o Al daxal) pumy S A5
J:ﬁta a9 a2 o Ju b ¢ (a0 = 0.01)AVA (ggin (10 30 (p = 0.184) ayall Led
Adlas] A2 (03 Hake

S aladiuls (el AU Sl 580 dag Yy cdine 5u HIb Luadll 3 cells e 3l

shanll Cilga & Jadb A1) Zaail) gany b A1) Zaxal)
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il Odive Jaagie CBAY (Independent Samples Test) JLidl) &hal 25 cdajll sda lodY
Lol b aladiily (oyel) Al sl B Dleall Cllgn Jawgie Gn digiea 398 252 O
Faral) g (8 813 Leatll i 2akiaals oyl ALY 5o )lisees AL aral g 3 A5

/ L agn

A5 daeydl) duajill Hlc
Sie o(lad A005 Aesd lie ALIS Los) Losi) ping) o casill o386 5o ¢Dlanl) Cilge Cilias
A1 Lasill U sl (5,8 BT Awdl o3 jmh

Aaddl) plia g 5 pMarl) Cibl ga Jau gia CiDUA) JLSAI — Independent Samples Test (20) Jgsall

Levene's Test
for Equality of

Variances t-test for Equality of Means
95% Confidence
Interval of the
Significance Std. Difference
One-| Two- Mean Error
Side | Sided | Differen | Differen
F Sig t Df dp p ce ce Lower | Upper
Attitude |Equal 16.193 | .000 |-4.485 298 .000 | .000 | -.54889 | .12238 | -.78973 | -.30805
variances
assumed
Equal -4.485| 277.368 | .000 | .000 | -.54889 | .12238 | -.78980 | -.30797
variances
not assumed

oalaal padl lasl (Levene’s Test for Equality of Variances) 4 Sig a8 & el Jganl) ek

koY sig i Gl (Equal variances not assumed) _uilaill (ils pc e (e g2
On Ailas) AN (63 (358 3gag K5 e <0.05 e Suwal (t-test for Equality of Means)

ol BN g 3k A daral) g Liag) DAL Slaal) Cillsa Jalasie

A GlAS a3 ) Sl G 005 e Dl G
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el (il BT I gplisadl b dadsll w38a 8lad Dlaal) Cillse Jalega (f oliad Jgaal) Skl
spball A Cilgal) Liigin (e S8 585 2015 gl (AalSl dasdll aimy & A0 deadl) il
2.70 3 ) (L ApA derdl) auay & A1) Leadll il aladialy (oyedll oY) S

Laadl) plia oY g £Dlanl) il ga Jamigia iDUA) - Group Statistics (21) Js
Std. Std. Error
Scenario Type N Mean Deviation Mean
Attitude Self-Service with Staff 150| 2.1511 1.19568 .09763
Present
Self-Service Only 150 2.7000 .90384 .07380

goasd Bt el a3 slad $Dleal) Cile it ML 5, Aiine HIC dumjill ¢S5 adle 3l
Gl aladial (il ABY) dexdll o323 die o(hd A0 dexd Jlhe ALIS dead) deadl)
- ALl dardll iy 8 (gpeadl) YT mh A Letie Ll SIS agdlse (555 g, A1 dendl)

s AWl Ayl duajdll H2
Gila) el g & A0 dacil) aliin alasiuly Lexdll 438 dajin g3 Comadll QD) S
A Y halae (ggi 8
: A9 s sal) i jil) H2a
A deodd) Gl aladtaly el A3 amyi ) Gl A B
ASaal ) i (grise & Gulag) ALISI) Lol aiag
(Al e jdl) Lua il H2b
A dardll b aladnal Aead) A3 4y 53 (gl A1 5
A oY) hlie (ggies 8 Uilay) Jadd 351300 Zaadl) auag
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: stesal) Jolas guilis

:ALalSl) daddl) gy B AS)aal) olaY) Jhalia B AGIA dasdd) LB aladiuly (Speadl) Ay -1

AVl (ggima Sld)

