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ABSTRACT

This qualitative study examined employees’ perceptions on the adoption of self-service
kiosks, guided by Everett Rogers’ Diffusion of Innovation theory and the Technology
Acceptance Model as the framework. The research focused on key innovation attributes:
relative advantage, compatibility, complexity, trialability, and observability. Data from
interviews, observations, and documents were analyzed using thematic analysis,
following S.B. Merriam’s qualitative research model, which involved transcription and
familiarization, coding and categorization, and an interpretation phase to understand
employees' meaning construction from their personal experiences with self-order kiosks.
Findings revealed generally positive views, with employees citing reduced manual order
taking and improved accuracy as key benefits. However, employees noted technical
issues and the need to assist older or less tech-savvy customers. Proper training and a
supportive environment enhanced readiness to adapt, while kiosks enabled multitasking
but increased pressure in production. This study recommends continuous training,
technical improvements and integration of automatic inventory systems to streamline
operations. These insights may guide other fast-food outlets implementing similar digital
solutions to improve employees’ efficiency and customer experience.
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INTRODUCTION

Technology is fundamentally reshaping business operations, particularly within the
food service industry, which increasingly leverages sophisticated solutions to enhance
efficiency and customer experience (Raff, 2024). A significant development in this digital
era is the advent of self-order kiosks (SSKs), which have redefined the dining experience
by offering unparalleled convenience, speed, and personalization (Garrett, 2023).
Although widespread in the United States for several years, SSK implementation in the
Philippines gained traction in the late 2010s, propelled further by the COVID-19
pandemic. While their popularity is growing across the country, research on SSKs,
especially concerning their utilization in the Philippine fast-food industry, remains limited
(Tamondong et al., 2023). Preliminary studies indicate that most SSK users are
millennials aged 21 to 35, with a higher frequency among females, and that SSKs
enhance the dining experience by minimizing wait times, improving order accuracy, and
enabling meal customization (De Jesus et al., 2024; Borbon, 2024). Despite these
operational advantages, concerns persist regarding the socioeconomic impacts,
particularly the potential for job displacement. Consequently, this study explores the
perceptions of employees in the fast-food sector regarding the adoption of SSKs and how
this technology influences their work prospects. Additionally, the study seeks to
understand the perspectives of employees on this technological shift and its potential role
in shaping the future of the hospitality sector.

Review of Related Literature

This section explores related literature and studies addressing the adoption of self-
order kiosks and customer satisfaction, focusing on workforce dynamics and employment
trends.

Technological Innovation on Restaurant Company Culture

Technological advancements have significantly transformed restaurant
management, enhancing both efficiency and the customer experience. Al-driven
developments, such as Wendy’s use of artificial intelligence in drive-thru services, have
optimized order processing and reduced wait times by 22 seconds, while Chipotle’s
mobile ordering systems increased operational efficiency and revenue, with digital sales
accounting for 41% of total revenue in 2022. Similarly, Deliveroo has become a pivotal
technology partner for British restaurants, aiding in modernizing operations and managing
costs through integrated management software and data analytics (The Times, 2024).
Despite these advantages, concerns arise that excessive dependence on technology
could reduce personal interactions, leading to more impersonal dining experiences and
potentially decreased customer satisfaction and loyalty (Nation’s Restaurant News, 2024;
Raff, 2024). Moreover, rapid technological integration can cause "technostress" in
employees, manifesting as anxiety and frustration that adversely affect job satisfaction
and performance (Atrian et.al., 2023), and may undermine the personal connection critical
to customer service, thus weakening brand loyalty (The Times, 2024).
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Therefore, achieving a balance between automation and personal interaction is
essential for preserving company culture, employee welfare, and overall customer
satisfaction.

The Impact of Automation on Workforce Dynamics

The adoption of self-ordering kiosks profoundly influences workforce dynamics,
presenting both advantageous and detrimental impacts on job functions and adjustments
within the service sector. Restaurants are increasingly implementing automation, such as
self-ordering kiosks, to mitigate staffing shortages and enhance service speed. This
technological shift reconfigures job roles; while some low-skilled positions, like cashiers,
may diminish, new opportunities emerge in areas such as technical support and customer
service.

Furthermore, research indicates that self-service kiosks have not significantly
altered the overall number of full-time or part-time employees. However, they have been
associated with lower wages for part-time staff and a reduction in unpaid family labor,
particularly in franchise restaurants. Conversely, independently owned establishments
that adopted kiosks experienced an increase in full-time wages. These findings align with
efficiency wage theory and skill-biased technological change, suggesting that new
technologies tend to augment the compensation and value of skilled workers rather than
broadly displacing unskilled labor. Consequently, lyer (2025) emphasizes the critical need
for workers to rapidly acquire new skills as automation continues to transform the food
industry, advocating for collaborative initiatives among companies, educational
institutions, and government programs to facilitate this transition. Moreover, Aaron Allen
& Associates (2025) highlights that self-service kiosks enable restaurants to reduce labor
costs by minimizing the requirement for front-of-house personnel, while simultaneously
improving order speed and accuracy, thereby fostering operational efficiency with a
streamlined workforce and sustained service quality.

Self-Ordering Kiosks on Customer Experiences and Workforce Dynamics

Self-ordering kiosks extensively influence both customer experiences and
workforce dynamics, presenting distinct advantages and obstacles for both patrons and
staff. Meuter et al. (2000) conducted a groundbreaking study on self-service technologies,
emphasizing how kiosks significantly enhance customer convenience by enabling faster
and more accurate ordering, decreasing wait times, and granting customers increased
control over their selections, which often elevates satisfaction. Further reinforcing these
benefits, Tamondong et al. (2023) found that customers perceived kiosks as enhancing
the ordering experience through improved efficiency, though challenges like customer
acceptance, cost implications, and potential impacts on employee-customer relationships
were also identified. Consumer preferences for self-service options, particularly among
tech-savvy individuals, are increasingly favorable, with Amiri et al. (2025) identifying
technology readiness and perceived usefulness as key factors influencing continuous
customer use of kiosks. Interestingly, Gedenk's (2023) study revealed that customers
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tend to spend 14% to 16% more when ordering through kiosks compared to traditional
counters.

However, the influence on workforce dynamics is more nuanced. Moradi et al.
(2024) note that self-checkout systems transform the roles of frontline staff, shifting
responsibilities from just checking people out to assisting with troubleshooting and
monitoring multiple customers simultaneously, thus reconfiguring the nature of service
work. While self-service kiosks enhance efficiency, Burdette (2024) emphasizes the
importance of balancing digital technology with human interaction, as over 80% of
consumers still prefer interacting with people. This suggests that while kiosks cater to
tech-savvy consumers and speed up service, maintaining staff availability for assistance
is crucial to ensure a positive experience. Therefore, effective integration of kiosks
requires balancing automation with human interaction, ensuring that technology supports
rather than substitutes the crucial human elements of service, despite challenges
regarding job displacement and the need for staff to upgrade their skills. Existing literature
consistently indicates the benefits of kiosks in enhancing efficiency, accuracy, and
customer convenience while also transforming employment patterns by reducing
traditional positions and creating new opportunities in technology and support fields
(Boggs, 2024; Meuter et al., 2000; Yoon, 2023). However, most of this research was
conducted in Western markets, with very limited research focusing on the Philippine fast-
food industry.

Theoretical Framework

This study is primarily grounded in Rogers' (2003) Diffusion of Innovation (DOI)
theory, which explains how new technologies spread within a social system. The central
question for this study, framed by DOI, examines how employees at a fast-food
establishment in Dipolog City perceive the adoption of self-order kiosks (SSKs) in relation
to the innovation's relative advantage, compatibility, complexity, trialability, and
observability. These attributes define how employees perceive SSKs' benefits over
traditional methods, their alignment with existing routines, ease of use, opportunities for
experimentation, and the visibility of positive outcomes, respectively. Complementing
DOI, Davis's (1989) Technology Acceptance Model (TAM) emphasizes perceived
usefulness and perceived ease of use as key factors influencing technology use,
providing additional insights for interpreting usability and efficiency. This layered
theoretical approach allows for a comprehensive analysis of the SSK adoption process,
with DOI as the primary framework and TAM serving as a complementary analytical tool
for a more holistic interpretation.

Supporting Theoretical Model

While DOl is the core framework, the Technology Acceptance Model (TAM) serves
as a supporting theoretical model, enhancing the study's theoretical foundation and
providing complementary insights for interpreting results. TAM emphasizes perceived
usefulness and perceived ease of use as key factors influencing technology use, offering
a critical perspective on usability and efficiency.
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Integrative Perspective

A layered theoretical approach, combining Diffusion of Innovation (DOI) as the
primary framework and the Technology Acceptance Model (TAM) as a complementary
analytical tool, facilitates a comprehensive analysis of self-order kiosk (SSK) adoption.
This integration enables methodological triangulation and offers a more holistic
interpretation of how SSKs are perceived, adopted, and integrated in a fast-paced work
environment by capturing both social system diffusion and individual acceptance factors.

