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The Mechanism of Self-Service System:
The Future of Standardized Services and Personalized Services
by Customer Experiences
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Self-service is an innovative shopping system invented by Clarence Sanders nearly 100
years ago. Self-service has drastically changed the lifestyle of consumers, not only has it
lowered the price of products, but it has also given consumers and employees more free
time. This is a system in which companies allow customers to freely move inside the store,
avoid contact with employees as much as possible, and have customers directly select
products, put them in their shopping cart, and carry them to the cashier. Previous
research on customer experience has focused on analyzing changes in customer behavior
within a store, leading to changes in purchasing decision. Since the Covid-19 pandemic,
self-service has been actively introduced in various fields, and it has become important to
provide more personalized goods and services to each customer. This paper investigates
the mechanisms of self-service that have been overlooked until now through a survey of
Betty Smith Inc.
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