(B) Js¥

Sall

Byalual) il

0.002 0.576

A0 611 halie «— (gyudll L3l

ds¥) subiad) B Aaal) Jlaliall & el Al pabial) il (22) Jga>

P sulaad) A AGE o)) i B (gl alIDU pdlaal) S
axall il sl (opeadl) AT snlise 3 zaseill Ll pilany) Jalail ftn gl
Al ) halae 8 Gyl DU bl pall) A Sie (ALlSl) dardll piag b AN
(o =0.01) s dglasyl) AN (gine 30 i 25 ¢(p = 0.002) ANV (g5iune Lo izl

Aglas] AN () Ll dgag ) s s

535 JS G ) sl da i s A3 oY) jlalie b (gpull GBIV 0 e J Ve
0.576 ey 4530 ¢lY1 lalie g i) ) (5355 (yel) AV 8 Baslg dojlina Bang ke

a:l)l_..u.o dasg

Aadl) Gl plaiuls Copedl ABDU Sl 585 dag (Aiine H28 ducayil 34 cellh e 2ly
- ohladl o g lil ) g5 AN Y1 Hhalae 8 ALKl daxil) aag 3 450
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A5 dasdl) iy b Al oY) Jhalia A ASIA) Aaadl) LB aladiuly Gl Ay -

: Ladd
AN (Goiea | gubiadl) Sesall
(B) A1
Bydileal) ety
0.002 0.638 A0 611 halie «— (gyuill L3l
A gl B Aaal) Jhaliall B Gl Al pdliall ST (23) Jgaa

P A glaad) B AR o) lalia B gpuadl) I paluall S

Rl s latiuls Gl pBY) slisn B zsall Sladd gilasy) Julatll Z5 Epglil
Y1 Shlae (8 Comil) WD bl il ;u;bg Sie o Lo A30A) derdll ang & A0/
sie &dlany) AN (s5ine (0 BB a5 (P = 0.002) AN (sicne L cialy AS)adl)
dilas) AN (63 L0 agag ) il Lae o(a = 0.01)

5Ly JS O () daiil) sda i s A5 ¢l Hlalae gyl A1 580 e O 1aag

0.638 v 453 ¢lY1 jhalae gl N (25 (el ALY (8 Banly dujlna Bang aka

5\:31:\“ SJ;)

Laodl) il aladiuls Gyl AU 3l 30 dagy cdiine H2D docajill A el e 3l
- ohladl sda g ) ) 5o A5 ¢l Hllae 8 dadd 35030 dedll auag 43I
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A5 dae a1 duajill H2c
pah ie (Lo 45 dend ke ALelS dexd) daddl) aasl s AS50al ¢l lalie (ggine Calidy
A1 Lexdl) il aladiuls Cpmdl) Al dexsll o3

il Ofite Jawgie CDIAY (Independent Samples Test) HLodl &hal & cducaill oda HlodY
Sl aladialy (Gpul) ABY) gliw (B A5l oY) Hhlae Jaugie Gu dugine (398 3539 O
g5 (b A0 Loaal) s plaaiols Copmll BN sp)lissy ALK Losall g 3 A5 deral)

L 20 dasal)

Aadil) plagy Lhg AS nall plaY) jhalia o gia D) LSS — Independent Samples Test (24) Jgsa

Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Significance Std. Difference
One-| Two- Mean Error
Side | Sided | Differen | Differen
F Sig. t df dp p ce ce Lower | Upper
Attitude |Equal 0.35 .853 |-2.164 298 .016 | .031 | -.28000 | .12939 | -.53463 | -.02537
variances
assumed
Equal -2.164 | 297.970 | .016 | .031 | -.28000 | .12939 | -.53463 | -.02537
variances
not assumed

uul;ﬂ Ceid )lasl (Levene’s Test for Equality of Variances) Sig daid &l odlel Jgaall ek
I (IS5 ) e s 0.05 g LS i

JWaY sig ded ol Equal variances assumed  salaill cpli Jo¥) hadl (e saug
hissia om &dlas) AN (63 (38 Isag K5 aa 0.05 e sial t-test for Equality of Means