Significance of the Study

This study is highly significant because it comprehensively explores employee
perceptions of self-order kiosk (SSK) adoption at a fast-food establishment in Dipolog
City, utilizing Everett Rogers’ Diffusion of Innovation (DOI) theory and Davis’s Technology
Acceptance Model (TAM) as its theoretical frameworks. Academically, it addresses a
critical gap by providing a detailed qualitative understanding of how employees in the
Philippine fast-food context experience and interpret SSK integration, identifying factors
that either facilitate or hinder their acceptance and sustained use of digital innovation.
Practically, the findings offer valuable guidance for fast-food management and similar
organizations, informing enhanced implementation strategies, targeted training
programs, and improved communication to boost employee engagement and efficiency.
Ultimately, this research contributes to the broader discussion on digital transformation in
service industries, advocating for employee-centered approaches to technology adoption
in frontline service roles.

Research Questions
Central Question

How do employees at a fast-food establishment in Dipolog City perceive the
adoption of self-order kiosks in relation to the innovation’s relative advantage,
compatibility, complexity, trialability, and observability?

Sub Questions

1. How do employees perceive the benefits brought by the self-order kiosks compared
to traditional ordering systems?

2. How do employees perceive the alignment of self-order kiosks with their existing
work routines?

3. How do employees perceive the ease of learning the self-order kiosks?

4. How do employees perceive the process of gradually integrating self-order kiosks
into their daily work?

5. What outcomes do employees perceive as a result of implementing the self-order
kiosks?

6. How do employees perceive the effect of self-order kiosks on their job efficiency?
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7. How do employees perceive the self-service kiosks in terms of being user-friendly
for customers?

METHODOLOGY

This chapter outlines the methodological approach to explore employees'
perceptions of adopting self-order kiosks.

Research Design

This study utilized a qualitative single-case study design, specifically based on
Merriam's (2009) interpretive case study model, deeply rooted in constructivist and
interpretivist paradigms. This design was chosen for an in-depth exploration of
employees' perceptions and lived experiences concerning the adoption of self-order
kiosks (SSKs) at a specific fast-food establishment. The single-case approach allowed
for a holistic investigation of this bounded system, prioritizing depth over breadth and
enabling a context-specific analysis influenced by local practices. Data were gathered
through a multi-method approach, including semi-structured interviews, on-site
observations, and document reviews, facilitating methodological triangulation. The
thematic analysis, guided by Merriam's (2009) interpretive framework, aimed to
understand how employees constructed meaning from their SSK experiences, including
perceived advantages, difficulties, and influencing organizational factors. Trustworthiness
was ensured through methodological triangulation, participant transcript review, peer
feedback, detailed documentation, and the researcher's reflexive journal. Ultimately, this
research design sought to produce context-rich insights to inform future strategies for
implementing self-service technologies in similar environments.

Locale of the Study

The research was conducted at a fast-food establishment in Dipolog City,
specifically chosen for its early adoption of three self-order kiosks (SSKs) on March 25,
2019, as part of a broader digital transformation. This implementation positioned it as one
of the city's first fast-food establishments to integrate customer-facing automation. The
site, with 13 managerial staff and 81 service staff (including crew, Guest Experience
Leaders, and maintenance personnel), offers a bounded and contextually rich setting to
examine the immediate effects of technology adoption on employee reactions, work
routines, and customer interaction practices. As a high-traffic, established chain, this
branch provides relevant insights into technology's impact on local service roles, which
can inform practical strategies for employee support, training, and service delivery during
similar digital transitions.

Research Participants

The research participants consisted of 12 frontline employees from a fast-food
branch in Dipolog City, all regularly engaged with self-order kiosks (SSKs). Non-
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probability purposive sampling, specifically typical case sampling, was used to select
individuals who could provide rich, context-bound insights for the qualitative case study.
A "typical" participant had at least six months of employment at the Dipolog branch,
regularly performed customer-facing roles (e.g., cashiering, order taking, dining service),
and had frequent exposure to the SSK system. Participants were chosen from various
job roles (cashiers, dining crew, frontline staff) to ensure diverse perspectives. Guided by
Merriam’s (2009) framework, the study concluded with 12 participants, as data saturation
was achieved. The study aimed to provide a rich, nuanced understanding of how
employees perceive and adapt to this technological innovation in their daily work routines.
The demographic profile of the 12 participants is presented in Table 1.

Table 1. Consolidated Demographic Profile of Participants (N=12)

Demographic Category Frequency Percentage
Variable (n) (%)
Age Group 18-25 Years Old 9 75.0% |
26-35 Years Old 3 25.0%
Sex Female 9 75.0%
Male 2 16.7%
Non-binary 1 8.3%
Educational College Graduate 7 58.3%
Attainment
College Level 5 41.7%
Length of Service 1-3 Years 7 58.3%
6 Months - 1 Year 3 25.0%
4-6 Years 1 8.3%
7-10 Years 1 8.3%
Job Position Crew 7 58.3%
Guest Experience 3 25.0%
Leader
Senior Crew 2 16.7%
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Data Gathering Procedures

The research adhered to institutional ethical standards for human participants,
securing Institutional Review Board (IRB) approval from the institution's Research Ethics
Committee before any data collection began. All participants provided written informed
consent after receiving detailed information about the study's purpose and objectives,
confirming their voluntary participation and unconditional right to withdraw at any time
without negative consequences. They were given ample time to review the forms and ask
questions. To ensure privacy, anonymity and confidentiality were strictly maintained
through the use of pseudonyms or unique codes in all materials, and data was stored
securely on encrypted, password-protected devices accessible only to the researcher,
with plans for permanent deletion after the institutional retention period. Participant
welfare was a paramount consideration, with interviews conveniently scheduled and
robust safeguards against any physical, emotional, or psychological harm, coercion,
pressure, or discomfort. The researcher also maintained a reflexive journal to document
assumptions and decisions, ensuring interpretations were grounded in participant voices
and free from bias. Finally, the study declared no conflict of interest, affirmed strict
avoidance of plagiarism, and ensured that results were used purely for research
purposes.

Data Interpretation and Analysis

Data interpretation was guided by S.B. Merriam’s (2009) qualitative research
model to understand how employees constructed meaning from their self-order kiosk
experiences. Thematic analysis was the primary method, exploring recurring ideas from
interviews, observations, and documents. This involved three phases: transcription and
familiarization, coding and categorization, and interpretation to synthesize findings and
understand the impact on employee roles, well-being, and job performance.
Trustworthiness was ensured through Merriam's guidelines, including methodological
triangulation (interviews, observations, document review), participant transcript review,
and peer feedback for credibility. Consistency was maintained by thoroughly documenting
the research process, and applicability was supported by detailed study setting and
participant descriptions. A reflexive journal helped document researcher assumptions and
biases, ensuring interpretations were authentically grounded in participant voices.

Scope and Delimitation of the Study

This research specifically examines the perceptions of employees at a single fast-
food establishment in Dipolog City regarding the adoption of self-service kiosks (SSKs).
The study focuses on how SSKs influence employees' job satisfaction, daily workflows,
and the managerial support they receive. A key delimitation is that this study is confined
to one specific fast-food branch, meaning its findings may not be generalizable to other
locations or fast-food chains. Furthermore, the scope is limited to employee experiences,
intentionally excluding customer opinions or the financial impacts of SSKs.
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Acknowledging the inherent subjectivity of qualitative research, the study
recognizes potential researcher bias (e.g., influence of personal beliefs or professional
background) and data collection challenges arising from the fast-food environment (e.g.,
noise, privacy concerns). To mitigate these, the researcher employed reflexivity, used a
standardized interview guide, sought peer feedback, scheduled interviews during non-
peak hours, and conducted extended observations to minimize any alteration of
participant behavior.

RESULTS

This section presents the thematically organized qualitative findings, derived from
semi-structured interviews, on-site observations, and document reviews. These findings
address the study's research questions to offer an in-depth understanding of employees'
perceptions regarding the adoption of self-order kiosks at a fast-food establishment in
Dipolog City.

Research Questions
1. How do employees perceive the ease of learning the self-order kiosks?
Category 1. Straightforward Aspects of Kiosk Use and Learning

Employees generally perceived self-order kiosks as intuitive and user-friendly,
facilitating an easy learning process for basic operations. The straightforward interface,
clearly labeled menus, and simple instructions contributed to less stressful initial training,
enabling employees to quickly build confidence in system usage and customer
assistance. This minimal learning curve supported a more efficient adaptation period,
integrating the kiosks into daily routines without significant disruptions.

Sub-category 1.1 User-Friendly Design and Organization. Self-service kiosks are
widely considered user-friendly, featuring well-organized, clearly categorized menus and
visual displays with pictures that allow customers to easily scroll, review orders, and see
accurate prices. Accessibility features, such as adjustable text height for children, and
multilingual options (e.g., Chinese and English) further enhance usability for diverse
customers and contribute to overall satisfaction, a point noted by employees.

Employee 2 also shared “The kiosk layout is organized, and the food items
are clearly displayed, but not everyone finds it simple to navigate.”

Sub-category 1.2. Clear Instructions and Automatic System. The kiosk system offers
clear instructions for selections like dine-in/take-out and table service, and automatically
processes orders to the production team once confirmed. These prompts minimize
customer confusion and reduce the need for staff intervention, reinforcing the kiosk's
reputation as a straightforward and easy-to-use ordering tool. Employee observations
confirmed the clear instructions and well-categorized menu.
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Employee 3 shared “The kiosk is easy to understand because the inputs
are clearly customized and categorized, and the system works
automatically.”

