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Abstract: This study delves into the customer’s experiences in
Cebu’s three major fast-food chains, aiming to uncover their issues
and challenges in using digital ordering kiosks. This study used
phenomenological research design to fully understand the
viewpoints, challenges, and aspirations among the customers of
the three major fast-food chains: Jollibee, McDonald’s, and KFC.
The researcher employed in-depth face-to-face interviews using a
validated interview guide among the 15 participants to collect
narratives about their experiences using digital ordering kiosks.
The data were transcribed verbatim and subjected to Colaizzi’s
analysis. Findings revealed their challenges and aspirations to
improve the ordering process. With this, there is a need to upgrade
the internet connectivity, create simpler and more coherent
machine instructions for older people and first-timers, and include
our Bisaya language in translating orders. These are essential for
a more effective use of digital ordering kiosks. Moreover, the kiosk
machines should be more accessible, efficient, and inclusive to all
valued customers.

Keywords: digital ordering kiosk, experiences, challenges,
aspirations.

1. Introduction

The fast-food industry has undergone significant
transformation in recent years, driven by rapid technological
advancement and the increasing demand for efficiency and
convenience. One of the most notable innovations is the
integration of digital ordering kiosks, which allow customers to
place their orders with minimal human interaction. These self-
service systems are designed to streamline service, reduce
waiting time, and enhance the customer experience (Liu & Tse,
2020). With its continuous expansion, technologies have
transformed the delivery of quality service in the hospitality
industry, making it more effective and efficient for customers
(Law et al., 2019). In the Philippines, especially in urban areas
like Cebu, the digitalization of food service is steadily gaining
momentum. According to Kemp (2023), over 86% of Filipinos
are internet users, and 72% use digital payment systems, an
indication that the population is becoming increasingly
comfortable with digital technology. Moreover, Philippine fast-
food chains have started piloting and expanding the use of self-
service kiosks, especially in Metro Cities, to respond to
increased demand for contactless and faster service options
(Tayao- Juego, 2018).
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However, the implementation of kiosks has issues and
challenges. While these kiosks streamline service, they can
reduce personal interactions and potentially impact traditional
jobs (Ishak et al., 2021). Individuals who are vulnerable to
experiencing a cultural lag, fear of mistakes, and anxiety, such
as the elderly and disabled, may be reluctant to adopt new
technologies. This scenario happens because the instructions
for ordering meals in the self- service kiosks are complex and
require more effort (Na et al., 2021). With this, some still prefer
a more traditional dining experience because it is easy for them.
Some customers also feel uncomfortable and concerned about
the security of their personal information when using
technology in a restaurant. While the global and national
contexts suggest a growing adoption of digital kiosks, literature
specific to the local impact, efficiency, and customer
satisfaction levels of digital ordering kiosks in Cebu are still
limited. Most existing studies have been conducted in Western
contexts, such as the U.S. and Europe, where customer behavior
and digital infrastructure may differ significantly (Nguyen et
al., 2022). Furthermore, only a few studies have explored how
these systems affect not only consumer convenience but also
workforce dynamics, customer flow, and potential challenges
in Philippine fast-food operations. Thus, this study aims to fill
this gap in local research by focusing on how digital ordering
kiosks are perceived and utilized in Cebu’s fast-food sector.

As a resident of Cebu and frequent observer of fast-food
outlets in the city, the researcher has personally noticed a mixed
response to these kiosks. While some customers—especially
the younger, tech-savvy crowd—quickly adapt to the new
systems, others, particularly older patrons, appear confused or
hesitant to use them. Additionally, during peak hours, some
kiosks are left

unused while queues still form at traditional counters, hinting
at possible inefficiencies in system implementation or user
education. Given these observations, this study is justified by
the need to examine how digital ordering kiosks are functioning
in real-life scenarios in Cebu, both from the perspective of
consumers and business operations. As a researcher with a
background in hospitality and service management, I have the
foundational knowledge and keen interest to conduct this study
with an academic and practical lens. The insights from this
research may guide local fast-food chains and policymakers in
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improving the adoption and effectiveness of digital solutions in
customer service.

2. Framework

This study is anchored on Technology Acceptance Model
(TAM) theory of Davis (1987), Self-Service Technology (SST)
Adoption Model by Considine & Cormican (2016), and
Human-Computer Interactions theory of Licklider (1960).

The Technology Adoption Model (TAM), establishes a
fundamental framework for comprehending how users embrace
and integrate technology into their lives. At its essence, TAM
postulates that two essential elements govern individuals'
choices to adopt or shun technological innovations: perceived
ease of use and perceived usefulness (Dalvi-Esfahani et al.,
2020). When applied to the context of digital ordering kiosks
within the fast-food industry, these factors emerge as critical in
shaping the triumph of this technology (Howcroft & Taylor.,
2023). Perceived ease of use refers to the simplicity and user-
friendly nature of the kiosks. If customers find the interface
intuitive and the interaction straightforward, it significantly
contributes to the adoption process. Concurrently, perceived
usefulness gauges the value users ascribe to the technology.
Customers are more inclined to adopt this innovation in digital
ordering kiosks when they recognize its convenience and
efficiency in their overall ordering experience.