- oyl AN g andh ) daral) Cu.j AL Al ¢y Hhala
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Copml) A1) Jo¥) soplianad) 8 Aaxdll 0320 3las AS)aal) I3¥) Hlalie Jadigia G oliaf (Joanll jelad
& lsall hatigin e 81 g9 ¢ 3.344 3l (AL deadl) pamg 3 48R0 desdd) bl aladiuly
& ) (i Anlal) dassl) w3 A8 Aeadll il aladialy (el WD) B g0yl

.3.62
daxdl) plia g Ul 5 AS jaall 1Y) halia o gie DA - Group Statistics (25) Jsea
Std. Std. Error
Scenario Type N Mean Deviation Mean
Risk Self-Service with Staff 150| 3.3444 1.11489 .09103
Present
Self-Service Only 150| 3.6244 1.12612 .09195

Lardl) pagl B ¢ Al olaY) phalie Jabtas JUL 5, dse H2C Lujill 05S5 aile 3l
a1l Aaxdl) i phadinls (yldll aBY) Aeasll o35 (ymdh Sie o(dak A Aexd Jilie ALIS da2d)
o Lo 3503 desdl) aag & (geidl) AY) i p Ladie el lalaal (gine (505,

: 44N duiasal) H3
anll Cilgag 4313 Larall i alasiuls Gopudll WY1 c ALY AN oY) Slalaa Tat

Aaddll adde bl

:A9Y) A al) i il H3a
$laal) Cillgay A5 Larall il aladiul (opudll Y1 Gu 3D GG oY) jhlis JaigE
AL Larall wiag b Aeddll adia la

;30 dacjal) Lu )il H3b
sl Cillgas A1 2a3all L Aoty (opudl) BN c LD A ) Slalae Tats

Lot A1) Lardll aiag 8 derdl) adke lad

83



: stesal) Jolas guilis

Lail) iy b sdleall Cilse 5 AGIA) Aardl CLGE aladiul (Spedl) AR cp Aalugh -1

"

:Alalgl)
AV (Goia Sbd) Dl
(B) ds¥)
Byalual) il
0.002 0.576 Al el Hhalie «— (el ATy
0.002 -0.666 Slaadl Cilge ¢— AS50a oY) jhlas
0.173 ~0.120 Slaall iy <— (gyuidl Y
Bdlaal) b il
0.001 —0.384 | Slaall Cilge «— 2S00l Y lalie «— (gpuaill Sl

S slisad) 2 Blual) kg bl ciyililly Alaal cblalaal) (26) Jsia

tY) sbaed) (B 7 agail) jlusa (Jalas il

Gl ) sl (B zisall Jlaal gilasy) dulatll A5 bl (gl sl (e
ol Lo ALY Lastl) wmg (b A0 desd]) ol pladily

 eSlaal) Ciblga B AT o)) halaa il

Aaxdll L ol Gyl ABIY) gl & z3salll Hlud pilaayl didatll il Gyl
eDlanll Clga (3 A ¢l lalaal paladdl il daly e ¢ ALY Leadl) auay 3 A1)
Lee (00 = 0.01) 2ie Ldlas) AN (g5ina (o S 25 (P = 0.002) cialy AV G

Aflas] s (63 il agag ) el
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- eDaall Cillga 8 A oY) jhalae il e Jy sy
Ajlra 53l U oF Y Al 038 5 Cum Bl (B = =0.666) otV Jales Lad & Las
Ajhee Bang 0,666 lvier eDaall Cillge alind) b aalid A3 Y1 jhlae 8

(A ) Jhlie o) edlaall CiBlga b il Al pdliall b ST

V) Jhlas e Dlead) Clsa 3 () ADU Ll e AU Al S A cophl
die dglasy) ANl ded (e yraal dad 4y (P = 0.001) ANVA (g e G 255
haall Cilga & (sl AU il pe HEE ah e 85 G o(a = 0.01) A (s5ine
sda Sadf Cua dlu (B = —0.384) sVl dalas e & Luy AR o) Jhlaz Se
Cilge 4 5an5 0.384 ke paleds) ) (535 (o)l Y 8 sans 3545 X G ) bl
A ) hlas g ) da el