Sub-category 1.3. Personal Ease of Learning. Many employees, particularly those who
were tech-savvy, found the kiosk learning process straightforward and not confusing.
Even individuals with limited prior experience quickly grasped the system through hands-
on use and peer support, which facilitated a smoother initial adaptation and reduced the
need for extensive technical training, enabling a greater focus on core responsibilities, as
declared:

“The training on using the self-service kiosks was clear and easy to

understand, with no confusion or difficulties encountered. It greatly helped

the employees in learning how to operate the kiosks effectively. For

employees, the kiosk is easy to understand and operate.” (Employee 1)

Category 2. Employee-Perceived Challenges in Kiosk Learning

Employees frequently encounter complexities and challenges with self-order
kiosks, including technical issues (e.g., system lags, payment failures, printing errors) and
nuanced customer interactions when assisting those unfamiliar with technology or facing
accessibility barriers. These situations demand staff patience and adaptability,
occasionally slowing operations and increasing pressure during peak hours, indicating
that while efficient, the kiosk system has real-world limitations.

Sub-category 2.1. Troubleshooting and Technical Issues. Troubleshooting technical
malfunctions (e.g., freezing, payment errors, printing issues) and confusing hardware
tasks (like changing receipt paper) are identified as the most difficult aspects of kiosk use
and learning. These non-intuitive problems require specific knowledge, impact customer
satisfaction, and intensify pressure on staff, particularly during busy periods.

Employee 1 shared “there are occasional errors with GCash payments,
where transactions do not go through successfully.” And employee 3
shared, “Common disruptions include technical issues with the kiosk and
the need to assist customers step-by-step with the ordering process.”

Sub-category 2.2. System Limitations for Special Requests. Self-order kiosks have
limitations in handling highly customized requests, such such as choosing specific
chicken parts. This forces customers to switch to traditional counters, causing
inconvenience and disrupting the kiosk system's intended efficiency. Consequently, staff
intervention is often required, which slows down operations and diminishes the perceived
usefulness of the kiosks.

Employee 2 shared, “An instance where a customer ordered spicy chicken
and wanted to choose a specific chicken part, which isn’t possible through
the kiosk. That such special requests can only be accommodated at the
counter.”
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Sub-category 2.3. Inventory Synchronization and Updates. A persistent challenge is
the real-time synchronization of kiosk inventory, as unavailable items displayed lead to
customer confusion and post-payment issues. This necessitates staff intervention for
explanations, alternatives, or refunds, which disrupts service flow, increases employee
pressure, undermines customer satisfaction, and highlights a critical limitation in system
reliability.

Employee 2 expressed, “Common issue with the kiosk is that it sometimes
displays unavailable items as if they were still in stock, and in some cases,
orders are already paid for, making it difficult to convince customers to
choose alternative items.”

Sub-category 2.4. Employee Hesitation to New Technology. Many employees initially
felt shy, hesitant, unsure, or worried about making mistakes and order accuracy when
first learning the kiosks, especially due to lack of prior experience and unfamiliarity with
the interface and troubleshooting. However, most eventually gained confidence through
hands-on training, management support, and regular exposure to the system.

Employee 3 shared, “One challenge | experienced was during my first time
using it—I lacked confidence because | wasn'’t familiar with the system and
at first, I felt hesitant and unsure when using the kiosk.”

Sub-category 2.5. New Payment Methods and Upgrades. Kiosk upgrades and new
cashless payment methods present challenges for both customers and employees,
demanding time for staff to adapt to system updates, Ul changes, and new payment
procedures. Customers may struggle to understand or trust these digital features,
requiring extra guidance. Limited or rushed training exacerbates confusion, leading to
slowed transactions, increased errors, and added pressure on frontline staff. This
highlights the critical need for consistent training and clear communication with every
system update.

Employee 3 said, “Despite these challenges, the self-order kiosk is more
efficient compared to the traditional system because it allows customers to
pay directly using a card or GCash.” Additionally, employee 4 cited, “The
kiosk has helped make our work easier because we no longer need to
manually take customer orders. Customers can place and pay for their
orders directly at the kiosk.

Sub-category 2.6. Complex Customization and Navigation. \While basic ordering on
kiosks is easy, complex customizations like add-ons, specific requests, or meal upgrades
can be challenging for customers. These features often involve multiple, non-intuitive
steps or options located in unexpected screen positions. This design inconsistency leads
to customer confusion, ordering mistakes, delays, and frequent requests for staff
assistance, ultimately reducing the kiosk's overall efficiency and self-service purpose.
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Employee 1 said, “An instance where a customer ordered spicy chicken and
wanted to choose a specific chicken part, which isn’t possible through the
kiosk. She clarified that such special requests can only be accommodated
at the counter. And additionally, employee 7 cited, “One feature that some
customers find difficult is the touchscreen, particularly when it comes to add-
ons.”

Sub-category 2.7. Text Readability and Accessibility Issues. Small or hard-to-read
text on kiosk screens, especially with sunlight glare, and the absence of audio instructions
create significant accessibility issues. These visibility and auditory limitations particularly
frustrate users with visual impairments or older adults, ultimately reducing the kiosk
system's inclusivity, requiring more employee assistance, and undermining the self-
service experience.

Employee 3 expressed, “One helpful feature is that the text on the screen
can be lowered to the height of smaller children, making it easier for them
to place their own orders.” And employee 3 also shared, “The main issues
with the kiosk are that it sometimes freezes and the text on the screen can
be too small, making it hard for some customers to read.”

Sub-category 2.8. Perceived Increase in Workload due to Kiosk Implementation.
Although kiosks reduce order-taking workload, the resulting increased volume of orders
for food preparation intensifies the back-end workload, demanding faster, more efficient,
and often physically and mentally taxing work from employees. This dynamic offsets front-
end efficiency gains and underscores the critical need for balanced staffing and
operational support, as expressed:

“While the kiosk has made order-taking more efficient and faster, it has
increased the workload in food preparation and order fulfillment. The more
customers use the kiosk, the more orders come into the production area,
which puts pressure on us to work faster. And all the order receipts stack
up quickly.” (Employee 4)

Category 3. The Pivotal Role of Training, Support, and Confidence Building

Employees consistently emphasize that effective training, strong management
support, and crucial peer assistance are vital for navigating the complexities of self-order
kiosks and developing confidence. Structured training programs provide foundational
knowledge, while management support ensures employees feel guided and reassured.
Equally important, peer assistance offers real-time help and practical tips. This
collaborative learning environment not only eases the learning curve but also builds
employee confidence and trust, enabling more efficient handling of technical difficulties
and customer interactions over time.

Sub-category 3.1. Clear and Effective Training. Kiosk training was widely perceived as
clear, easy to understand, and highly effective, encompassing orientation, specific
materials, and in-kiosk instructional videos. A crucial aspect taught was how to remove
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unavailable items from the menu, preventing customer complaints. This structured and
accessible training approach significantly built employee confidence in using the system.

Employee 1 shared, “The training on using the self-service kiosks was clear
and easy to understand, with no confusion or difficulties encountered. It
greatly helped the employees in learning how to operate the kiosks
effectively.” Additionally, employee 3 said, “The resources provided by
management were very helpful, and the kiosk also includes instructional
videos that guide us on how to operate it.”

Sub-category 3.2. Supportive Management and Leadership. Supportive managers
and supervisors consistently provided assistance, guidance, and encouraged a calm
learning approach. Their hands-on involvement, including testing knowledge and using
kiosks themselves, boosted employee confidence and fostered a culture of collaboration
and continuous improvement. Management also took a forward-thinking role, actively
preparing staff for a future with more prevalent kiosk service and evolving service
technologies.

Employee 2 expressed, “That the management is very supportive—
whenever there’s confusion or issues with the kiosk, managers and
supervisors are always available to assist.” And employee 3 also cited, “To
manage this issue, we called for assistance from senior staff or managers,
who would then contact technical support.”

Sub-category 3.3. Crucial Peer Support and Teamwork. Co-workers, teammates, and
Guest Experience Leaders (GELs) are instrumental in supporting employees through
step-by-step guidance and fostering a strong sense of teamwork. This peer-to-peer
assistance builds confidence, reduces isolation, and allows employees to more efficiently
navigate technical issues and customer interactions. GELs specifically enhance the
customer experience and alleviate pressure on frontline staff by bridging the gap between
technology and user understanding, thereby ensuring smoother kiosk operations.

Employee 3 articulated, “The support | received from my colleagues and
managers helped me overcome these challenges; they guided me step by
step and supported me throughout the learning process.” And additionally,
employee 9 shared, “My coworkers played a big role in helping me
understand how to use the kiosk.”

Sub-category 3.4. Confidence Development Over Time. Initially, employees felt low
confidence due to hesitation and unfamiliarity with self-order kiosks. However, they
gradually gained high confidence through adaptation, hands-on experience, observing
the system's reliability, and continuous support from management and co-workers. This
led to a successful transition from uncertainty to competence in using the kiosks and
assisting customers.
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‘I expressed a high level of confidence in using the system, stating that the
kiosk is very user-friendly; in terms of confidence, | initially felt shy and
hesitant, fearing | might make mistakes while using the kiosk. However,
over time, | was able to adapt and become more comfortable.” (Employee
2)

Sub-category 3.5. Learning Adaptability. Employees demonstrated adaptability and
self-driven learning, taking initiative to explore kiosks and utilizing sufficient practice
opportunities, especially during low customer traffic. This proactive approach accelerated
their learning and contributed to a smoother kiosk system implementation.