TAM simplifies and adapts TRA for the context of
information systems by focusing on two core determinants:
Perceived Usefulness (PU) and Perceived Ease of Use (PEOU).
Perceived Usefulness is defined as the degree to which a person
believes that using a particular system would enhance their
performance or efficiency. Meanwhile, Perceived Ease of Use
refers to the extent to which a person believes that using the
technology would be free of effort (Davis, 1989).

These two constructs influence an individual’s attitude
toward using the technology, which subsequently affects their
behavioral intention to use it, and ultimately leads to actual
system use. In later extensions of the model, such as TAM2 and
Unified Theory of Acceptance and Use of Technology
(UTAUT), researchers emphasized that external factors—such
as system features, user training, social influence, and user
experience—can impact PU and PEOU, further shaping users’
acceptance (Venkatesh & Davis, 2000).

In the context of digital ordering kiosks in fast-food chains,
TAM provides a theoretical lens to understand why customers
accept or reject these technologies. For instance, if customers
perceive kiosks as useful for saving time and improving
accuracy, and if they find them easy to navigate, they are more
likely to use them regularly. Conversely, if kiosks are perceived
as confusing or time-consuming, customers may revert to
traditional counter service. Thus, TAM is particularly useful in
identifying barriers and drivers of adoption and guiding service
improvements based on user perceptions.

Understanding the TAM framework helps businesses and
technology developers design better systems by addressing
usability concerns and emphasizing benefits that matter to
users. For this study, TAM will serve as the foundation for
analyzing the challenges and expectations of fast-food
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customers in Cebu regarding digital ordering kiosks, allowing
for a structured evaluation of user experiences and guiding
recommendations for system enhancement.

The first supporting theory is the Self-Service Technology
(SST) Adoption Model developed by Considine & Cormican
(2016). This model focuses on the interaction between
customers and technology in self-service contexts, such as
kiosks, ATMs, and mobile ordering systems. It highlights the
complex factors that influence a customer's decision to adopt or
reject technology-enabled services. The SST Adoption Model
identifies six primary constructs that affect user behavior:
technology anxiety, perceived control, perceived risk, trust,
performance expectancy, and effort expectancy.

Technology anxiety refers to the discomfort or fear some
users feel when engaging with unfamiliar digital systems,
which may hinder adoption, particularly among older
customers or those with limited technical skills. Perceived
control reflects how much influence users feel they have over
the service transaction, which can impact their confidence and
satisfaction. Perceived risk includes concerns about errors,
privacy, and security, all of which can negatively influence user
behavior. Meanwhile, trust in the reliability and integrity of the
technology plays a vital role in user acceptance. The model also
incorporates performance expectancy and effort expectancy,
which align with the core elements of TAM, usefulness and
ease of use, highlighting the importance of practical benefits
and system simplicity.

This model is particularly relevant in examining digital
ordering kiosks in fast-food chains, as it captures not only
functional but also emotional and psychological aspects of the
customer experience. While TAM emphasizes cognitive
perceptions of usefulness and ease, the SST Adoption Model
extends the analysis by accounting for user emotions, fears, and
expectations, offering a more holistic understanding of
technology acceptance. For this study, applying the framework
of Considine & Cormican (2016) will help uncover deeper
insights into the challenges and motivations experienced by
fast-food customers in Cebu, ultimately guiding strategies to
create more accessible, trustworthy, and user-friendly kiosk
systems.

Another supporting theory that supports this study is the
Human- Computer Interaction (HCI) theory of Licklider
(1960), which introduced the concept of “man-computer
symbiosis.” Licklider (1960)envisioned a future where humans
and computers would work interactively to complement each
other’s strengths—humans providing goals, direction, and
decision-making, and computers offering speed, memory, and
computational power. The theory emphasizes a collaborative
relationship between the user and the machine, aiming for
seamless and intuitive interactions that enhance productivity
and decision-making.

In the context of digital ordering kiosks in fast-food chains,
HCI theory underscores the importance of designing systems
that are user-centered, intuitive, and responsive to human needs.
The effectiveness of such kiosks depends not only on their
technical capabilities but also on how naturally users can
interact with them. If the interface is too complex or unintuitive,
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it disrupts the symbiotic relationship, leading to user frustration,
errors, or abandonment of the technology. Thus, HCI highlights
the need for ergonomic, accessible, and adaptive systems that
cater to a wide range of users, including those who may be
unfamiliar with or hesitant toward technology.

HCL theory provides a deeper understanding of the
interaction experience between customers and digital ordering
kiosks. It supports the notion that for such technologies to be
successful, they must go beyond efficiency and integrate human
factors such as ease of navigation, error recovery, visual clarity,
and feedback responsiveness. In this study, HCI theory serves
as a guiding principle for evaluating the design and usability of
kiosks, contributing to recommendations that aim to enhance
human- computer synergy in fast-food service environments.

Fast food restaurants, also known as quick-service
restaurants (QSRs), have become integral to modern dining
culture, characterized by their rapid service and convenience.
These establishments cater to a diverse clientele, offering a
variety of menu options that appeal to different tastes and
lifestyles. Fast food chains like KFC have implemented
strategies to improve service quality, which is essential for
maintaining competitiveness in a crowded market (Song et al.,
2022). While fast food restaurants provide convenience and
affordability, concerns about nutritional value and the working
conditions of employees persist. These issues highlight the need
for greater awareness and potential reforms within the industry
to promote healthier eating habits and improve labor conditions.

