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ABSTRACT

This research aimed to study factors affecting consumer resistance to service robot usage in the
chain restaurant business. It was quantitative research. The instrument was a questionnaire. The samples
were 184 consumers with experience in service robot usage in the chain restaurant business by simple
random sampling. Statistics used in data analysis were descriptive statistics and tested the hypothesis by
using enter multiple regression analysis. The results showed that unattractive appearance had the most
influential factor that positive direct effect on consumer resistance to service robot usage in chain restaurant
business, followed by usage barrier, complexity, and lack of warmth, respectively. The results of the
research model could explain the consumer resistance to service robot usage in the chain restaurant

business at 60.10 percent (R? adj = 0.601).

Keywords: Consumer Resistance, Usage, Service Robot, Chain Restaurant Business
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