Employee 4 shared, “In our role, we constantly adapt because part of our
goal is to encourage customers to use the kiosk.” Additionally, employee 9
also said, “Even new hires felt they were not judged and were given a
reasonable amount of time to adapt.”

2. How do employees perceive the alignment of self-order kiosks with their
existing work routines?

Category 4. Self-Order Kiosks Fits Well with Existing Work Routines

Self-order kiosks (SSKs) generally integrate well into existing work routines,
primarily by enhancing efficiency, reallocating staff focus, and improving customer flow.
These kiosks streamline the ordering process and reduce counter congestion, allowing
staff to prioritize food preparation and customer service quality. By minimizing manual
order-taking, SSKs reallocate human resources to more critical operational tasks,
ultimately improving workflow efficiency, accuracy, and the overall customer experience.

Sub-category 4.1. Improved Efficiency and Speed in Workflow. Kiosks streamline
order processing, instantly transmitting orders to the production area, enabling staff to
begin food preparation in advance, often prior to customer payment. This pre-emptive
preparation ensures quicker service and reduces order-taking time at the counter.
Consequently, employees more efficiently manage customer flow, particularly during
peak hours, while maintaining preparation efficiency, speed, and accuracy.

Employee 1 shared, “In terms of order processing speed, the kiosk is very
efficient because the kitchen receives the order instantly.” And employee 2
said, “The overall process for food preparation, cleanliness, and food
handling remains the same, but the key difference is that the order-taking
becomes faster and more efficient.”

Sub-category 4.2. Reduced Counter Workload and Enhanced Multitasking. Kiosks
reduce customer traffic at traditional counters, thereby lightening cashiers' workloads and
enabling employees to multitask and efficiently assist at various stations, focusing on food
preparation and back-of-house responsibilities. This operational flexibility improves
overall efficiency, especially during peak hours or with limited staffing, as kiosks function
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as an additional service point, balancing labor distribution and maintaining smooth
workflow.

Employee 1 shared, “The kiosk has become part of their usual routine and
helps them balance their work responsibilities, especially during peak
hours, as it allows them to focus more on assisting with order preparation.”
Additionally, employee 2 said, “The kiosk helps reduce pressure on cashiers
and limits customer interaction, as customers either pay directly at the kiosk
or proceed to the counter only for payment after placing their orders.”

Sub-category 4.3. Reduced Face-to-Face Interaction and Complaints. Kiosks
diminish direct customer-staff interaction during order placement, which is advantageous
as it minimizes miscommunication and reduces complaints, given that customers are
directly responsible for their selections. This fosters a smoother service experience and
less interpersonal tension at the counter, as employees are less frequently held
accountable for order inaccuracies, as uttered:

“Some customers also prefer using the kiosk as they feel shy or hesitant to
make requests in person. Compared to the traditional ordering method, |
believe the kiosk system is more effective and less prone to
miscommunication because in manual ordering, misunderstandings may
occur because customers assume it’s easy to place complex or customized
orders, but for cashiers, it can be difficult due to the limitations of the POS
system.” (Employee 1)

Sub-category 4.4. Innovative Tool and Modern Alignment. Employees view kiosks as
an innovative tool that aligns with modern technology, especially with their online payment
features. Kiosks not only provide faster service but also reflect a broader shift toward
technological advancement, making the work environment feel more modern and
efficient.

Employee 3 shared, “As a crew member, | find the kiosk to be an innovative
tool.” And additionally, employee 12 said, “The kiosk works well for us
because it's part of the new generation of technology, especially with its
online payment feature.”

Sub-category 4.5. Consistency with Existing Core Tasks. While the front-end
ordering experience has transitioned to digital through kiosks, fundamental back-end
processes, such as food preparation, handling, and cleanliness standards, remain
consistent. This stability in core routines ensures operational stability and facilitates a
smoother, less disruptive adoption of kiosks into existing workflows.

As employee 2 shared, “The overall process for food preparation,
cleanliness, and food handling remains the same, but the key difference is
that the order-taking becomes faster and more efficient.” And employee 3
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also cited, “Our usual routines, such as food preparation and cleanliness,
remained the same.”

3. How do employees perceive the process of gradually integrating self-order
kiosks into their daily work?

Category 5. Benefits of Trialability and Integration

Employees generally perceived the integration of self-order kiosks into their daily
work as a well-supported and manageable process. They highlighted sufficient
opportunities for gradual learning, ample practice, and strong support from both
management and colleagues. They identified numerous benefits related to the trialability
of self-order kiosks, particularly emphasizing the gradual and supported learning process.

Sub-category 5.1. Sufficient and Gradual Learning Opportunities and Pace.
Employees generally found the learning opportunities for self-order kiosks to be sufficient,
fair, and manageable, with a gradual, step-by-step process. Management allowed them
to learn at their own pace without pressure, and employees gained comfort through real-
life experience and independent exploration. Even new hires felt they were given enough
time to adapt and were not judged.

Employee 1 shared, “The management provided sufficient time for them to
adapt to the use of the self-service kiosks.” Employee 2 also mentioned,
“‘We were given enough time to understand and practice using the kiosks,
and the opportunity provided by management was sufficient for us to learn.”

Sub-category 5.2. Management Support. Supportive management and leadership
were consistently crucial, with managers actively assisting employees with questions,
offering reminders, and providing guidance throughout the learning phase. This included
a hands-on approach where managers tested knowledge and used kiosks themselves,
emphasizing clear communication and teamwork. They encouraged employees to adapt
calmly, understand kiosk operations, and embrace their responsibility in guiding
customers, thus preparing staff for a future with more prevalent kiosk service. Overall,
this strong leadership and structured support significantly eased the transition and
promoted employee competence.

Employee 1 mentioned, “The management also played a supportive role by
encouraging them not to rush, to stay calm, and to fully understand the
proper handling of the kiosks.” And, employee 3 shared, “To manage this
issue, we called for assistance from senior staff or managers, who would
then contact technical support.”

Sub-category 5.3. Team and Senior Staff Support. Crucial peer and senior staff
support facilitated employee learning and adaptation to kiosk systems. Co-workers and
teammates provided step-by-step guidance and fostered teamwork, while senior staff
offered practical tips, reassurance, and real-time assistance. This collaborative
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environment enabled employees to learn at their own pace, enhancing individual
proficiency and contributing to a more unified and confident workforce during the
technological transition.

Employee 4 shared, “The support | received—from management, senior
crew, and managers—has been helpful.” And employee 7 cited, “The
support | received during the learning phase—especially from managers
and teammates—really helped me.”

Sub-category 5.4. Training Resources. A comprehensive, multi-faceted training
strategy was implemented, including regular seminars, operational briefings, step-by-step
guides, and instructional videos integrated into the kiosks. Management actively provided
orientations and specific training, such as procedures for removing unavailable menu
items, and guided employees through key tasks. Employees also received cross-training
with hands-on observation and operation, and training materials remained readily
accessible. This robust approach significantly enhanced employees' understanding and
strengthened their confidence in using the kiosk system.

Employee 7 shared, “The resources provided by management were very
helpful, and the kiosk also includes instructional videos that guide us on how
to operate it.” And employee 4 cited, “Fortunately, management provided
orientation and training specifically about the kiosk. We were given training
materials and taught how to operate the system, including how to remove
unavailable items from the menu”

Sub-category 5.5. Sufficient Practice Opportunities. Ample and sufficient practice
opportunities were crucial for fostering employee adaptation and confidence, with staff
often utilizing periods of low customer traffic to improve their skills. This self-initiated
practice, including ordering for themselves, was instrumental in building confidence to
assist both customers and colleagues, ultimately contributing to smoother daily
operations. Management further supported this by providing new hires a reasonable
amount of time to adapt without judgment, and employees took the initiative to ask
questions when needed.

Employee 8 cited, “The adoption of the self-order kiosk is good, especially
since I'm personally very eager to learn.”

4. How do employees perceive the effect of self-order kiosks on their job
efficiency?

Category 6. Enhanced Speed Multitasking and Workflow Streamlining
Employees perceive that Self-order kiosks significantly enhance job efficiency by

increasing task speed, streamlining workflows, and supporting multitasking. This leads to
a notable improvement in task completion speed and efficiency, allowing employees to
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reallocate their focus to other stations, such as food preparation and cleanliness, thereby
boosting overall productivity during shifts.

Sub-category 6.1. Faster Order Processing. Self-order kiosks significantly streamline
the ordering process, leading to faster food preparation and quicker customer service.
Kiosk orders are often prioritized, allowing the production team to begin preparing food
almost immediately, sometimes even before payment is complete. This eliminates
manual order-taking, reduces wait times, and frees staff to focus on other responsibilities.
Kiosks also distribute customer traffic more evenly, reducing long lines and accelerating
the entire ordering process, which is particularly beneficial during rush hours.

Employee 11 cited, “When customers pay by card, their orders are already
being prepared in the kitchen. For cash payments, we can see their orders
even while they’re still in line, so once they pay, we can immediately hand
them their food.”

Sub-category 6.2. Instant Communication to Production. Orders placed via self-order
kiosks are instantly sent to the kitchen, enabling staff to prepare food in advance. This
pre-emptive preparation ensures food is often ready immediately after payment, leading
to quicker service and reduced customer waiting times, especially during peak hours. This
process enhances operational speed and customer satisfaction by minimizing delays.

According to employee 7, “This makes it possible for the food to be ready
right after payment.” And employee 1 also mentioned, “the kiosk is very
efficient because the kitchen receives the order instantly.”