Traditional ordering methods involve a manual process
where staff take orders using paper menus, which can result in
miscommunication and errors. This approach often leads to
long wait times, as customers must wait for staff to take orders
and process payments. Additionally, these methods offer
limited data insights, providing minimal information on
customer preferences and sales trends, which restricts
opportunities for operational improvements (George, 2020).

Digital ordering kiosks enhance efficiency and speed by
allowing customers to place orders directly, reducing wait times
and increasing table turnover. These systems improve accuracy
by minimizing human error through automated order entry and
payment processing. Additionally, kiosks provide data-driven
insights by collecting valuable information on customer
behavior, enabling restaurants to tailor their offerings and
improve overall service (Sykimte, 2023).

The comparison between traditional ordering methods and
digital ordering kiosks reveals significant advancements in
efficiency and customer satisfaction. Traditional ordering often
involves paper menus and manual order taking, which can lead
to errors and longer wait times. In contrast, digital kiosks
streamline the ordering process, enhance accuracy, and provide
real- time data management for restaurant operators. While
digital ordering kiosks present numerous advantages, some
customers may prefer the personal touch of traditional ordering,
valuing human interaction and the experience of dining out.
Balancing both methods could cater to diverse customer
preferences and enhance overall satisfaction (Awojide et al.,
2018).

The experiences of customers using ordering kiosks in quick-
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service restaurants reveal a complex interplay of usability,
efficiency, and satisfaction. While these kiosks are intended to
enhance the customer experience and streamline the ordering
process, various studies suggest that their effectiveness is often
limited by usability challenges and issues with customer
acceptance. For example, 33% of users reported confusion with
the kiosk interface, indicating that the prompts were not
sufficiently clear. Additionally, although 73% of participants
valued customizable meal options, the kiosks provided limited
customization features, leading to dissatisfaction. Technical
difficulties were also common, with wusers frequently
encountering errors, especially when trying to navigate
backward during the ordering process, which ultimately
extended ordering times (Shan Lee et al., 2023).

Customer satisfaction and acceptance of ordering kiosks
present a mix of experiences and perspectives. While some
studies indicate that customers appreciate kiosks for their speed
and efficiency, others suggest that traditional cashiers may
generate higher revenue, particularly during busy periods
(Leung et al.,, 2021). According to the Unified Theory of
Acceptance and Use of Technology (UTAUT), customer
acceptance of kiosks is largely influenced by their perceived
ease of use and the extent to which the technology meets user
needs. However, some customers still prefer interacting with
cashiers due to the personal touch and assistance that kiosks
cannot replicate, underscoring the ongoing debate over the
balance between technological convenience and human
interaction in enhancing the customer experience.

The use of ordering kiosks in various service industries,
particularly in fast-food restaurants, presents several challenges
that impact their effectiveness and user acceptance. These
challenges primarily center on usability issues, interface design,
and consumer acceptance, which can hinder the intended
benefits of self-service technologies. One major usability
concern is interface complexity, as many users find kiosk
operations confusing and unclear. For example, 33% of
participants in a study reported difficulty understanding the
operation process, with ineffective prompts that failed to guide
them back to previous steps when errors occurred.

Additionally, screen design poses another challenge; 37% of
users in the same study were unable to locate the shopping cart
or scanner due to a full-page interface that became
overwhelming when viewed up close, causing them to miss
critical information (Shan Lee et al., 2023).

3. Objectives of the Study

This study aims to delve into the verge of food online selling
during COVID-19.

This study explores the experienced of informants in the use
of ordering kiosks in selected fast-food chains, Province of
Cebu, Philippines.

Specifically, this study sought to answer the following
questions:

1. What are the experiences of the informants in the use
of digital ordering kiosks?

2. How do the informants cope with the challenges
encountered in the use of digital ordering kiosks?
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3. What are the aspirations of the informants to improve
the services in digital ordering kiosk among fast-food
chains in Cebu?

4. Methodology

A. Research Design

The primary objective of this study was to explore and
construct a comprehensive description of customers'
experiences with digital ordering kiosks in the fast-food
industry. The researcher employed a transcendental
phenomenological method, emphasizing individual analysis to
delve into the interviewees' perceptions, experiences, and
knowledge. This approach aims to extract new ideas from
participants' existing understanding, fostering a deeper
exploration of their insights.

B. Research Environment

The research occurred in three of Cebu's biggest fast-food
chains: Jollibee, McDonalds, and KFC. These fast-food chains
offer a diverse customer base that spans families with young
children, groups of teenagers, a wide array of students, working
professionals, and even international tourists who visit the
region. The research is conducted in the contemporary fast-food
establishments of Jollibee in Naga City, Cebu, McDonald's in
South Road, Cebu, and KFC in Fuente Osmeifia, Cebu.

The first fast-food chain studied is Jollibee, located in East
Plaza Arcade, N. Bacalso National Highway, East Poblacion,
Naga City, Cebu. It opened on August 14, 2014. It has 10-12
managers, one store manager, and 60-70 crew members. The
second fast-food chain is McDonald’s, situated on Cebu South
Road, corner of F. Llamas Street, Mambaling, Cebu City. It
opened on December 18, 2002. It has 11 managers and one store
manager, comprising 76 crew members. The third and last fast-
food chain studied is KFC, located on the ground floor of the
Doiia Luisa building, Fuente Osmeiia Circle, Cebu City, which
opened in 2010. It comprises ten managers and one store
manager with 50-60 crew members.

