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ABSTRACT

Traditional stores provide customers (users) with three main characteristics of
“Commodity, Convenience, and Service”. Because of the development of online and offline
omni-channel consumption patterns, services are no longer starting from the customer’s arrival
at the store, but are expected to be available all the time, and can be subtly integrated into the

customer's life by any media and device to optimize and maximum the convenience and service.

Therefore, under the business thinking of enterprise’s vision, the strategy of implementing
smart devices can improve efficiency and reduce manpower. Will the traditional stores be
gradually replaced by other business model stores? This study explored the evaluation of user
experience in self-service from the aspect of experience economy, experiential marketing and
the qualia experiences model.

This study adopts a case study method to explore the relationship between the user and
the tangible and intangible in the user experience of X-Store, which was established by Uni-
President Group in Taiwan. Results presented the gap in user experience is the intangible
service-leading interface, but not a single tangible factor, like no clerk service. Finally, to
quantify qualitative data by Quantification Theory Type 1. The finding is that the best
evaluation about X-Store is the entertainment field, the sensory experience, the creative goods
or facilities, and the most representative factors behind it are Interactive beverage cabinets,
futuristic layout, and available face recognition. Conversely, the lower evaluation is the field
away from the dust, the experience of guiding other ideas, and the facilities for good operation;
the representatives behind the selection are the failure to immerse in shopping, the memory of
no limited souvenirs, and the APP is not good enough.

This research has two contributions : first, to know the user’s evaluation of the first self-

service store in Taiwan, and the ranking root cause of evaluation is a reference for company to
optimize design or planning. Second, the five-stage experience activity analysis reflects the
interaction between the user and others, and the impact of any subsequent changes on the user
is immediately traceable.

Keywords : : Activity theory, Quantification Theory Type I, The experience economy,

The qualia experiences model, User experience
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