Sub-category 6.3. Focus on Preparation. Kiosks managing the ordering process frees
up employees, allowing them to multitask and focus on other duties like food preparation,
cleaning, inventory, and customer service support, rather than being solely at the counter.
This reallocation of manpower optimizes workflow and balances labor distribution,
especially during peak periods.

Employee 4 cited, “However, overall, the kiosk has a positive impact as it
allows employees to multitask, perform other duties, and assist in different
stations more efficiently.”

Sub-category 6.4. Consistent Routines. Core work routines like food preparation,
cleanliness, and food handling remain largely unchanged, indicating that kiosks integrate
seamlessly without disrupting essential operational aspects. While the method of
receiving orders changes, fundamental food service processes are not disrupted. This
compatibility with existing structures enhances efficiency without requiring a complete
overhaul and supports a smoother transition for staff.

Employee 3 shared, “Our usual routines, such as food preparation and
cleanliness, remained the same.” And finally, employee 4 cited, “So, our
production team must stay balanced and efficient.”
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Category 7. Reduced Workload and Repetitive Tasks
Kiosks ease employees’ workloads by reducing repetitive and routine tasks.

Sub-category 7.1. Less Manual-Order Taking. Direct customer input via kiosks
significantly reduces manual order-taking and extended customer interactions, thereby
allowing employees to redirect their attention to essential tasks such as food preparation
and payment processing. This shift enhances overall workflow, diminishes daily
operational complexities, and contributes to a more efficient and manageable workplace,
as uttered:

“The kiosk has helped make our work easier because we no longer need to
manually take customer orders. Customers can place and pay for their
orders directly at the kiosk. It fits well with our usual work routine, and it
actually helps make counter service faster.” (Employee 4)

Sub-category 7.2. Order Fulfillment Strain due to Accelerated Orders. While kiosks
streamline ordering and reduce manual order-taking workload, they increase the
workload in food preparation and fulfilment. This puts pressure on production staff to
work faster as orders accumulate, causing stress during peak hours. Sustaining service
quality and preventing delays requires greater coordination, time management, and
multitasking.

According to employee 4, “The more customers use the kiosk, the more
orders come into the production area, which puts pressure on us to work
faster. All the order receipts stack up quickly.”

5. How do employees perceive the benefits brought by the self-order kiosks
compared to traditional ordering systems?

Category 8. Benefits of Self-Order Kiosks

Employees perceive self-order kiosks (SSKs) as highly beneficial, primarily for
enhanced efficiency, convenience, and improved customer experience. SSKs streamline
ordering, reduce human errors, and accelerate service by directly sending orders to
production, eliminating manual order-taking and minimizing queues. This allows
employees to focus on food preparation, cleanliness, and other customer concerns, while
also reducing repetitive tasks. For customers, kiosks offer convenience through
independent order customization, pressure-free menu browsing, and ample selection
time, which improves order accuracy and reduces miscommunication. SSKs also support
diverse payment methods (like card and GCash) and align the restaurant with modern
technology. Ultimately, employees view SSKs as a positive innovation that supports
operational goals and enhances customer satisfaction.
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Sub-category 8.1. Reduce Customer Queue time leading to Improved Employee
Morale. Self-order kiosks provide customers with full control over their selections,
allowing them to easily customize and browse the entire menu with features like
adjustable text height. This visual and interactive menu enhances order accuracy and
supports a sense of ownership, particularly for customers preferring privacy. For
employees, kiosks instantly transmit orders to production, significantly lightening the
workload for frontline staff and enabling them to multitask or reallocate to other critical
functions like food preparation and sanitation, especially during understaffed periods.

According to employee 1, “The self-order kiosk is convenient because it
allows customers to customize their orders based on their preferences.”
Employee 3 also shared, “It also has an option to deliver food directly to the
customer’'s table.” Additionally, employee 5 cited, “The kiosk allows
customers to enjoy browsing and tapping through the menu, which can even
convince them to order items they didn’t originally plan to buy.”

Sub-category 8.2. Reducing Lines and Speeding up the Process. Self-order kiosks
reduce long lines at the counter and lighten cashiers' workloads, allowing staff to focus
on food preparation and other essential tasks, particularly when short-staffed. Orders
from kiosks are instantly transmitted to the kitchen, enabling advance preparation and
accelerating the overall process, especially during peak hours, so food can be ready
immediately after payment. By decentralizing ordering, kiosks disperse customer traffic,
reducing wait times and enhancing satisfaction.

Employee 2 shared, “The self-order kiosk helps reduce long lines at the
counter and speeds up the ordering process, since customers only need to
pay at the counter after ordering.”

Sub-category 8.3. Reducing Face-to-Face Interaction and Miscommunication.
Kiosks minimize direct customer-staff interaction, favored by some shy or hesitant
customers, and significantly reduce complaints as customers customize their own orders
directly. This digital mediation lessens misunderstandings and errors, thereby easing the
emotional labor of frontline workers who are less blamed for mistakes.

Employee 6 mentioned, “Compared to the traditional system, the kiosk
reduces the chances of miscommunication because customers directly
select their items.”

Sub-category 8.4. Enhanced User Engagement. Kiosks offer various cashless
payment methods, such as card and GCash, directly at the point of ordering, which
employees perceive as an "innovative tool" aligning with modern technology and
streamlining service flow by minimizing counter bottlenecks. This system allows
customers to complete transactions seamlessly and privately, catering to a tech-savvy
demographic. The digital format also encourages customers to browse the entire menu
at their leisure, fostering an immersive experience that can lead to unplanned purchases
or upgrades.
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Employee 12 shared, “The kiosk is also user-friendly due to its advanced
features.” And according to employee 5, “Unlike traditional ordering where
the customer has to speak to a crew member, the kiosk is more efficient
because it displays the full menu.”

Sub-category 8.5 Improved Order Accuracy. Kiosks automate order placement,
freeing staff from manual counter tasks to focus on food preparation and other duties.
This removes congestion and labor bottlenecks, enabling employees to reallocate
attention to time-sensitive production, resulting in a smoother, faster workflow and quicker
food delivery.

Employee 1 shared, “The kiosk has become part of their usual routine and
helps them balance their work responsibilities, especially during peak
hours, as it allows them to focus more on assisting with order preparation.
This allows employees to multitask, perform other duties, and assist in
different stations more efficiently.”

Category 9. Disadvantages of Self-Order Kiosks

Despite the benefits, employees have noted several challenging aspects or areas
where kiosks do not provide an advantage, often creating new difficulties.

Sub-category 9.1. System Limitations and Technical Glitches. Kiosk systems
frequently lag in updates, displaying unavailable products as available, causing significant
issues like miscommunication, customer complaints, and lengthy refund processes for
cashless payments. Additionally, kiosks experience technical problems such as freezing,
lagging, and payment/printing errors, disrupting service and frustrating customers.
Troubleshooting these issues, like changing receipt paper, is also challenging for
employees due to specific knowledge requirements.

According to employee 1, “There are occasional errors with GCash
payments, where transactions do not go through successfully.” And
employee 3 cited, “Occasional technical issues, such as the screen freezing
or showing unavailable items as avail- able, can be frustrating.”

Sub-category 9.2. Added Workload for Staff. While self-order kiosks aim to reduce
counter work, they often increase employee workload as staff frequently must assist
customers unfamiliar or uncomfortable with the technology, such as older adults or first-
time users, with navigation, selection, or payment. This can pull employees from other
tasks and even lead customers to abandon the kiosk for traditional counter service. A
significant operational challenge is the risk of food waste, as orders sent automatically to
the kitchen before payment can result in premature food preparation for abandoned or
changed orders, leading to wasted ingredients and increased costs.
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Employee 2 shared, “Some customers are not familiar with or comfortable
using the kiosk, which means they often need assistance or end up ordering
directly at the counter instead.”

Sub-category 9.3. Customer Misconceptions and Misuse. Customers sometimes
mistakenly believe cash orders are paid after confirmation, leading to them leaving
without completing payment. This is problematic because kiosk orders are automatically
sent to the kitchen before payment, resulting in premature food preparation for unpaid
orders, causing food waste and resource losses. Furthermore, customers incorrectly
entering table numbers creates confusion and delays for staff in delivering orders. These
issues highlight the ongoing need for human oversight and system design refinement in
self-service environments.

Employee 6 revealed, “If a customer changes their mind after tapping an
order on the kiosk, such as removing an item, the order becomes waste
because preparation begins immediately.” Similarly, employee 11 shared,
“Another challenge arises when customers leave without completing their
orders or properly exiting the screen.”

Sub-category 9.4. Tension from Kiosk-Related Delays. Technical issues with self-
service kiosks, such as freezing screens, payment failures, and printer malfunctions,
significantly slow down service and frustrate customers, often leading them to request
traditional counter service. From an employee perspective, these glitches create tension
between innovation and operational performance because staff are forced to intervene
and prioritize customer recovery and reassurance over speed, conflicting with the
restaurant's strict three-minute service protocol. This highlights that the success of self-
service kiosks relies not only on the technology itself but also on its reliability, usability,
and the human support systems in place to address these inevitable challenges.

Employee 4 cited, “Some customers even say things like, “Ma’am, can we
just order at the counter instead? This is taking too long,” when struggling
with the kiosk. This can be frustrating, especially because employees are
expected to follow the standard service time of three minutes from order to
payment and delivery.”