58 «(p = 0.001) &flas) AN 13 (IS AGLN oY) Jblse e Saball s A1 3 o

ceDlanll Cidlsag (gyel) Y1 (e AR 8 A0l lalaall 23K dlalig dgag N udd 13a

B o LIS A8 A3 oY) Shlae Taags 5, dsise H3a 2EH Gyl 05 ale 2l
ALl Zaxall wiag b Laddll adie blad Slenll Ciflgay A3 Aardl) il aladiuly (gyml
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dadil) g B edland) CiBlge g AN Aadil) LB alaAul (Gpull) ALY Cn Adalugh) -2

: Jadd 4 33)A1)
AV Sgima | gyl Jlewal)
A
(B)
Byalual) il
0.002 0.638 A0 61 halie «— (gyudll L3l
0.002 -0.816 Sasll Cilge ¢— ASsaall oY1 lalas
0.184 0.142 Slanll Cilge €— gyl A1)
Balall e il
0.001 —0.521 | el Calge <— 3500l oY) jlalie <— (gpuadll STy
A suliand) B Bdlal) by Builaal) clililly Aybaal) colalaal) (27) Jsea

A galanal) (b g dsail) lusa Jalad il

Gl AN slise 8 zisal Hladd cilasy) il &l Eoghl gl Jpall (e

‘;J:‘ Lo Jagd 40)Al) daadld) . < 401l deadl) b f\dilm\,a

 eSlaal) CiBlga B AN oY)l il

Aardll il Aladiuls (peadl) ABY1 siliss (8 z3gall Hladd cilean) ool i Eiyels]
Dasll Cilga 8 AR oY) Jlalaal Haluad) a0 Ay Sie ¢ L A3 auag 3 LI
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e (a0 = 0.01) xie Ldlanyl AV (ginn (e S a9 (P = 0.002) sl ANl Lad
Aflas] s (63 il agag ) el

- eDlaall Calse 8 AR Y1 jhlae 5k ey 1ay

OS o G Al o3 5 s a8 Cum Bl (B = —0.816) Jlaa¥) Jales La & Ly
sang 0.816 Jldiay Slanll e (mliss) & aaled AR oY) Shalie 3 djles 80l
osba

-
o

(A ) Jhlie o) edlaall CiBlga b il Al pdliall b ST

V) Shlas e el Ciflsa 3 (Gl DU AL e SV dul e A0 cigkl
die Ailasy) ANl dad (e sl Zad Las (P = 0.001) ANVAN (g das G &5
haall Cilsa & () AU il e HEE 5ah e 85 G o(a = 0.01)aAN ) (ggina
o3 S Cua Al (B = —0.521) Jas¥) Jales Zad G Lusg 8530 o) jhlaz Se
Chlga 8355 0.521 ke paless) S35 {5yl pTY) 8 Basg 3L KE D ol
AN )l p i) dag el

‘fé(p=o-184) @b&lWJ \JUJS;?S;M\ ‘_ﬁ\‘y‘;gj‘ﬂ\ eu:)d ‘),&L\AJ\ ij\ :'ju
G (P = 0.001) &blas) A2 13 oIS AN ) Hhlia e Lalall s S & o
sl gy ) 1 o A 8 A0yl LK Ay 25 ) s s

Y G WIS A GG oY) Shlae high o, daise H3b AN ducajdl) 0 ale 2l
..ia.ﬁﬂ %zl:i\ﬂ\ %AJAJ\ cfaj ‘:é g\_‘u;j\ ‘;AJB_A 5\;:, Sf\ﬂ ozl %ﬁb‘\j %:‘:’\'ﬂ\ g\.n.lgj\ t:'_ll:ua:\ f\ .- L\ L;S‘)A-ﬂﬂ‘