This is a compelling study for researchers delving into the
intersection of technology and the customer’s perspective
within the fast-food industry. Leveraging an early adopter
advantage, these branches recently started deploying digital
kiosks, offering valuable insights into the impact of such
technology on customer satisfaction and operational efficiency.

C. Research Informants

The research informants for this study consist of 15
customers across three major fast-food chains: Jollibee,
McDonald's, and KFC, with each chain contributing five
interviewees. The focus is on understanding customers'
experiences, challenges, and aspirations related to using the
ordering kiosk systems within these establishments. The
participants were selected based on their willingness to share
insights into their interactions with ordering kiosks. The criteria
for selection include a mix of age groups, diverse
demographics, and varying frequency of kiosk usage to ensure
a comprehensive representation. The objective is to explore the
nuances of customers' experiences with the kiosk technology,
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identify any challenges they encounter, and uncover their
aspirations regarding improving and optimizing the ordering
process.

The selection process involved contacting customers on-site
during their visits and employing a face-to-face interview.
Customers were chosen based on their interest and willingness
to share insights about their experiences with ordering kiosks.
The interview questions explored their satisfaction, challenges,
and suggestions for enhancing the kiosk user experience. This
approach aims to provide a nuanced understanding of the
customer perspective on ordering kiosk usage across Jollibee,
McDonald's, and KFC, contributing valuable insights for the
fast-food industry and technology enhancement efforts.

D. Research Instruments

This qualitative study employed a focused interview guide
featuring three semi-structured questions to efficiently gather
insights into customers' experiences, challenges, and
aspirations in ordering kiosks at three major fast- food chains:
Jollibee, McDonald's, and KFC. The decision to adopt a semi-
structured format was made to expedite data collection while
allowing for in- depth exploration of the informants' responses.
This method facilitates a dynamic conversation between the
researcher and the participants, guided by a flexible interview
protocol. Subsequently, the researcher supplements this
dialogue with follow-up questions, probes, and comments,
fostering a deeper understanding of the participants' thoughts,
emotions, and beliefs regarding ordering kiosks. The approach
emphasizes collecting unstructured data, enabling an
exploration of personal and sensitive issues related to the
informants' experiences with this technological aspect of the
fast-food dining process.

The researcher formulated three questions to extract
participants' perspectives and experiences regarding ordering
kiosks. These questions were articulated in the Bisaya dialect to
foster a comfortable dialogue with respondents. Following this,
the interview guide questions underwent a thorough review and
correction process by the adviser, ensuring clarity and
appropriateness. After finalizing the interview guide, the
researcher adeptly employed both note-taking and a voice
recorder during interviews to capture and document the
informants' responses precisely—this meticulous approach
aimed to facilitate the identification of common themes
emerging from the participants' accounts.

E. Research Procedures

The study's protocol during the pandemic involves a series of
procedures aimed at efficiently gathering data from food online
sellers. Initially, the researcher will identify potential
participants through online platforms such as facebook
marketplace and collect their contact information, including
phone numbers, email addresses, and permanent home
addresses. Upon contacting the sellers, the researcher will
introduce the proposed study, explaining its purpose,
procedures, and potential risks and benefits, and seek
permission to involve them as informants. Informed consent
will be obtained from each participant. Subsequently, face-to-
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face interviews will be arranged with four selected online
sellers, adhering strictly to safety protocols such as wearing
masks, maintaining physical distance, and choosing well-
ventilated interview locations. Additionally, one online seller
will be interviewed via Facebook messenger to accommodate
social distancing measures. The scheduling of interviews will
be coordinated between the researcher and the informants,
ensuring mutual agreement on convenient timings. Before the
interviews, predetermined questions will be prepared to gather
insights into the challenges, strategies, and reflections of online
sellers in managing their businesses during the pandemic.
Follow-up questions will be posed during the interviews to
delve deeper into the informants' responses and explore
additional perspectives. Data collection will be conducted
either in-person or through digital means, with the interviews
recorded with the participant's consent.

F. Research Procedures

Following the data-gathering phase, the treatment of the data
section involved organizing, analyzing, and interpreting the
collected data. The qualitative data obtained from the
interviews were carefully reviewed, coded, and categorized to
identify common themes, patterns, and trends. This process
involved thoroughly examining the responses and identifying
key ideas, concepts, and perspectives from the data. Various
qualitative analysis techniques, such as thematic or content
analysis, were employed to extract meaningful insights and
generate comprehensive findings.

Throughout the research procedures, data validation and
quality control measures were implemented. The researcher
exercised attentiveness and reflexivity to ensure accuracy and
completeness in data collection and analysis. Additionally, any
potential biases or personal assumptions that might influence
the interpretation of the data were consciously acknowledged
and addressed.