6. What outcomes do employees perceive as a result of implementing the self-
order kiosks?

Category 10. Changes in Daily Work

The implementation of self-order kiosks has led employees to perceive a variety
of outcomes that significantly influence daily work, customer interactions, processing
speed, accuracy, workload, responsibilities, and customer behavior and satisfaction.
Since their introduction, specific changes in daily work routines have been observed.
Furthermore, kiosks have fostered greater customer independence in order placement,
which, in turn, has affected how employees manage their responsibilities and respond to
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service demands. Overall, these kiosks have introduced both efficiencies and challenges,
thereby reshaping the day-to-day operations of frontline staff.

Sub-category 10.1. Increased Speed and Efficiency. Kiosks significantly streamline
the ordering process and accelerate food preparation, leading to faster and more efficient
task completion. Orders placed through kiosks are often prioritized, with preparation
starting even as customers pay, or allowing immediate food handover upon cash
payment. The system also instantly displays order details like dine-in or take-out, reducing
verbal communication and improving coordination between staff. This results in a more
streamlined workflow, enabling employees to manage tasks and serve customers more
quickly, particularly during peak hours.

Employee 5 also shared, “While customers place their orders at the kiosk,
we no longer need to wait at the counter, allowing us to focus more on food
preparation.”

Sub-category 10.2. Improved Productivity and Lighter Workload. Self-order kiosks
have generally led to improved productivity and a lighter workload in specific areas, as
employees spend less time on manual order-taking and direct customer interaction,
allowing them to focus on food preparation and other responsibilities. However, this shift
simultaneously increased the workload in food preparation and fulfilment due due to a
higher volume of kiosk orders, especially during peak hours, creating pressure for faster
work. Despite these challenges, employees developed stronger multitasking skills and
flexibility, ultimately reshaping their workflow by lightening some duties while intensifying
others, fostering a more dynamic and productivity-driven environment.

Employee 4 shared, “This gives us more time to focus on preparing food—
especially for elderly customers who may need extra assistance.” Employee
8 also stated, “Since most customers already know how to use the kiosks
and don’t need much assistance, | can focus more on my tasks.”

Sub-category 10.3. Early Preparation. Employees can start preparing food instantly as
customers place orders, leading to quicker processing and reduced order-taking time at
the counter. This eliminates verbal communication and manual entry, enhancing
efficiency and accuracy by minimizing human error. As a result, staff deliver faster and
more accurate service, particularly during high-volume periods, which improves workflow
and customer experience.

According to employee 8, “One employee noted that food can be ready right
after payment because preparation starts immediately.”

Category 11. Changes in Employee-Customer Interaction

The implementation of self-order kiosks (SSKs) has generally led to a decrease in
direct employee-customer interaction, as customers now place orders independently,
redefining the customer service role to a more supportive capacity. This shift contributes
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to greater efficiency and fewer ordering misunderstandings. However, it also diminishes
opportunities for building rapport and personalized service. Employee perceptions of this
transformation are mixed, with some viewing it positively due to a lighter workload, while
others express concerns about the overall customer experience.

Sub-category 11.1. Reduced Direct Interaction. Kiosks allow employees to primarily
focus on payments and order preparation, as customers now mainly approach the counter
just to pay or receive their orders. This reduced direct interaction is favored by shy or
hesitant customers, providing a more private and less pressured ordering experience and
fostering comfort through independent ordering. While it may limit personal engagement,
this shift contributes to a faster and more discreet service model preferred by some
customers.

According to employee 1, “Some customers also prefer using the kiosk as
they feel shy or hesitant to make requests in person.” And employee 3 cited,
“After placing their order at the kiosk, customers go directly to the counter
to pay, which reduces our interaction with them.”

Sub-category 11.2. Fewer Complaints. Self-order kiosks enable direct customer
customization, significantly reducing complaints and the need for counter clarifications,
thus facilitating smoother transactions. Employees perceive this shift, where customers
are responsible for order accuracy, as a major benefit, leading to a more efficient and less
stressful operational environment.

Employee 4 mentioned, “It also helps reduce complaints, since customers
place their own orders through the kiosk. If there are issues with their
orders, they typically don’t blame us because they were the ones who
selected the items.”

Sub-category 11.3. Persistent Interaction. Nevertheless, direct human interaction
persists when customers encounter payment processing difficulties at kiosks, require
order modifications, or prefer traditional counter service, particularly among older
demographics. In these situations, employees provide personalized assistance,
underscoring the essential role of human support for inclusivity and addressing individual
customer needs, despite the streamlining benefits of technology.

Employee 1 mentioned, “Even while they are stationed at the counter and
handling orders, they still need to respond to customer concerns and
complaints related to kiosk transactions, which adds to their workload.”

Sub-category 11.4. Limited Upselling. The reduced face-to-face interaction with kiosks
presents a missed opportunity for staff to make suggestions, offer upgrades, or upsell
items, unlike traditional ordering where personalized engagement could enhance
customer experience and sales. While kiosks improve efficiency, they limit the crucial
human element in customer service.
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Employee 7 cited, “Another challenge is that the kiosk limits interaction.
Unlike the traditional ordering system, we can't make suggestions or offer
upgrades.”

Sub-category 11.5. Customer-Driven Accuracy. Customers directly customizing their
orders on kiosks removes uncertainty for employees, leading to greater confidence in
order accuracy. Kiosks minimize miscommunication and errors, making the ordering
process more precise, which reduces complaints and enhances both employee
performance and customer satisfaction.

Employee 6 also shared, “Compared to the traditional system, the kiosk
reduces the chances of miscommunication because customers directly,
rather than relying on a cashier to input their order.”

Sub-category 11.6: Challenges with Availability/Input. Frequent accuracy issues
stem from the kiosk system's failure to update inventory in real-time, often displaying
unavailable products as available, which results in incorrect orders. Furthermore,
customers occasionally input erroneous table numbers, causing confusion and delays in
order delivery, especially during peak hours. These combined issues underscore the
critical need for continuous system maintenance and effective customer guidance to
ensure efficient and accurate kiosk functionality.

Employee 2 also cited, “A common issue with the kiosk is that it sometimes
displays unavailable items as if they were still in stock, and in some cases,
orders are already paid for, making it difficult to convince customers to
choose alternative items.”

7. How do employees perceive the self-service kiosks in terms of being user-
friendly for customers?

Category 12. Perceived Advantages of Kiosk User-Friendliness for Customers

Employees perceive the self-service kiosks as largely user-friendly due to design
features that provide independence, particularly benefiting tech-savvy customers. They
identify several features that make kiosks easy and appealing for customers to use.

Sub-category 12.1. User-Friendly Design and Visual Cues. Kiosks are described as
user-friendly due to their well-organized, categorized menus and touchscreen interface
with clear displays of food images. Features like visual indicators (e.g., for spiciness) and
systematic grouping simplify navigation, enhancing the ordering experience for all
customers, especially first-time users, and contributing to efficient service flow.

Employee 8 said, “The kiosk design is user-friendly because its features are
well-organized and categorized, making it easy for customers to read and
understand.” And employee 2 also shared, “Since the kiosk is touchscreen,

710

Ignatian International Journal for Multidisciplinary Research Vol 3 No 9 September 2025 www.icceph.com



customers simply tap on the items they want, and images of the food are
also shown, which helps guide their choices.”

Sub-category 12.2. Clear Organization and Customization. \Well-categorized and
organized menu items with clear, customizable inputs make the self-order kiosk system
both understandable and easy for customers to navigate. This empowers customers with
full control over their selections and customization, which eliminates employee
uncertainty and significantly reduces complaints as customers are responsible for their
choices. Ultimately, this enhances clarity and precision in the ordering process, leading
to an improved customer experience, smoother operations, and heightened service
accuracy.

Employee 6 mentioned, “The kiosk is easy to understand because the food
items are well-categorized and organized—such as burgers and chicken—
and the full menu is clearly displayed, allowing customers to easily choose
what they want.” Additionally, employee 7 shared, “In terms of design, the
kiosk is easy to understand because the items are well-categorized.”

Sub-category 12.3. Order Review and Accuracy. Customers can easily review and
customize orders directly on screen before checkout, which improves order accuracy and
removes uncertainty for employees. This empowers customers to take responsibility for
their selections, thereby minimizing errors, misunderstandings, complaints, and disputes.
The process streamlines operations and fosters a smoother, more reliable service
experience for both staff and customers.

Employee 4 shared, “Since customers place and customize their own
orders directly on the screen, it removes any uncertainty on our end—we’re
confident that what they ordered is exactly what they wanted.” Additionally,
employee 5 cited, “The kiosk is very effective because it allows customers
to see and review their orders on the screen before checking out.”

Sub-category 12.4. Multilingual and Accessibility Features. Kiosks enhance user-
friendliness through multilingual options (e.g., Chinese, English) and accessibility
features like adjustable screen text, accommodating diverse customers, including
children and individuals with disabilities. These adaptive features foster a more inclusive
and user-centered ordering process, promoting independent service access for a wide
range of users.

Employee 8 expressed, “In my opinion, the kiosk is user-friendly because it
has a touchscreen interface, displays pictures of the food, and offers
multilingual options, such as Chinese and English, which help
accommodate different customers.” And according to employee 7, “It also
has accessibility features—for example, if we have customers with
disabilities or shorter height, we can lower the screen text to make it easier
for them to see and choose what they want.”
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Sub-category 12.5. Enhanced Privacy and Comfort. Kiosks offer an advantage for
customers hesitant to order from staff, enabling them to place orders privately and
comfortably without face-to-face interaction. This empowers customers who might feel
intimidated or rushed, creating a more relaxed and user-friendly ordering process that
improves customer satisfaction and broadens accessibility for those preferring minimal
social interaction.