Laxall g ALlSH Zaxdl) aimg 8 A3 Laxdll il pladiuls (el alTY) S eollanll oda X5
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Participant Gender
Cumulative
Scenario Type Frequency Percent Valid Percent Percent
Self-Service with Staff Valid male 93 62.0 62.0 62.0
Present female 57 38.0 38.0 100.0
Total 150 100.0 100.0
Self-Service Only Valid male 83 55.3 55.3 55.3
female 67 44.7 44.7 100.0
Total 150 100.0 100.0
D and
Age Categories
Cumulative
Scenario Type Frequency Percent Valid Percent Percent
Self-Service with Staff Valid 18-22 118 78.7 78.7 78.7
Present 23-27 29 19.3 19.3 98.0
28-32 3 2.0 2.0 100.0
Total 150 100.0 100.0
Self-Service Only Valid 18-22 123 82.0 82.0 82.0
23-27 22 14.7 14.7 96.7
28-32 5 3.3 3.3 100.0
Total 150 100.0 100.0
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Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha ltems N of Items

757 757 3
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Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha Items N of Items

.927 927 3
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Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha ltems N of Items

.920 .920 3
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Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of ltems
.929 .929 3

: delal ) dalad)

Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
.828 .827 4

: one sample T-test  Lii)
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One-Sample Statistics

Scenario Type N Mean Std. Deviation = Std. Error Mean
easyreal.scenario 02b

Self-Service with Staff easyreal.scenario 150 4.1733 57925 .04730

Present

Self-Service Only easyreal.scenario 150 4.1033 52231 .04265

One-Sample Test?

Test Value = 3
95% Confidence Interval of
Sig. (2- Mean the Difference
Scenario Type t df tailed) Difference Lower Upper
Self-Service with Staff easyreal.scenar  24.809 149 .000 1.17333 1.0799 1.2668
Present io
Self-Service Only easyreal.scenar  25.872 149 .000 1.10333 1.0191 1.1876

io
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One-Sample Statistics

Scenario Type N Mean Std. Deviation ~ Std. Error Mean
Self-Service with Staff FORCED_SST 150 4.0956 .69764 .05696
Present

Self-Service Only FORCED_SST 150 3.7867 .61582 .05028

One-Sample Test

Test Value = 3
95% Confidence Interval of
Sig. (2- Mean the Difference
Scenario Type t df tailed) Difference Lower Upper
Self-Service with Staff FORCED_SST 19.233 149 .000 1.09556 .9830 1.2081
Present
Self-Service Only FORCED_SST 15.645 149 .000 .78667 .6873 .8860

: Aaal) o)) halia

One-Sample Statistics

Scenario Type N Mean Std. Deviation = Std. Error Mean

Self-Service with Staff Risk 150 3.3444 1.11489 .09103

Present

Self-Service Only Risk 150 3.6244 1.12612 .09195

One-Sample Test
Test Value =3
95% Confidence Interval of the
Mean Difference

Scenario Type t df Sig. (2-tailed) Difference Lower Upper
Self-Service with Staff Risk 3.784 149 .000 .34444 .1646 5243
Present
Self-Service Only Risk 6.791 149 .000 .62444 4428 .8061
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One-Sample Statistics

Scenario Type N Mean Std. Deviation = Std. Error Mean
Self-Service with Staff Attitude 150 2.1511 1.19568 .09763
Present

Self-Service Only Attitude 150 2.7000 .90384 .07380

One-Sample Test

Independence model

Test Value = 3
95% Confidence Interval of the
Mean Difference
Scenario Type t df Sig. (2-tailed) Difference Lower Upper
Self-Service with Staff Attitude -8.695 149 .000 -.84889 -1.0418 -.6560
Self-Service Only Attitude -4.065 149 .000 -.30000 -.4458 -.1542
: duadl) CAJ.AA dagMa L)
Model Fit Summary
CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 42 82.223 48 .002 1.713
Saturated model 90 .000 0

18 1914.147 72 .000 26.585

RMR, GFI
Model RMR GFI AGFI PGFI
Default model 046 946 899 505

Saturated model
Independence model

.000 1.000
586 319 149 255




Baseline Comparisons

NFI RFI IFI TLI
Model Deltal rhol Delta2 rho2  CF1
Default model 957 936 982 972 981
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000

RMSEA
Model RMSEA LO9 HI9% PCLOSE
Default model .049 .030 .067 S17
Independence model 293 282 304 .000
Independence model | 1950.147 1952.736