G. Data Collection

Data collection was conducted through interviews, utilizing
virtual platforms such as Messenger or face-to-face interactions
with the assistance of a voice recorder. Participants were
requested to respond candidly and comprehensively to the
prepared questions. The researcher maintained a respectful and
considerate demeanor while attentively listening to the
informants' narratives. To ensure a systematic record-keeping
process, a well- defined schedule was established.
Subsequently, the participants' responses were meticulously
recorded, transcribed, and coded to facilitate the identification
and generation of common themes. This comprehensive
approach aimed to capture and analyze the nuanced insights
shared by the informants during the interview process.

H. Data Analysis

In this research, the researcher employed the 7-step
procedure of Colaizzi's (1978) phenomenological descriptive
method to analyze data obtained from in-depth interviews,
focusing on the experiences of individuals using ordering
kiosks in Cebu. The analysis began with transcribing participant
descriptions, ensuring a thorough familiarity with the data. This
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process involved repeated readings of the transcribed data to
fully grasp the participants' experiences and stories.
Subsequently, significant statements relating to the lived
experiences of customers using ordering kiosks were extracted
and coded. These statements were then used to develop
formulated meanings, which were classified and described in
detail. The next stage involved the formation of thematic
clusters by categorizing these acquired meanings, aiming to
uncover the unique structure of the themes. The study further
integrated these thematic clusters to compose overarching
themes. In the sixth step, the essential structure of the
phenomena was identified, and the findings were refined by
removing any irrelevant or inaccurate representations. Finally,
validation of the study was sought through participant
confirmation. It was achieved using a member-checking
technique, where the research findings were presented to the
respondents for their review and agreement, thereby ensuring
the authenticity and reliability of the research outcomes.

5. Results and Discussions

A. Experiences of the Informants in the Use of Digital
Ordering Kiosks

Informants' experiences with digital ordering kiosks in fast-
food chains in Cebu presented a mix of positive and negative
aspects. On the positive side, many informants appreciated the
convenience and efficiency of kiosks, which allowed them to
place orders quickly, customize their meals, and avoid long
queues at cashier counters. The ability to control and review
their orders provided a sense of empowerment, especially for
those with specific dietary preferences. Additionally, some
enjoyed the privacy of ordering without potential judgment
from a cashier and found the interaction with modern
technology to be a novel and enjoyable experience. However,
several informants encountered significant challenges, such as
technical issues like unresponsive touchscreens and software
glitches, which led to frustration and the need for staff
assistance. Moreover, less tech-savvy users, particularly older
adults, found the kiosks' user interfaces complicated and
difficult tonavigate, which hampered their ability to use the
kiosks effectively and efficiently. These mixed experiences
highlight the need for improvements in kiosk design and
functionality to enhance user satisfaction and accessibility for
all customers. Positive experiences are discussed in the
following:
1) Positive Experiences of the Informants

Convenient: Informants found the digital ordering kiosks to
be highly convenient for several reasons. They appreciated the
interactive nature of the kiosks, which allowed them to see all
available meals, including those not displayed at the counter.
This feature enabled them to view both ala carte and individual
meal options. Additionally, the ability to pay by card directly at
the kiosk streamlined the process, as they could simply go to
the counter to have their order encoded and prepared, saving
significant time. The kiosks also offered easy order
personalization and modification, making it simple to change
orders as needed. Even those with visual impairments found the
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kiosks user-friendly; one informant mentioned being able to use
the kiosk effectively without eyeglasses due to the proximity
and size of the screen. The large, easily visible screens further
added to the convenience by making the kiosks easy to locate
and use.

Time Efficient: Informants highlighted the time efficiency of
digital ordering kiosks, noting that the process is easier to
remember and significantly faster. They appreciated the
simplicity of the system, with one informant emphasizing that
everything could be accomplished with just one click, making
the experience hassle-free. The smooth and streamlined process
meant that users did not need to engage in lengthy
conversations or explanations, as all the menu options were
clearly presented and easily accessible. This efficiency not only
saved time but also reduced the stress and effort associated with
ordering food, making the entire experience much more
pleasant and expedient.

Accurate and Personalized Order: Informants emphasized
the accuracy and personalization of orders as key benefits of
using digital ordering kiosks. They appreciated the ability to
personally organize their orders, ensuring that each detail was
correct according to their preferences. This hands-on control
meant that when they received their food, everything was
accurate and as requested. The kiosks allowed for easy
customization, enabling users to tailor their meals exactly how
they wanted, which not only enhanced their satisfaction but also
reduced errors that might occur with traditional ordering
methods. The overall result was a more reliable and
personalized dining experience.

Informants encountered several negative experiences with
digital ordering kiosks. Many found the kiosks hard to use,
especially those who were less familiar with digital technology,
as the interfaces were often not intuitive. Issues with the system
being unresponsive or overly sensitive further compounded
these difficulties, making it challenging to register orders
accurately. Connectivity and signal problems also disrupted the
process, causing delays and requiring users to restart their
orders. Additionally, the overwhelming number of menu
choices presented on the kiosks created confusion for some
users, who struggled to make decisions quickly. System errors
and technical glitches, such as freezing or crashing, frequently
interrupted the ordering process, often necessitating assistance
from staff. Furthermore, the lack of proper orientation and
guidance on how to use the kiosks left many informants feeling
unsure and frustrated, as they had no clear instructions to
follow. The following will be discussed in the paragraphs
below:

