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E X E C U T I V E  S U M M A R Y
2021 was the year much of the global economy got 
back on track following the 2020 pandemic setback. 
For the self-serve kiosk industry, 2021 was much 
more. It was a year in which consumer acceptance of 
self service reached a banner level, setting in motion 
double-digit growth that shows no sign of tapering.

Signs of growth were evident in 2020 when 
technology providers responded to the coronavirus 
pandemic with solutions to socially distance, screen 
temperatures and provide touchless interaction  
with kiosks.

The momentum continued into 2021 as many closed 
businesses and organizations reopened and sought 
technologies to protect visitors, customers and 
employees. The recovery enabled the self-serve kiosk 
industry to resume the double-digit growth curve of 
the three consecutive years prior to 2020.

Global sales of interactive kiosks – not counting ATMs 
and refreshment vending machines – totaled an 
estimated $12.1 billion in 2021, a 14% gain over the 
$10.6 billion in 2020 and surpassing the $11.9 billion 
in 2019.

The survey’s mission

The Kiosk Marketplace Census provides statistics on 
the self-serve kiosk industry’s size, operating metrics 
and outlook. The census holds the distinction of 
presenting statistical information provided by both 
user organizations and suppliers of self-serve kiosks. 
Where other kiosk market studies present supplier-
provided information, most of the Kiosk Marketplace 
Census is user organization provided.

Most of the data is based on online questionnaires 
filled out by Kiosk Marketplace readers in November 

Elliot Maras
editor, KioskMarketplace.com

and December of 2021. Readers were asked about 
their number of installations, plans for future 
deployments, business mix, operating costs, 
investment in research and development, sales 
methodology, kiosk content strategy, return on 
investment, outlook on technology, level of optimism 
and expected challenges.

The charts and much of the commentary in this 
report are based on input from close to 300 
questionnaires. Some of the commentary is also 
based on interviews with Kiosk Marketplace readers.

What the report measures

The report measures the growth of free-standing, 
self-serve kiosks.

Self-serve kiosks are defined as follows:

“An interactive, self-serve device provided by a venue, 
not the user, that helps the user do something that is 
informational and/or transactional that streamlines, 
automates or eliminates wait or cost.”
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The report does not measure the growth of 
bank ATMs or refreshment vending machines. 
Kiosk Marketplace considers the bank ATM and 
refreshment vending industries separate from the 
interactive kiosk industry.

While interactive kiosks use some of the same 
hardware and software as bank ATMs and food 
vending machines, the latter equipment types  
are covered in reports specifically focused on  
those industries.

When food vending machines are used to  
mainly dispense non-food items, such as personal 
protective products, industrial supply products,  
gifts or apparel items, Kiosk Marketplace classifies 
them as self-serve kiosks.

The report is divided into five reader segments:

1. User organizations that host kiosks (retailers, 
consumer brands, governments, restaurants, 
gaming establishments and  
transportation services)

2. Kiosk hardware manufacturers

3. Kiosk software manufacturers

4. Value-added kiosk resellers

5. Kiosk hardware component manufacturers

Retail rebounds

Much of the growth in self service in 2021 was driven 
by the reviving retail industry, the largest single self-
serve kiosk user segment.

Retailers closed stores in 2020 by the hundreds of 
thousands as governments invoked quarantines to 
contain the coronavirus. 

As retailers and other workplaces reopened, many 
required visitors and employees to follow safety 
protocols including safety masks, gloves and sanitizers. 
Kiosks were used to provide these products efficiently, 
safely and economically.

Many locations also screened visitor and employee 
temperatures, creating an unprecedented demand 
for temperature screening kiosks.

In response, many kiosk hardware and software 
manufacturers teamed with biometric-technology 
providers on products to allow people to have their 
temperatures screened before granting them entry. 
Most of these kiosks paired infrared sensors with 
facial recognition cameras.

E-commerce surges

The self-serve kiosk rebound gained momentum 
in 2021 as consumers embraced e-commerce in 
an effort to minimize person-to-person contact. 
According to the research firm Statista, U.S. 
e-commerce sales rose from $644.4 billion in 2020 to 
$757.7 billion in 2021.

While most e-commerce sales did not involve 
self-serve kiosks, the consumer tendency to use 
technology to shop encouraged brands and retailers 
to expand self-service offerings.

The 2021 Zebra Technologies’ Global Shopper Study 
found that nearly half (47%) of shoppers used retail 
self checkouts, a 7% year-on-year increase, and 91% 
of these said they will continue using the technology.

The Raydiant 2021 State of Self-Checkout Experiences 
survey similarly found that 36% of consumers 
reported a major increase in self-service checkout 
while 23% reported a minor increase.

Consumer acceptance of mobile payment, a  
driving factor in e-commerce growth, extended  
to self-serve kiosks.

The Kiosk Marketplace Census once again found 
“integration with mobile order-and-pay” one of the 
top-ranked technologies by kiosk user and supplier 
organizations.
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Retailers, locations and consumer brands that have kiosks

3.  From the list below, which type of kiosks do you operate?

Restaurant order-and-pay
Bill payment

Other*
Retail order-and-pay

Temperature/health screening
Printing

HR/employee self-service
Gift dispensing

Coupon dispensing/redemption
Wayfinding

Pharmacy self-serve
Tourist information

Price checking
Phone charging

Pickup locker
Industrial supply dispensing

Airport/transportation check-in
Gaming/entertainment

Hospital check-in
Photo processing

Restaurant drive-thru
Electric vehicle charging

Rental payment
Vehicle license/registration

Customs passport processing

21%

20%

16%

11%
10%

8%

7%

5%

4%

2%

1%

(*Other includes 
interactive teller 
machines and 
financial services, 
appointment check-
in, tanning beds, 
advertising, copy 
and scan for college 
students, parcel 
shipping and water 
dispensing.)

4. Average cost for deploying one of these kiosks

Under $5k 

41%

$5k-$10k 
30%

$10k-$15k 
15%

$15k-$20k 
1%

$20k-$25k 
$25k-$35k 
$35k-$50k 

3% 

Over $50k 
4%

5. Average yearly cost for maintaining one  
 of these kiosks (including labor)

Under $5k 

65%

Over $15k 
8%

$5k-10k 
21%

$10k-$15k 
6%