: AMOS zalip aladinl clua bl Las)

Scalar Estimates (Scenariol - Default model)
Maximum Likelihood Estimates

Regression Weights: (Scenariol - Default model)

Estimate S.E. C.R. P Label

R Risk <--- Forced_use 1.287 232 5553 Rk
Attitude <--- Forced use -298 219 -1362 .173
Attitude <--- R Risk -740 .097 -7.606  ***
PR _Performance 3 <--- R Risk 1.000

PR _Performance 2 <--- R_Risk 1.127 .069 16.389  ***
PR _Performance 1 <--- R_Risk 950 065 14.711  ***
Attitude BadGood <--- Attitude 1.000

Attitude Negativepositive <--- Attitude 1.006 .050 20.036  ***
Attitude Favorableunfavorable <--- Attitude 990 .052 18.862  ***
Forced SST 3 <--- Forced use 1.000

Forced SST 2 <--- Forced use 1.598 216  7.412  #***
Forced SST 1 <--- Forced use 1.398 .194  7.215  ***




Standardized Regression Weights: (Scenariol - Default model)

Estimate
R Risk <--- Forced use 576
Attitude <--- Forced use -.120
Attitude <--- R Risk -.666
PR _Performance 3 <--- R Risk .879
PR Performance 2 <--- R Risk 928
PR Performance 1 <--- R Risk 872
Attitude BadGood <--- Attitude 955
Attitude Negativepositive <--- Attitude 908
Attitude Favorableunfavorable <--- Attitude .890
Forced SST 3 <--- Forced use .658
Forced SST 2 <--- Forced use .824
Forced SST 1 <--- Forced use 752

Standardized Indirect Effects (Scenariol - Default model)

Forced use R Risk Attitude
R Risk .000 .000 .000
Attitude -384 .000 .000
Forced SST 1 .000 .000 .000
Forced SST 2 .000 .000 .000
Forced SST 3 .000 .000 .000
Attitude Favorableunfavorable -.448 -.592 .000
Attitude Negativepositive -.457 -.604 .000
Attitude BadGood -481 -.636 .000
PR_Performance 1 502 .000 .000
PR_Performance 2 534 .000 .000
PR _Performance 3 507 .000 .000

Standardized Indirect Effects - Two Tailed Significance (BC) (Scenariol - Default model)

Forced use R Risk Attitude

R Risk
Attitude .001
Forced SST 1

Forced SST 2
Forced SST 3
Attitude Favorableunfavorable .002 .002
Attitude Negativepositive .002 .002




Forced use R Risk Attitude
Attitude BadGood .002 .002
PR _Performance 1 .002
PR _Performance 2 .003
PR Performance 3 .002
Scalar Estimates (scenario2 - Default model)
Maximum Likelihood Estimates
Regression Weights: (scenario2 - Default model)
Estimate S.E. C.R. P Label
R Risk <--- Forced use 1.758 378  4.646  ***
Attitude <--- Forced use 331 .249 1.327 .184
Attitude <--- R Risk -691 096 -7.227 @ kE*
PR _Performance 3 <--- R Risk 1.000
PR Performance 2 <--- R Risk 1.107 .080 13.868  ***
PR Performance 1 <--- R Risk 1.115 .074 15.014  ***
Attitude BadGood <--- Attitude 1.000
Attitude Negativepositive <--- Attitude 1.050 .082 12.851  **x*
Attitude Favorableunfavorable <--- Attitude 958 .078 12.279  w**
Forced SST 3 <--- Forced use 1.000
Forced SST 2 <--- Forced use 1.394 279 4997  ¥**
Forced SST 1 <--- Forced use 1.871 366  5.107  ***
Standardized Regression Weights: (scenario2 - Default model)
Estimate
R_Risk <--- Forced use .638
Attitude <--- Forced use 142
Attitude <--- R_Risk -.816
PR _Performance 3 <--- R_Risk .846
PR _Performance 2 <--- R Risk .880
PR _Performance 1 <--- R Risk 929
Attitude BadGood <--- Attitude 854
Attitude Negativepositive <--- Attitude .869
Attitude Favorableunfavorable <--- Attitude .839
Forced SST 3 <--- Forced use 466
Forced SST 2 <--- Forced use .681
Forced SST 1 <--- Forced use 871




