INTERPERSONAL SERVICE QUALITY AND ITS
INFLUENCE ON SELF-SERVICE TECHNOLOGY ADOPTION
IN DINE-IN RESTAURANTS

o iNStitut 4

1pm1

THESIS

Prepared by:
Teddy Darmadi Suwadji (23231005)

Academic Supervisor:

Prof. Dr. Ir. Dedi Fardiaz, M.Sc.

MASTER OF BUSINESS ADMINISTRATION
IPMI INSTITUTE
JAKARTA
2025



INTERPERSONAL SERVICE QUALITY AND ITS
INFLUENCE ON SELF-SERVICE TECHNOLOGY ADOPTION
IN DINE-IN RESTAURANTS

Prepared by:
Teddy Darmadi Suwadji (23231005)

A THESIS
Submitted in a partial fulfilment of the requirements for the degree of

Master of Business Administration



CERTIFICATE OF APPROVAL

Name and Student ID : Teddy Darmadi Suwadji (23231005)
Topic : Interpersonal Service Quality and Its Influence on
Self-Service Technology Adoption in Dine-In

Restaurants

We hereby declare that this Thesis is from student’s own work, has been read and
presented to IPMI Institute Board of Examiners, and has been accepted as part of
the requirements needed to obtain a Master of Business Administration degree and
has been found satisfactory.

Jakarta, 28 February 2025,

Examined by,
A \
Prof. Ir. Roy H.M. Sembel. MBA. Prof. Ir. M. Aman Wirakartakusumah
Ph.D.. CSA. CIB. CIIM M.Sc.. Ph.D.
Examiner Chair of Examiners

—r

Prof. Dr. Ir. Dedi Fardiaz. M.Sc.

Advisor's Name

Acknowledged by,

e a

Prof. Dr. Ir. Dedi Fardiaz. M.Sc.
Vice Rector of Academic & Student Affairs




NON - PLAGIARISM DECLARATION FORM

This Thesis is a presentation of our original research work. Wherever contribution
of others are involved, every effort is made to indicate this clearly, with due
reference to the literature, and acknowledgement of collaborative research and

discussions.

Also, this work is being submitted in partial fulfillment of the requirements for the
Master of Business Administration degree and has not previously been accepted in
substance for any degree and is not being concurrently submitted in candidature

for any degree.

Jakarta, 28 February 2025

| ¢

SEPUL LS RIBL RUPAM

........

Teddy Darmadi Suwadji



Table of Contents

Certificate Of APProval .....cccveviieiiiiieiieeeee et 3
Non-Plagiarism Declaration............cceccveeevierieeiieniienieeieesieeie e 4
Table Of CONLENT .....eoiuiiiiiiiieiieie ettt ettt eaeeseeens 5
LISt OF FIGUIES ..vviiiieiiicieeie ettt ettt ettt eebeebeesaaeenvaas 7
LSt OF TaBIES ..coiiieiiieiieeteee et 8
ACKNOWIEAZEMENL ....c..eeiiiiiiiiiiieiie e 9
ADSIIACT ..ottt ettt et n 10
Chapter 1: INtrodUCtiON ..........c.eeeuiiiiieiiieeii ettt 11
1.1 Background of Study .......ccccveeviienieiiiieieeeeee e 11
1.2 Problem Statement ............ccceruerierienienieeieseeieeeese e 14
1.3 Research QUESHIONS ........oocuviiiiieeeiieceee et 14
1.4 Research ODJECHIVES ....covievieiiiiciieiie ettt 15
1.5 Scope of The Study .....ooceeviiiiiee e 16
1.6 Significance of Research ...........ccoooeeviiiiiiiiiniiiiiceceeeee 16
1.7 ThesiS StIUCLUIE .....ooeireiriiriiiiieicee et 17
Chapter 2: Literature Review & Hypotheses .........ccccceerieriiieiieniiiiiiieieeieeie, 19
2.1 INErOAUCTION vt 19
2.2 Dine-In Restaurants ............ccoceeriieiiiniiiiieiienieeeeeiceeeesceee e 19
2.3 Self-service technology (SST) ..ccvieciieriieiieie et 20
2.4  Unified Theory of Acceptance and Use of Technology (UTAUT) .. 21
2.5 Behavioral Intention ..........occeviiiiiiniiniieecceeeceee e 23
2.6 Use BEhavior ......coouiiiiiiiiiicecee e 25
2.7  Interpersonal Service QUAlity .........cceeeiiriiiinieniieiieie e, 25
2.8 Previous Researches .......c..coceverienenienienienieceeceeeene e 26
2.9  Research Framework ..........ccccooveriiniininiiinieieneeeeeeeeeeenen 30
Chapter 3: Research Methodology .......cccoceeviiiiiieniieiieciecieceece e 33
3.1 INErOAUCTION ..ottt 33
3.2 Type of Research ..o 34
3.3 Source of Data ........oocveeviiiiiieieeee e 35
3.4  Population and Sample ..........ccoceeviriininiiiniii 36