2) Negative Experiences of the Informants

Hard to Use: The data reveals several key challenges faced
by users when interacting with kiosk systems for ordering.
Firstly, the complexity of the ordering process, which requires
multiple clicks and navigation through different categories,
significantly slows down the experience and causes frustration.
This is particularly pronounced for first-time users, who often
find themselves confused about where to find specific items like
meals, chicken, or drinks, necessitating assistance from staff.
The need for help increases wait times, which is problematic for
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those in a hurry. Despite the system's smooth and responsive
operation without lag, the difficulty in remembering the process
remains a major hurdle, especially for infrequent users.
Additionally, the cashless payment method is a significant pain
point. Many users are unfamiliar with how to use it, leading to
worries about taking too long and inconveniencing those
waiting in line. Overall, the data highlights the need for a more
intuitive, user-friendly interface and better guidance for new
users to improve the efficiency and satisfaction of the ordering
experience.

Unresponsive and Sensitive System: The data highlights
several disadvantages and user frustrations with the kiosk
system. One notable issue is the lag time, particularly when
there are many customers using the kiosks. This delay occurs
during tapping or scrolling, making the system unresponsive,
although it is considered a manageable experience by some
users. Another problem is the sensitivity of the system, which
requires precise interactions and can be problematic for users
unfamiliar with the icons and interface. This unfamiliarity
increases the risk of incorrect selections and confusion.
Additionally, the system experiences significant loading times,
which are exacerbated by poor signal or internet connectivity in
the store. These technical difficulties contributed to a less
efficient and more stressful user experience, emphasizing the
need for improvements in system responsiveness, interface
design, and internet reliability to enhance the overall usability
of the kiosks.

Connectivity/Signal Issues: This underscores significant
issues related to internet connectivity and its impact on the
functionality of kiosk systems. A slow internet connection
directly affects the performance of the kiosks, causing delays
and making the system less responsive. This can frustrate users
and lengthen the ordering process. Additionally, a slow or
unreliable internet connection means the product information
displayed on the kiosk menus may not be up-to-date, leading to
potential discrepancies between what customers see and what
is actually available. This misalignment can result in further
confusion and dissatisfaction. More critically, a complete loss
of internet connection can cause the ordering process to break
down entirely, with the selections made by customers not
accurately reflected in the final order summary. This can lead
to orders being incorrect or incomplete, significantly impacting
the user experience and potentially causing operational
disruptions. These findings highlight the need for robust and
reliable internet connectivity to ensure the smooth and accurate
operation of kiosk systems.

Overwhelming Choices: It reveals that an overwhelming
number of choices on the kiosk system contributes to user
confusion and delays in the ordering process. Users find the
extensive selection of products disorienting, making it difficult
to decide on their final choices. This confusion is exacerbated
when users initially choose an item but then see another option
they prefer, leading to a back-and-forth decision-making
process that consumes additional time. Furthermore, the sheer
volume of options can make navigation challenging, as users
struggle to locate specific items within the system. This
complexity not only prolongs the ordering experience but also
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adds to the overall frustration and cognitive load on the user.
These findings suggest that a more streamlined and organized
interface, possibly with better categorization or a simplified
menu structure, could help mitigate confusion and improve the
efficiency of the ordering process on kiosks.

System Error/Problems: This highlights critical issues
related to system performance and internet connectivity that
significantly impact the user experience with kiosks. When the
system lags or hangs, it leads to longer lines as the ordering
process slows down for each user, creating bottlenecks and
increasing wait times for everyone. Additionally, discrepancies
between the products selected and the order summary due to
outdated menu displays can cause confusion and
dissatisfaction, as users do not receive what they intended to
order. This problem is exacerbated by a lack of real-time
updates in the system. Furthermore, losing internet connection
results in the display board showing a wait icon, causing further
delays and inconvenience for users. These technical issues not
only frustrate customers but also hinder the efficiency of the
ordering process, underscoring the need for reliable system
performance and consistent internet connectivity to ensure a
smooth and accurate ordering experience.

Lack of Orientation: Several significant usability issues with
kiosk systems, particularly affecting first-time and older users.
A lack of proper orientation or guidance on how to use the
kiosks leaves many users struggling, especially during their
initial interactions. This difficulty is exacerbated when users
feel pressured by the presence of others waiting in line, leading
to anxiety and stress, as they worry about holding up those in a
hurry who may become impatient or angry. Additionally, older
customers face unique challenges, as they often find the display
screens too bright and confusing, making it hard for them to
discern what to click. This combination of unfamiliarity with
the system, pressure from waiting customers, and display-
related difficulties significantly hampers the user experience,
indicating a strong need for better user education, more intuitive
interfaces, and considerate design adjustments to accommodate
all users effectively.

B. Coping with the Challenges Encountered in the Use of
Digital Ordering Kiosk

Informants employ various strategies to cope with the
challenges encountered when using digital ordering kiosks.
These strategies include seeking assistance from staff or other
customers and switching to direct counter or cashier service. By
addressing technical issues, leveraging support resources, and
adapting to the system's design, users can mitigate difficulties
and enhance their overall experience with the kiosks.
Additionally, a separate discussion of the themes reveals that
seeking assistance and switching to traditional methods are
significant ways users manage the complexities of the kiosk
system, ensuring a smoother and more efficient ordering
process.