Standardized Indirect Effects (scenario2 - Default model)

Forced use R Risk Attitude
R Risk .000 .000 .000
Attitude -.521 .000 .000
Forced SST 1 .000 .000 .000
Forced SST 2 .000 .000 .000
Forced SST 3 .000 .000 .000
Attitude Favorableunfavorable -318 -.684 .000
Attitude Negativepositive -.329 -.709 .000
Attitude BadGood -.324 -.697 .000
PR Performance 1 593 .000 .000
PR Performance 2 562 .000 .000
PR _Performance 3 .540 .000 .000

Standardized Indirect Effects - Two Tailed Significance (BC) (scenario2 - Default model)

Forced use R Risk Attitude

R Risk
Attitude .001
Forced SST 1

Forced SST 2

Forced SST 3
Attitude Favorableunfavorable .002 .002
Attitude Negativepositive .002 .002
Attitude BadGood .002 .002
PR_Performance 1 .003

PR _Performance 2 .003

PR _Performance 3 .003




Estimates (Scenariol - Default model)
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Scalar Estimates (Scenariol - Default model)

Maximum Likelihood Estimates

Regression Weights: (Scenariol - Default model)

Estimate S.E. C.R. P Label
R Risk <--- Forced use 1.799 287  6.259  ***
R _Risk <--- interaction_exp -509 100 -5.073  cwx*
Attitude <--- Forced use -373 212 -1.759 .079
Attitude <--- R Risk -714  .095 -7.550  wx*
PR _Performance 3 <--- R Risk 1.000
PR _Performance 2 <--- R Risk 1.124  .068 16.652  ***
PR Performance 1 <--- R Risk 944 064 14.737  w**
Attitude BadGood <--- Attitude 1.000
Attitude Negativepositive <--- Attitude 1.006 .050 20.038  ***
Attitude Favorableunfavorable <--- Attitude 989 .052 18.862  ***
Forced SST 3 <--- Forced use 1.000
Forced SST 2 <--- Forced use 1.599 .201 7.941  FEx
Forced SST 1 <--- Forced use 1.386 .186  7.473  ***
Standardized Regression Weights: (Scenariol - Default model)
Estimate
R Risk <--- Forced use .803
R Risk <--- interaction_exp -453
Attitude <--- Forced use -.150
Attitude <--- R_Risk -.645
PR _Performance 3 <--- R_Risk .883
PR _Performance 2 <--- R Risk 929
PR _Performance 1 <--- R Risk .869
Attitude BadGood <--- Attitude 955
Attitude Negativepositive <--- Attitude 908
Attitude Favorableunfavorable <--- Attitude .890
Forced SST 3 <--- Forced use .658
Forced SST 2 <--- Forced use .825
Forced SST 1 <--- Forced use 746




Estimates (scenario2 - Default model)

Scalar Estimates (scenario2 - Default model)

Maximum Likelihood Estimates

Regression Weights: (scenario2 - Default model)

Estimate S.E. C.R. P Label
R Risk <--- Forced use 2.343 561 4.174  wx*
R Risk <--- interaction_exp -424 188 -2.252 .024
Attitude <--- Forced use 215 .229 937 349
Attitude <--- R Risk -663 092 -7.172  kEx
PR Performance 3 <--- R Risk 1.000
PR _Performance 2 <--- R Risk 1.108 .080 13.885  ***
PR _Performance 1 <--- R Risk 1.115 .074 15.006  ***
Attitude BadGood <--- Attitude 1.000
Attitude Negativepositive <--- Attitude 1.051 .082 12.843  ***
Attitude Favorableunfavorable <--- Attitude 958 .078 12.268  ***
Forced SST 3 <--- Forced use 1.000
Forced SST 2 <--- Forced use 1.386 .264  5.246  ***
Forced SST 1 <--- Forced use 1.832 324  5.655  w**
Standardized Regression Weights: (scenario2 - Default model)
Estimate
R Risk <--- Forced use .864
R Risk <--- interaction_exp -311
Attitude <--- Forced use .093
Attitude <--- R Risk -.782
PR _Performance 3 <--- R_Risk .846
PR_Performance 2 <--- R_Risk .881
PR _Performance 1 <--- R Risk 929
Attitude BadGood <--- Attitude .854
Attitude Negativepositive <--- Attitude .870
Attitude Favorableunfavorable <--- Attitude .839
Forced SST 3 <--- Forced use 473
Forced SST 2 <--- Forced use .687
Forced SST 1 <--- Forced use .866