Employee 9 shared, “Many customers are happy and enjoy using the kiosk,
not only because it's a new technology but also because it gives them the
advantage of ordering without feeling shy.”

Sub-category 12.6. Appeal to Tech-Savvy Demographics. Gen Z and millennial
customers perceive the self-order kiosk experience as highly satisfying and user-friendly,
largely due to the autonomy, control, and customization it offers for placing and reviewing
orders. This positive reception aligns with their generational preferences for convenience,
speed, accuracy, and minimal interaction, thereby enhancing their shooverall customer
experience and supporting smoother service procedures.

Employee 11 also shared, “Overall, the kiosk is effective, especially for Gen
Z customers who are already familiar with technology, while senior citizens
often need assistance.”

Category 13. Perceived Challenges to Kiosks User-friendliness for Customers

Although self-service kiosks are generally efficient and accessible, employees
noted significant challenges, particularly for customers who are not tech-savvy, such as
older individuals or those with limited digital experience. These customers often perceive
kiosks as confusing, inconvenient, or intimidating, with some describing the experience
as a "hassle". Such difficulties can lead to feelings of frustration, discomfort, and being
pressured or overwhelmed, especially during peak hours when queues form behind them,
as uttered:

“The older people would say the kiosk is hassle, and they would complain and ask
if they can order in the kiosk and crew will assist the customers and there are some
customers would deny that they would not use it.” (Employee 12)

Sub-category 13.1. Text and Readability Issues. Small or hard-to-read text, especially
with screen glare, along with the absence of audio instructions, creates significant
accessibility issues for some customers, thereby reducing overall ease of use and
highlighting the need for more inclusive kiosk features.

Employee 2 shared, “For instance, some customers have trouble reading
the text on the screen, especially when sunlight causes glare.”
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Sub-category 13.2. Complex Customization and Upselling. Complex customization
for specific requests or meal upgrades, involving multiple steps and non-intuitive screen
placements, frequently leads to customer confusion and order delays. These usability
issues highlight the necessity for improved interface design to enhance clarity and
streamline customization procedures.

Employee 10 shared, “However, one of the features that some customers
struggle with is upgrading their meals, such as choosing shake shake fries
or iced coffee.”

Sub-category 13.3. Confusing Terminology and Pricing. Customers frequently
encounter difficulties with unclear abbreviations (e.g., "REG." for regular) and new
product names, as well as confusion regarding kiosk pricing. These issues often lead to
customer hesitation, ordering mistakes, and the need for employee assistance, thereby
diminishing the intended efficiency of self-service. Such challenges underscore the critical
importance of clear and transparent interface design to accommodate diverse user
competencies.

Employee 4 described, “One example is the use of abbreviations like
“REG.” for regular, which some customers don’t understand.”

Sub-category 13.4. Need for Assistance. First-time self-order kiosk users frequently
exhibit hesitation, confusion, or uncertainty, often necessitating staff assistance with
navigation, order customization, and payment processes. This requirement for human
intervention, despite the kiosks' intended design for convenience and reduced staff
workload, can impede service efficiency and underscores the critical need for continuous
customer education and enhanced interface design to facilitate a smoother user
onboarding experience.

Employee 4 shared, “Some need help navigating the kiosk, which slows
down the line and results in complaints.”

DISCUSSION

This chapter synthesizes the key findings derived from interviews, observations,
and supporting documents, reinforcing the study's conclusions and offering
recommendations for future innovation. The discussion aims to provide a deeper
understanding of how employees at a fast-food establishment in Dipolog City perceive
the adoption of self-order kiosks. Guided by Rogers' (2003) Diffusion of Innovation (DOI)
theory and supported by Davis's (1989) Technology Acceptance Model (TAM), the results
highlight how employees of a fast-food chain in Dipolog City perceived and responded to
the integration of self-order kiosks.

Employees at the fast-food establishment in Dipolog City generally maintained
positive perceptions regarding self-order kiosks (SSKs), recognizing their potential to
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improve service speed, reduce counter workload, and enhance overall productivity. They
observed noticeable changes in workflow, primarily manifesting as increased efficiency,
faster service, and reduced task completion time. However, employees also
acknowledged practical challenges, such as technical glitches and the difficulties some
customers face, especially older or less tech-savvy ones. The transition from initial
hesitation to confidence was supported by hands-on training experience and peer
support, which proved important in the learning process.

Regarding Complexity (Categories 1 to 3), employees reported mixed perceptions
regarding self-order kiosks. While many, particularly Gen Z and Millennial individuals,
found them user-friendly due to features like clear categorization, touchscreen interfaces,
visual aids, and multilingual options, older or less tech-savvy customers frequently
struggled. Challenges noted included small text, screen glare, a lack of audio instructions,
confusing terminology, multi-step processes for specific requests, and technical issues
such as freezing or receipt printing failures, which could cause delays. This transformation
reconfigured frontline staff responsibilities, with employees transitioning from checkout
tasks to troubleshooting and monitoring multiple customers, demonstrating how
automation reshapes service work (Moradi et al., 2024).

For Compatibility (Category 4), Self-order kiosks demonstrate strong compatibility
with tech-savvy younger individuals, leading to positive self-ordering experiences and
preparing establishments for future service models, a trend supported by technology
readiness and perceived usefulness (Amiri et al., 2025). However, this digital shift raises
concerns about excessive dependence on technology, potentially resulting in more
impersonal interactions and decreased customer satisfaction and loyalty (Nation’s
Restaurant News, 2024), with Raff (2024) emphasizing that technology should
supplement, not replace, crucial personal interactions. Conversely, older customers often
find kiosks inconvenient, difficult to understand, or overwhelming, frequently preferring
direct counter service, which necessitates continued employee assistance and guidance
for adaptation. Bannawi et al. (2025) note that age, more than gender, influences
customer satisfaction, and a positive servicescape boosts the intention to use self-service
technology (Guan et al., 2021).

For Trialability (Category 5), employees reported adequate preparation and
adaptation through management-provided time, structured training, step-by-step
guidance, and regular briefings. The adoption process incorporated gradual exposure to
kiosks during quieter shifts or via shadowing experienced colleagues, creating low-risk
learning environments consistent with Rogers' (2003) concept that trialability facilitates
adoption. These practical opportunities fostered staff confidence in system use and
customer assistance. This aligns with lyer's (2025) emphasis on workers acquiring new
skills quickly as automation transforms the food industry, and the essential roles of
employee empowerment (Colnar et al., 2020) and organizational motivation policy for
work efficiency and success.

Categories 6 and 7 align with Davis's (1989) Technology Acceptance Model (TAM)
construct of perceived usefulness. Employees largely perceived that the self-service
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kiosks significantly enhance their job efficiency by enhancing task speed and enabling
better multitasking, thereby boosting overall productivity. They consistently mentioned
that kiosks support multitasking and reported significantly improved task completion
speed and efficiency. Malcolm (2024) also states that technological progress has greatly
transformed restaurant management, enhancing both efficiency and the customer
experience.

For Relative Advantage (Categories 8 and 9), employees perceived self-order
kiosks (SSKs) as highly beneficial for streamlining operations, enabling faster service,
multitasking, advance order preparation, and reduced manual order-taking, thereby
contributing to overall productivity and assuring order accuracy through direct customer
input. These kiosks were considered effective, practical, and significantly helpful in daily
operations, aligning the restaurant with future service trends. This aligns with customer
perceptions that SSKs enhance ordering efficiency (Tamondong et al., 2023). However,
employees at the fast-food branch in Dipolog City also reported technical challenges,
including freezing, displaying unavailable products as available, and failures to print
receipts, which caused delays and led to customer complaints.

Categories 10 and 11 reflect Observability, indicating that kiosks led to noticeable
changes in workflow, primarily through increased efficiency, faster service, and quicker
task completion. Employees experienced a lighter workload at the counter due to reduced
direct customer interaction and less manual order-taking, which also resulted in fewer
complaints as customers directly input their orders; notably, Bannawi et al. (2025) found
high customer satisfaction with kiosk user-friendliness. The visibility of successful
outcomes, such as smoother workflows, fewer complaints, and faster transactions,
significantly contributed to employee acceptance, aligning with Rogers’ (2003) claim that
visible benefits and peer demonstration enhance adoption. However, this transition also
increased pressure on food preparation and order fulfillment during peak hours due to
rapidly accumulating orders. Furthermore, swift technological integration can lead to
"technostress" among employees, manifesting as anxiety and frustration that adversely
affect job satisfaction and performance (Atrian et.al., 2023).

Categories 12 and 13 relate to Perceived Ease of Use. Employees generally
perceive self-service kiosks as user-friendly, especially for tech-savvy customers,
because of features like clear categorization, touchscreen interfaces, visual aids, and
multilingual options. A study by Gedenk (2023) also found that customers tend to spend
more when ordering through kiosks compared to at the counter. However, significant
challenges exist for older or less tech-savvy customers, who often find the kiosks
confusing or intimidating due to issues such as small text, screen glare, a lack of audio
instructions, confusing abbreviations, or multi-step processes for specific requests like
add-ons or meal upgrades.

