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Abstract—Self-Service Kiosks is the invention of moving technologies with
improving the services into a new era of rapid development to society. Using
Self-Service Kiosks changing the lifestyle schedule of the day, no need to make
free time during the working hours to accomplish the services you need, as it’s
available 24/7. Public sectors are adopting SSKs at a high rate knowing its poten-
tial in revolutionizing how services are offered by improving work efficiency,
work experience, relieving human workloads and reducing service cost. The
integration of cloud technologies with SSK is an emerging tendency. The sur-
vey conducted in the form of questionnaire indicates that cloud enabled SSKs
are aesthetically appealing and its implementation would assist in offering right
content to a right person at the right time. As several industries adopted SSKs
technology to provide their services, this study aims to understand the impact of
the self-service kiosk on society and explain the association between self-service
kiosk and cloud-computing.

Keywords—self-service kiosk (SSK), cloud computing, self-service
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1 Introduction

Imagining that you have an important physical mail you need to send after working
hours of the post office or you have to reissue your ATM card after the bank is
already closed, with Self-Service Kiosks (SSKs) you don’t need to worry about it. As
self-service kiosks allow us to get the services we need 24/7 without interaction with
humans [1]. Self-service kiosks (SSKs) are considered as one of the several technolog-
ical forms of self-service technologies (SST). As SSTs become an important part of our
lives, it’s widespread across several businesses. Many Studies of (SST) depends on the
customer acceptance of the self-service technology [2]. Due to the benefit for both the
customers and businesses, as SST reduced the cost of labor, customers get served fast
and easy and the benefit behind the availability at any time is to increase the business
sales to improvise customer satisfaction [3] [4].

Like many other technologies, SSKs need software to run the system and to store the
information. The researcher in [5] and [6] use Cloud computing as one of the effective

186 http://www.i-jim.org


https://doi.org/10.3991/ijim.v15i23.27709
mailto:n.khan@qu.edu.sa

techniques to store and retrieve the data. This research aims to evaluate the impact of
cloud-based self-service kiosks on society. This paper is organized as follows: A litera-
ture review of Integrating cloud with self-service kiosk is shown in section 2. Section 3
defines the methodology of the research conducted while objectives, problem statement
and results are mentioned in section 4. Section 5 concludes the paper.

2 Literature review

Because of the rapid development in technology, the interaction between the
consumer and technologies is highly increased with no involvement of the service
employee, and this is what SSTs refer to [1] [3]. According to [1], the benefits of SSTs
as a consumer is “saved time and money, increased accessibility, a variety of choices,
convenience, reduced wait times, high levels of personalization, and fast service pro-
cessing”. On the other hand, the benefits as a business are “reduce their financial costs
by reducing the number of service employees and increase consumer satisfaction by
employing a standardized service delivery and matching customer expectations”.

Nowadays, many businesses depend on self-service kiosks as one of the main
and important channels of their services. The popular industries that adopted the
SSKs [1] [2].

a) Banks

b) Airlines

¢) Restaurants

d) Parking ticket

e) Government services
f) Hotels

And the industries are continually growing [4] [7]. To take the banks as an example,
SSKs in the bank provide a variety of services, as it’s the fastest way to banking ser-
vices, these services divided into:

a) Card services: Card Issuance.
b) Document Services: Statement printing, IBAN printing, Balance Certificate printing.
¢) Other Services: Update Mobile number [8].

Self-service kiosks also work as an alternative assistant in the health fields to reduce
the waiting time of the patients and improving the health services [9].

The previous SSKs need a cloud server to run Conveniently [5]. Figure 1, (provided
by Advantech Co., Ltd.) shows that the self-service technologies are connected to the
self-service server via a secure network to preforms the services for the customers.
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Fig. 1. Self service system

According to [10], the main components of the self-service system that consist of
“Transmission Control Protocol (TCP) server, (HMI), MYSQL database, and anomaly
detection” as shown in the relationship in Figure 2.

MySQL database

Fig. 2. The relationship between self-service system components

Self-service technologies may lead to success whenever the service providers meet
the specification of the customers and give a good visualization of the customers’
vision. On the other hand, SSTs may lead to failure whenever the service is provided
with weak studies of the customers’ needs [11].

Customers evaluate the SSKs using experience depends on a variety of factors and
concepts, as the researchers on [12] epitomize “the user experience is related to a vari-
ety of concepts, including functional, emotional, affective, experiential, hedonic, and
aesthetic” this evaluate experience guided by some elements such as the system that
run the SSK, the interface and the services that the customer will giant [13] [14] [15].

Cloud computing is an idea of combining technological resources online. This
term first introduced by Google in 2006 and has become the standard in the mod-
ern days computing environment. The online resources (Networks, servers, storage,
and applications. etc.) can put in a shared pool where any individual or a company
can pay-per-use the series of services according to their specific needs with minimal
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management efforts [15] [16] [17]. Cloud leverages many elements inclusive of scale,
cost-efficiency, resilience, service orientation, agility, etc. This pay-per-use feature of
cloud models enables the user to access the resources as per their requirement from
the shared-pool online resources available on the network. The end-user can access
resources 24/7 from anywhere using various types of devices such as laptops, desktop,
and smartphone. The platforms (System Software) and infrastructure (Hardware) use
to execute different application software that user access and use online on-demand as
follows in Figure 1 [1] [2].