Switch to Direct Counter/Cashier: The users often prefer
going directly to the cashier for its simplicity, but when required
to use the kiosk, they attempt to navigate it on their own,
particularly if they are alone. However, they find it easier to rely
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on family members for assistance if available. When staff
assistance is not an option, users struggle with the kiosk
independently, leading to frustration. Additionally, issues with
cashless payments, such as malfunctioning terminals or poor
signal, force customers to line up at the counter for payment,
which adds to the hassle and defeats the purpose of the kiosk's
convenience. These findings highlight the need for more
intuitive kiosk interfaces and reliable payment systems to
improve user experience and reduce the reliance on traditional
methods.

Seek Assistance: Users commonly rely on assistance from
others when facing difficulties with digital kiosks, especially if
they are unsure how to operate them. Those who struggle with
the technology, including older individuals or those less
familiar with digital interfaces, often seek help from nearby
staff or even security personnel. The users express confidence
in asking for help, indicating a willingness to approach the
nearest crew or manager for guidance. This support is crucial as
it ensures that users can complete their orders despite initial
challenges. The presence of knowledgeable staff, including
managers, crew members, and sometimes guards, is essential in
providing effective assistance and enhancing user confidence in
using the kiosks. Additionally, users value learning from these
interactions to become more self-sufficient in future attempts.
Overall, the data underscores the importance of readily
available support and the proactive approach of users in seeking
help to navigate the complexities of digital kiosks.

C. Aspirations of the Informants to Improve the Services in
Digital Ordering Kiosk among Fast Food Chains

Informants express several key aspirations for improving
digital ordering kiosk services at fast food chains. Their primary
goal is to enhance the user interface design to make it more
intuitive and accessible for all customers. A more user-friendly
interface would simplify the ordering process, particularly for
those who are less familiar with technology, thus reducing
confusion and frustration. Additionally, addressing technical
issues such as system errors and connectivity problems is a
significant concern. Reliable performance is crucial for a
smooth and efficient ordering experience, and resolving these
issues would prevent delays and disruptions. Informants also
emphasize the need for better guidance and support, especially
for users who struggle with digital systems, including older
adults and first-time users. By focusing on these improvements,
informants aim to create a more seamless and satisfying
experience that caters to a diverse customer base, ultimately
making digital kiosks a more effective tool in fast food service.

Provide Video Instruction/Tutorial Guide: Informants
highlight several aspirations for improving digital ordering
kiosks, focusing on making them more accessible and user-
friendly, particularly for elderly individuals and first-time users.
They suggest implementing visual aids such as short
instructional clips or graphic tutorials on the kiosk screens,
which would provide clear guidance on how to use the system
effectively. These visual instructions could significantly
enhance user understanding and ease of use. Additionally, there
is a call for more detailed and accurate on-screen instructions to



Sarsale et al.

help users navigate the menu and locate products without
confusion. Informants also propose creating a dedicated system
assistance feature tailored to the needs of seniors and new users,
offering step-by-step guidance. Implementing orientation
programs and video instructions could further support users,
ensuring they are comfortable and confident when using the
kiosks. Overall, these improvements aim to make the kiosks
more inclusive and efficient, reducing user frustration and
enhancing the overall customer experience.

Add Bisaya Dialect: Informants express a strong desire for
greater inclusivity and convenience in digital ordering kiosks,
particularly by incorporating the Bisaya dialect. They suggest
adding Bisaya language options to the kiosks to accommodate
local customers and enhance their user experience, alongside
existing languages like Chinese and English. This addition
would make the system more accessible and user-friendly for
Bisaya- speaking individuals, fostering a sense of familiarity
and ease. Additionally, informants advocate for having a
greater number of kiosks—ideally eight— to ensure that
customer demand is met efficiently and reduce wait times. They
also recommend displaying order suggestions in Bisaya to aid
understanding and streamline the ordering process.
Furthermore, incorporating a discount system directly into the
kiosk interface and ensuring that cashless payment options
function smoothly without system interruptions are seen as
crucial improvements. Overall, these suggestions aim to make
kiosks more accommodating to local needs, enhancing both
functionality and user satisfaction.

Update and Improve System and Signal Connection:
Informants emphasize the need for significant improvements in
the digital ordering kiosk system, particularly focusing on
connectivity and system updates. They stress the importance of
enhancing the internet signal and system performance to
prevent delays and lag, which currently hinder the user
experience. Ensuring that the system is consistently updated
and responsive is seen as crucial for maintaining efficiency and
avoiding frustration. Informants also suggest regular updates to
the menu to reflect current offerings and the addition of a video
tutorial that could provide real-time guidance as users make
their selections. This would help users, especially those less
familiar with the technology, navigate the system more easily.
Improving the cashless payment system is another key area of
concern, with a focus on ensuring that it functions smoothly
without causing additional delays. Overall, the data highlights
a strong desire for a more reliable and user-friendly kiosk
experience, achieved through better connectivity, system
updates, and enhanced support features.