3.5 DAta COLLECTION ... eeeeeeeeeaaees 38

3.6 Measurement of Variables .........cccooeevieriiiinieniiienieeeeeee 39
3.7  Development of QUESHONNAIIES .....ccveevveerierrirerieereenieereerreeseneennees 42
3.8 Data Analysis Method .........cccoecievieiiiiiiieniiceeicceeeece e 42
3.9 Hypothesis TeStING .....ccceevuieviiiiiiieiieeiieeeeee ettt 46
Chapter 4: Findings, Analysis and DiSCUSSIONS ........ccccccvveeviiereeeieenieenieeieenenn. 48
4.1 INErOAUCTION ..ot 48
4.2 Reliability Test ...cccveeeuiiiiieieeeee e 48
43 Respondent Profile ..........cccooeiiiiiiiiiiieieeeeee e 50
4.4 DesScriptive STAtISTICS ouveerverriieriieeieenieeieeieesteeteesieeseeeseeesaeeseees 51
4.5  Measurement Model Evaluation ...........ccoccevvevinieninnininncnceee 54
4.6  Structural Model Evaluation ...........ccoceveviiinieiiniieniieneeeeeee 64
4.7  Hypothesis Test RESUILS .......cccceeviiiiiiiiiiiiiciiecieee e 71
4.8 Summary of ReSUILS ......cccccuiiiiiiiiiiiieieeeceece e 74
Chapter 5: Conclusions and Recommendations ............ccccceeeveeveeniennieencennennne. 80
5.1 CONCIUSION ...ttt et 80
52 Recommendations .........ccoceeiereeienieenienienieeie sttt 82
REFETENCES ..ottt 87
Appendix: QUESTIONNAIIE .......eerrierrierireerieeeteerieereeereesseesseesseesreeseesseessseessesssns 93



Figure 2.1
Figure 2.2
Figure 3.1
Figure 3.2
Figure 3.3
Figure 4.1
Figure 4.2

List of Figures

Unified Theory of Acceptance and Use of Technology Model .... 23

Research Framework .........ccccooceiiiiiiiiiiiiiieecee 31
Methodology FIOWChArt ........c..ccvieiiiiiiiiiieciceieecee e 33
Research Onion Diagram ...........cccceeeeveevieenieeieenieesieeieeeee e 34
G POWer ANALYSIS ..oouvieiiiiieeiieiieeieee e 38
Research Model ..........ooooiiiiiiiii e 55
Research Model With PE, EE, SI Direct Effect .........cooooovvvnnnnnen. 73



Table 2.1
Table 3.1
Table 3.2
Table 4.1
Table 4.2
Table 4.3
Table 4.4
Table 4.5
Table 4.6
Table 4.7
Table 4.8
Table 4.9
Table 4.10
Table 4.11
Table 4.12
Table 4.13
Table 4.14
Table 4.15

