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Abstract

This study examined how smart shopping carts, an emerging self-checkout technology in Japanese
grocery retail, influence customer experience and store evaluation. Unlike staffed checkouts or fixed
self-checkout kiosks, smart shopping carts allow customers to scan items while moving through the store,
creating both benefits and burdens. To examine these effects beyond efficiency indicators, a customer
survey and employee interviews were conducted at two discount stores. A questionnaire survey of 220
customers measured impression ratings using a semantic differential scale. Factor analysis identified
two dimensions: (1) Familiarity and (2) Novelty—Rapidity. Customers with repeated experience reported
higher Familiarity and perceived convenience, whereas impressions of staff were highest among
first-time users. Store satisfaction was positively associated with Familiarity, favorable staff impressions,
and intention to reuse the system. Semi-structured interviews with two gatekeeper employees identified
three themes: (1) a limited sense of job reward associated with fraud-prevention duties, (2) the
importance of hospitality-oriented interactions with customers, and (3) the need for more systematic staff
training. These findings indicate that smart shopping carts function as a socio-technical service
experience shaped by both technology and human operation.
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