Add Discounts: Informants advocate for integrating payment
and discount functionalities directly into the digital ordering
kiosks. They suggest that the kiosk should allow users to
complete their transactions entirely within the machine,
including processing payments and applying discounts. This
integration would streamline the ordering process, reduce the
need for additional steps at the counter, and enhance overall
efficiency. Incorporating a discount program within the kiosk
system is seen as a valuable addition that would provide users
with immediate access to promotions and savings while
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ordering. Such improvements would not only simplify the user
experience but also ensure that customers receive the full
benefits of available discounts without needing to interact with
multiple points of service. This approach would contribute to a
more seamless, convenient, and user-friendly experience,
aligning with the informants' desire for a more efficient digital
ordering process. term success and well-being (Jose et al.,
2018).

6. Conclusion

This study explores the experienced of informants in the use
of digital ordering kiosk in selected fast-food chains, Province
of Cebu, Philippines.

Specifically, this study sought to answer the following
questions:

1. What are the experiences of the informants in the use
of digital ordering kiosks?

2. How do the informants cope with the challenges
encountered in the use of digital ordering kiosks?

3. What are the aspirations of the informants to improve
the services in digital ordering kiosk among fast-food
chains in Cebu?

The research design for this study was descriptive
phenomenology. This study was built on the experiences,
challenges, and aspirations of customers using ordering kiosks
in the three major fast-food chains in Cebu. Five respondents
were selected from each of the fast-food restaurants wherein
they shared their information through a face-to-face interview.
A letter addressed to the concerned participants of the study was
secured before the actual conduct of the study had been
undertaken. Data gathered underwent a face- to-face formal
interview, transcription, data coding, and analyses. Data
analyses were conducted through the 7-steps procedures of
Colaizzi's phenomenological descriptive method. Generated
themes relative to the customers were discussed thoroughly and
holistically.

Based on the results and discussion, several crucial findings
were drawn regarding the respondents’ use of the digital
ordering kiosk. The study has extracted (3) emergent themes
that thoroughly explain the informant's experiences in the use
of digital ordering kiosks.

These are the following:

1. Experiences of the informants in the use of digital
ordering kiosk was divided into two with clustered
themes as follows: Positive experiences of the
informants namely: Convenient, Time Efficient and
Accurate and Personalized Order and Negative
experiences of the informants namely: Hard to Use,
Unresponsive and Sensitive System, Connectivity/
Signal Issues, Overwhelming Choices, System Error/
Problems and Lack of Orientation.

2. How do informants cope with challenges encountered
in the use of digital ordering kiosk, two (2) themes
were extracted, namely, Will Switch to Direct
Counter/Cashier and Will Seek Assistance.

3. Aspirations of the informants to improve the services
in digital ordering kiosks among fast food chains, four
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(4) themes were extracted, namely: Provide Video
Instructions/Tutorial or Guide, Add Bisaya Dialect,
Update and Improve System and Signal Connection
and Add Discounts.

7. Recommendations

With this noble study, the researcher was able to come up
with relevant suggestion and recommendations that find
applicability to the current institutions and for future studies.

Implication for Practice:

Based on the findings of the study, it is implied that the
relevance of the ordering machine kiosks in the selected fast-
food restaurants in Cebu City is highly vital to the technological
growth and improvement of the local fast- food industry.
However, as its approaches are vital and its usage are favorable
and convenient, it doesn’t disregard the challenges that are
encountered day to day by both the fast-food crews and the
customers.

Despite the imposing challenges faced by both the industry
and consumers in terms of negative experiences and challenges
on using the ordering kiosks, it is still implied that the overall
percentage of the respondents give favorable responses on the
positive impacts of kiosk machines in fast-food restaurants as
being shown by the majority in their positive experiences with
regards to the usage of kiosk machines.

Meanwhile, as the challenges are recognized by the
researcher through their negative experiences and the
respondents in their face to face and actual interviews, the
respondents also expressed their innovative solutions and
recommendations as the constantly affected individuals. It is
also implied from those outcomes that there is a need to upgrade
the internet connectivity as it affects the kiosk machines in
terms functional probabilities, the necessity of simpler and
coherent machine instructions for the elderly and first timers,
and also the inclusion of our own Bisaya language to make the
kiosk machines far more accessible to all valued customers.

Implications for Future Studies.

Based on the findings and implications of this study, several
topics are recommended for future research to further enhance
the understanding and effectiveness of digital ordering kiosks
in fast-food restaurants:

First, this study recommends that future research on “Impact
of enhanced internet connectivity on kiosk performance and
user experience: Investigate the effects of improved internet
infrastructure on the functionality and reliability of digital
ordering kiosks”, and how it influences customer satisfaction
and operational efficiency in fast-food establishments.

Second, this study also suggest that future researchers may
conduct a qualitative study on “Designing user-friendly kiosk
interfaces for diverse demographics: Explore the development
of simplified and intuitive kiosk interfaces tailored to
accommodate elderly users and first-time customers, including
the integration of local languages such as Bisaya”. Assess the
impact of these design improvements on user adoption and
satisfaction.

Lastly, this study recommends researching on “Customer and
crew training programs for efficient kiosk usage: Evaluate the
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effectiveness of comprehensive training programs for both
customers and fast-food crew members on the use of digital
ordering kiosks”. Investigate how such training can reduce
challenges, improve user confidence, and enhance the overall
dining experience.

These recommended topics aim to address the identified
challenges and further improve the integration and
effectiveness of digital ordering kiosks in the fast-food industry.
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