Overall, the study revealed that employees at a fast-food establishment in Dipolog
City generally maintained positive perceptions regarding the adoption of self-order kiosks
(SSKs), recognizing their potential to improve service speed, reduce counter workload,
and enhance overall productivity. Guided by Rogers' (2003) Diffusion of Innovation theory
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and Davis's (1989) Technology Acceptance Model, the research examined how
innovation attributes—relative advantage, compatibility, complexity, trialability, and
observability—shaped these employee perceptions. While benefits such as improved
order accuracy and customer autonomy were acknowledged, employees also identified
practical challenges, including technical glitches, the display of unavailable products, and
difficulties faced by older or less tech-savvy customers. The contrasting user experience
between younger and older customers highlighted the importance of continuous
assistance and support. Ultimately, management’s investment in proper training and trial
opportunities facilitated employees’ confident adaptation to SSKs, enabling them to
actively assist customer transitions.

Self-order kiosk adoption in a Dipolog City fast-food establishment significantly
improved efficiency and workflow. Aaron Allen & Associates (2025) notes that kiosks
reduce labor costs by decreasing front-counter staff, making ordering faster and more
accurate, and reducing mistakes and wait times. Despite challenges, kiosks are
considered a valuable innovation for both employees and customers, provided there is
continuous guidance and system refinement. Most findings aligned with the Diffusion of
Innovation (DOI) and Technology Acceptance Model (TAM). However, a surprising result
was that assisting older or less tech-savvy customers sometimes negated the kiosks’
intended efficiency, likely due to digital literacy gaps. This highlights that the innovation's
relative advantage is partly dependent on customer demographics and underscores a
critical interplay between employee adaptation and customer readiness.

Future research could delve deeper into these customer-side barriers and how
employee roles evolve when assisting less tech-savvy users. Additionally, examining the
long-term effects of technological changes on employee morale and career opportunities
could offer further insights into sustaining innovation adoption in service industries.

Conclusions

This study, guided by Rogers' Diffusion of Innovation (DOI) theory and the
Technology Acceptance Model (TAM), investigated employees' perceptions of self-order
kiosk (SSK) adoption in a Dipolog City fast-food establishment. Employees generally
reported a predominantly positive perception of SSKs, recognizing their potential to
improve service speed, enhance overall productivity, and streamline operations. This
positive view is nuanced by practical challenges, notably technical issues and difficulties
faced by older or less tech-savvy customers. Management’s investment in proper training
and trial opportunities enabled employees to adapt confidently and actively assist
customer transitions.

Specifically, in addressing each research question, the findings demonstrate a
detailed understanding of these perceptions:

Perceived Benefits Compared to Traditional Systems: Employees perceive self-order
kiosks as highly beneficial for streamlining operations, enabling faster service, advanced
order preparation, and significantly reducing manual order-taking. This leads to increased
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productivity, reduced customer queue times, and enhanced order accuracy due to
customer direct input, minimizing miscommunication and complaints.

Alignment with Existing Work Routines (Compatibility): The kiosks are generally
perceived to fit well within existing work routines, enhancing efficiency, reallocating staff
focus, and improving customer flow by minimizing manual order-taking. While core tasks
like food preparation and cleanliness remain consistent, and kiosks are seen as
innovative tools aligned with modern technology (especially online payment features),
concerns exist regarding potentially impersonal interactions and difficulties for older
customers, necessitating continued employee assistance.

Ease of Learning (Complexity): Most employees found kiosks intuitive and user-friendly
for basic operations due to clear instructions, organized menus, and visual aids, making
learning easy for tech-savvy individuals. However, challenges include technical issues
(freezing, payment/printing errors), system limitations for special requests or inventory
synchronization, initial hesitation, and difficulties with complex customization and text
readability.

Gradual Integration (Trialability): The integration of self-order kiosks was perceived as
well-supported and manageable, offering gradual learning and practice opportunities.
Management provided ample time, structured training, step-by-step guidance, and
regular briefings, fostering staff confidence. Peer support and teamwork were also crucial
for guidance and confidence-building, aiding effective adaptation over time, with informal
"try-and-learn" during non-peak hours being especially effective.

Outcomes of Implementation (Observability): Kiosk implementation led to increased
efficiency, accelerated service, and quicker task completion. Employees experienced a
lighter counter workload due to reduced direct customer interaction and manual order-
taking, resulting in fewer complaints. However, this shift also increased pressure on food
preparation and order fulfillment during peak hours, while overall, kiosks were perceived
to improve multitasking abilities and productivity.

Effect on Job Efficiency (Perceived Usefulness): Employees largely perceive that self-
order kiosks significantly enhance job efficiency by increasing task speed and
streamlining workflows. They support multitasking and reduce repetitive tasks, allowing
staff to focus more on food preparation and service. The instant communication of orders
to the production area facilitates quicker service, though this acceleration can also result
in increased pressure on the order fulfillment process during busy periods.

User-Friendliness for Customers (Perceived Ease of Use): Kiosks generally fit well
within existing work routines, enhancing efficiency, reallocating staff focus, and improving
customer flow by minimizing manual order-taking. While core tasks like food preparation
and cleanliness remain consistent, and kiosks are viewed as innovative tools aligned with
modern technology, particularly with online payment features, concerns persist regarding
impersonal interactions and difficulties for older customers, thus necessitating continued
employee assistance.
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In conclusion, Self-order kiosk (SSK) adoption in this fast-food establishment
notably improved efficiency and workflow, contributing to a modern service model.
Despite these benefits, challenges persist, particularly with technical issues and customer
adaptation. The study emphasizes that kiosks remain a valuable innovation for
employees and customers with continuous guidance and system refinement. Crucially,
management’s investment in proper training and trial opportunities enabled employees to
confidently adapt and actively support customer transitions.

Recommendations

Based on the results and insights gathered from the employees in the fast-food
establishment in Dipolog City regarding the adoption of self-order kiosks, the following
recommendations are proposed:

1. To prevent customer frustration and reduce manual updates by employees,
establishments with self-service kiosks should implement an automated
inventory tracking system. This real-time system would automatically update
product availability, removing sold-out items from the display, thereby preventing
customer complaints.

2. To improve the order pick-up process and reduce counter congestion. The
establishments may introduce a vibrating alert device where buzzers will be
given to the customers whenever the ordered items are not yet available.

3. To address reported issues such as freezing, printing failures, and cashless
payment problems, the company may integrate a regular system maintenance
and software updates should be scheduled. A dedicated support team or
technician may be assigned to quickly respond to technical problems to minimize
service interruptions and employee stress.

4. Employees expressed appreciation for the trial and training provided. To sustain
this momentum, regular refresher training may be conducted, especially when
system updates or new features are introduced. Peer mentoring may be
encouraged, where more experienced staff guide new hires in using the kiosks
confidently.

5. Since employees observed that kiosks speed up ordering and put pressure on
the production area, the management may evaluate kitchen workflow and
staffing levels during peak times to avoid delays and reduce stress.

6. For self-service kiosks developers, it is recommended that they should enhance
the system by integrating a cash acceptance machine (CAM), allowing
customers to pay using physical currency. This addition could cater to a wider
range of customers, especially those who prefer cash transactions.
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7. Future research should conduct comparative studies across multiple
organizations to examine regional variations in self-order kiosk adoption and
include customer perspectives. Additionally, researchers can explore the long-
term impact of self-service kiosks on employee satisfaction, service quality,
customer queueing time, or overall transactional efficiency. Studies should also
focus on employees’ perceptions of working in a tech-driven environment,
including concerns about job security, career development, and adaptability to
automation. These insights can help organizations develop strategies for digital
innovation, continuous learning, and sustainable employment during
technological transitions.

Compliance with Ethical Standards

The research complied with institutional ethical standards required for research
involving human participants. The following principles and procedures were observed to
ensure ethical integrity and participant protection throughout the research process. Before
participating in the study, all participants received detailed informed consent forms
outlining: that explained the purpose and objectives of the research. It emphasized that
participation was entirely voluntary and that individuals had the right to withdraw at any
time without facing any negative consequences.

The employees were given ample time to review the form and were encouraged
to ask questions or express concerns before signing. All participants provided written
consent before any data collection took place. To protect participants’ privacy, strict
measures were taken to ensure anonymity and confidentiality. Pseudonyms or unique
codes replaced real names in all transcripts, notes and reports. And no identifiable
personal or organizational information was disclosed. Audio recordings, transcripts, and
related documents were stored on encrypted, password-protected device accessible only
to the researcher. Data will be permanently deleted after the retention period defined by
institutional guidelines. As the primary data collector, the researcher recognized their role
in shaping the research process and outcomes.

A reflexive journal was maintained throughout the study to document personal
assumptions, decisions and potential biases. This practice supported regular self-
evaluation and helped ensure that the researcher’s interpretations remained grounded in
the authentic voices of the participants. Participant welfare remained the paramount
consideration throughout. Interviews were scheduled at times and locations convenient
to the employees, and the study implemented safeguards against coercion, pressure or
discomfort. The researcher took careful steps to ensure that no participant was exposed
to physical, emotional or psychological harm during the research process. Finally, The
study commenced only after obtaining Institutional Review Board approval from the
institution’s Research Ethics Committee.

Hence, all ethical standards and protocols required by the institution were strictly
followed to maintain the integrity, responsibility, and accountability of the research.
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