List of Tables

List of Previous Related Research ...........coccooeviiniininnniencnene 27
Cohen Table ......cocveviiiiiieieieee e 37
Operational Variables ..........ccceovieciieiiiiiieeecee e 39
Results of the Reliability Test (Cronbach’s Alpha) ....................... 49
Demographic Characteristics .........ooceereerieeeniienieenieenieseeesee s 51
Descriptive Statistic Test Result ........c.ccoooieiieiiiiiiiiniiieiiee 52
Construct Validity and Reliability Report ...........ccooveviiieiinnnnnn. 57
Construct Validity and Reliability Updated Report ....................... 60
Fornell-Larcker Criterion Evaluation ..........c..cocceveeveiiencenennenne. 61
Heterotrait-Monotrait (HTMT) Ratio .......cccceeevvevienciieniieieeieenen. 62
Cross Loading RePOrt ........cceeeiieiiieiiieiiecieeieeciee et 63
Inner Model VIF ..ottt 65
Outer Model VIF ..o 66
Coefticient of Determination (R?) .......cccceeevvveeviiiiiviieecieeeeeeeen 68
F-SQUAre (12) c..eeeieeiieeee et 69
Hypothesis Testing Result .........cccccoeoieiiiniiiniiiiieieeeeeeeen 71
Direct and Indirect Effects for PE, EE, SI ....ovvvvviiiiiiiiiiiieeeiiin, 73
PE, EE, and SI Direct, Indirect, and Total Effect .........cccvvveeeeee... 75



ACKNOWLEDGEMENT

First and foremost, I would like to express my deepest gratitude to God Almighty
for granting me the strength, wisdom, and perseverance to complete this thesis.

Without His guidance, this journey would not have been possible.

I extend my sincere appreciation to my supervisor, Prof. Dr. Ir. Dedi Fardiaz,
M.Sc., for his invaluable guidance, patience, and encouragement throughout this
research process. I am also grateful to my thesis examiners, Prof. Ir. M. Aman
Wirakartakusumah, M.Sc., Ph.D. and Prof. Ir. Roy H. M. Sembel, MBA, Ph.D.,
CSA, CIB, CIIM, for their time, constructive critiques, and support in refining my
research. Their expertise and insightful feedback have greatly contributed to the
development of this study.

A special thanks to my family, especially my beloved wife, Ivana, and my son,
Kelvin, for their unwavering love, patience, and emotional support. Their

encouragement and understanding has been my greatest source of motivation.

To my friends and colleagues in IPMI MBA and EMBA Class of September 2023,
particularly those in Queen’s Gambit, I truly appreciate the countless discussions,
moral support, and shared experiences that have made this journey more

manageable.

Furthermore, I extend my gratitude to my family in Ravintola for the discussions
on the real-world applications of my research and providing me with valuable

insights into self-service technology in the restaurant industry.

This thesis is the culmination of collective support, and I am truly grateful to

everyone who has been a part of this journey.

Teddy Darmadi Suwadji
February 2025



ABSTRACT

This study aims to investigate the impact of interpersonal service quality on the
adoption of self-service technology (SST) in dine-in restaurants to help extend the
understanding of how consumers’ interaction with service staff could influence
their intention to use SST. SSTs are becoming increasingly popular globally, yet
they have not been widely adopted in Indonesia's dine-in sector. This is in contrast
to the high demand for app-based food delivery platforms in the country. The lack
of research on this topic has prompted this study to examine how the quality of
interactions with wait-staft influences consumers' willingness to adopt SSTs in
Indonesia's dine-in restaurants. An online survey was developed and distributed to
randomly selected respondents in the Greater Jakarta Area. A total of 112
responses were used for the data analysis using PLS-SEM. The research
framework used is the Unified Theory of Acceptance and Use of Technology
(UTAUT), which analyzes factors such as Performance Expectancy, Effort
Expectancy, and Social Influence. These factors were examined along with the
moderating variable of Interpersonal Service Quality (ISQ) and Facilitating
Conditions (FC). The results indicate that the performance expectancy, effort
expectancy, and social influence positively mediates the intention of using SST.
The moderating effects of ISQ and FC were not supported to have any effects on
the relation between customer's intention to use toward actual use. This study also
provides recommendations for business owners on effectively incorporating SST
in their restaurants to enhance customer experience and improve operational

efficiency.

KEYWORDS: Dine In Restaurant, UTAUT, Self Service Technology, Self

Ordering System, Interpersonal Service Quality
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