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Abstract

Reflecting the recent trend in a new area of Foodtech, serving robot services in restaurants are being
operated on a frial basis in Korea. In this study, the experience of customers receiving services through
serving robots was analyzed through the service design methodology. The Serving Robot Service, analyzed
by the Customer Journey Map and Touchpoint Technique, does not have sufficiently defined communication
encounters with customers at the stage of serving during the service cycle should be in service. Serving
robots also feature primarily communicating with customers through voice, but they are not properly
designed to provide negative experiences to customers. To improve the user experience of these serving
robots, it seems necessary to redefine the communication interface with customers and improve the auditory
experience design.
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[Fig. 2] Customer Journey Map of Serving Robot Service
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[Fig. 3] Touchpoint Analysis of Serving Robot Service
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