A study conducted in 2019, states the association of Cloud technology with SSK. A
working system is presented in order to create a new system for users improving overall
efficiency and effectiveness. This proposed architecture (as mentioned in Figure 3) is
implemented in Self Service health monitoring and management KIOSK, providing
solution to keep a track of vital medical parameters such as blood pressure, body fat,
body mass index (BMI) etc. [18] [19].
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Fig. 3. The integrated self service kiosk explaining association of cloud technology with SSK

3 Research methodology

The data was collected through an online survey questionnaire. To build the survey
in this research we used (Google. form) (Table 1). The questionnaire was based on
society’s knowledge of the self-service kiosks; it was divided into two main parts of
questions (Table 3). Thus the final questionnaire was used to collect data from 300
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respondents (Table 2). The survey was passed on to different ages. The parts of the
survey were divided into an introduction and main part questions. The introduction
is about knowing the knowledge of SSKs in society and asking about the age of the
responder:

Table 1. Questionnaire 1

Category Frequency Percentage (%)
Do you know what is Self-Service Kiosk?
Yes 273 91%
No 3 1%
Maybe 24 8%
Age
15-25 63 21%
26-30 64 21.3%
31-40 33 11%
41-50 68 22.7%
51-60 72 24%

The main part questions were a (yes or no) questions and (multiple choice) questions.

Table 2. Questionnaire 2

Frequency
Yes or No questions

Yes No
Do you think that using SSKs making the accomplishment of 286 14
personal tasks faster?
Do you support having SSKs in all possible places? 277 23
When you enter the service provider that provides SSKs do you 210 90
prefer to use the kiosk instead of dealing with an employee directly?
SSKs contribute to the evolution of society? 278 22
SSKs have many problems and do not work as required? 91 209
Do you think the SSKs are secure to use? 252 48
Did you know that some SSKs depend on cloud computing to 165 135
identify and retrieve data?
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Table 3. Questionnaire 3

Multiple Choice Questions
Q1: Choose :)vrilil(:;:)nuozzsg(:;zl:m you faced Frequency Percentage (%)
I have not faced any problems worth to mention 132 44%
Personal data has been stolen 5 1.7%
The kiosk stops working while using it 63 21%
Repeat the steps 101 33.7%
Failure to recognize in case of a fingerprint request 46 15.3%
Taking more time than required to implement the service 83 27.7%

Q2: Choose one or more services in which you use SSK Frequency Percentage (%)
Print the ATM card and other banking services 217 72.3%
Restaurants 177 59%
Ministry of Interior (e.g.Absher In Saudi Arabia) 225 75%
Telecom companies 118 39.3%
Airports and airlines 127 42.3%
Government units facilities 104 34.7%
Shopping Center (Mall) 154 51.3%

4 Results and discussion

4.1 Objectives

a) To evaluate the knowledge of the SSK on the society.

b) To study the impact of the SSKs.

c) Test the knowledge of the relationship between cloud-based and SSKs.
d) Evaluate the problems with SSKs usage.

e) Challenges of Cloud Computing in Education

4.2 Problem statement

Organizations and governments units rely on self-service kiosks extremely and rap-
idly, which requires understanding the extent of acceptance and impact of self-service
kiosks on society, to know the possibility of spreading SSKs properly.

4.3 Results and recommendations

About 91% of responder they already know SSK, in the other hands 3 people out
0f 300 doesn’t know what Self-Service Kiosk, this reflects the publicity of SSK on the
society.

Using (yes or no) questions to evaluate the usability of SSK, the result shows
that more than 75% of the responder agrees that SSK is more useable and effective
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these days. 210 out of 300 they prefer to use SSK rather than dealing directly with the
employees, this point of view from the responder side is because they think that SSK
is trustworthy.

The relationship between Cloud Computing and SSK is not very popular, as the
study shows that 165 out of 300 responders know that using Cloud Computing to
retrieve data. Based on the responders’ answers, most of the problems they face when
using SSK is that force them to repeat the step, which will make them take more time
than expected. In general, all the fields that provide self-service kiosks are more useable
for society as they prefer to use SSKs

This study shows how important the implementation of SSKs from services provid-
ers, the survey that fulfills in this study shows how much society has a high acceptance
of using self-service kiosks. Now the pressure will be on the services providers to
study the need of their customers to provide a SSK to meet the customers’ expecta-
tions. In this case, the services providers need to work step by step to succeed, the
recommendation on this study depends on the background of the society’s knowledge
of self-service technologies, based on that by using SSKs services providers have the
empower to increase their profit by providing the services all the time, improve their
services by giving the customers the chance to choose how they want to be served and
raise customer’s loyalty by gaining their trust.

5 Conclusion

Nowadays, technology solutions solve many problems, as it works as a primary
channel to provide services to customers, the primary goal is to facilitate the imple-
mentation of the services to improve society. Self-service kiosks provide an easy way
for accomplishing the main services that can be completed from the system by the
customer itself. The information is Connecting from the services providers’ database
into the kiosk to the user, usually via cloud computing. SSKs is an easy and secure way,
furthermore, it has a high protection system to prevent fraud as it works with sensitive
and private information.
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