Estimates (Scenariol - Default model)

Scalar Estimates (Scenariol - Default model)

Maximum Likelihood Estimates

Regression Weights: (Scenariol - Default model)
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Estimate S.E. C.R. P Label
R Risk <--- Forced use 1.606 292 5492  ¥*x*
R _Risk <--- interaction_need 319 123 2.605 .009
Attitude <--- Forced use -237 210 -1.131 .258
Attitude <--- R Risk =757  .096  -7.844  wx*
PR _Performance 3 <--- R Risk 1.000
PR _Performance 2 <--- R Risk 1.127 .069 16411  ***
PR Performance 1 <--- R Risk 949  .065 14.679  ***
Attitude BadGood <--- Attitude 1.000
Attitude Negativepositive <--- Attitude 1.007 .050 20.036  ***
Attitude Favorableunfavorable <--- Attitude 990 .052 18.857  wH*
Forced SST 3 <--- Forced use 1.000
Forced SST 2 <--- Forced use 1.611 .201 8.018  ***
Forced SST 1 <--- Forced use 1.351 182  7.419  **x*
Standardized Regression Weights: (Scenariol - Default model)
Estimate
R Risk <--- Forced use 725
R_Risk <--- interaction_need 258
Attitude <--- Forced use -.097
Attitude <--- R_Risk -.681
PR _Performance 3 <--- R_Risk 879
PR _Performance 2 <--- R Risk 928
PR _Performance 1 <--- R Risk 871
Attitude BadGood <--- Attitude 955
Attitude Negativepositive <--- Attitude .908
Attitude Favorableunfavorable <--- Attitude .890
Forced SST 3 <--- Forced use .664
Forced SST 2 <--- Forced use .839
Forced SST 1 <--- Forced use 733




Estimates (scenario2 - Default model)

Scalar Estimates (scenario2 - Default model)

Maximum Likelihood Estimates

Regression Weights: (scenario2 - Default model)

Estimate S.E. C.R. P Label
R Risk <--- Forced use 1.769 387 4571  ***
R Risk <--- interaction_need 032 135 239 811
Attitude <--- Forced use 265 243 1.091 275
Attitude <--- R Risk -675 094 -7.193  k*x*
PR Performance 3 <--- R Risk 1.000
PR _Performance 2 <--- R Risk 1.107 .080 13.865  ***
PR _Performance 1 <--- R Risk 1.115 .074 15.014  ***
Attitude BadGood <--- Attitude 1.000
Attitude Negativepositive <--- Attitude 1.050 .082 12.854  ***
Attitude Favorableunfavorable <--- Attitude 957 078 12276 ***
Forced SST 3 <--- Forced use 1.000
Forced SST 2 <--- Forced use 1.385 278 4988  ***
Forced SST 1 <--- Forced use 1.915 372  5.140  ***
Standardized Regression Weights: (scenario2 - Default model)
Estimate
R Risk <--- Forced use .638
R Risk <--- interaction_need .018
Attitude <--- Forced use 113
Attitude <--- R Risk -.796
PR _Performance 3 <--- R_Risk .846
PR_Performance 2 <--- R_Risk .880
PR _Performance 1 <--- R Risk 929
Attitude BadGood <--- Attitude .854
Attitude Negativepositive <--- Attitude .869
Attitude Favorableunfavorable <--- Attitude .838
Forced SST 3 <--- Forced use 462
Forced SST 2 <--- Forced use 671
Forced SST 1 <--- Forced use .885
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