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Analysis the Effects of Voice-based Al Financial Service Chatbot’s
Cuteness in Speech Style and Gender Congruence on Customers’
Responses in a Service Failure Situation
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Abstract This study aimed to empirically investigate the impact of the levels of cuteness in the speech
style and the gender congruence of voice-based artificial intelligence (Al) financial chatbots on the zone
of tolerance of customer responses in a service failure situation. Additionally, it sought to examine
whether performance expectation, tenderness, and curiosity mediate these effects. Data were collected
from 128 individuals who were in their 20s and aware of the AI chatbot service using an online
experiment in which the design was a 2 (high/low cuteness in speech style) x 2 (gender
congruence/incongruence) between subjects. The collected data were analyzed using the SPSS Process
Macro. The results showed that an increase in the level of cuteness in the speech style of voice-based
Al financial chatbots in a service failure situation leads to a decrease in the customers' zone of
tolerance. Furthermore, gender congruence with the chatbot was found to have an interactive effect with
the cuteness in the speech style on the zone of tolerance. However, no mediating effects of performance
expectation, amiability, and curiosity variables were found. The practical implications of these results
for Al chatbot service planning were also discussed.
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Fig. 1. The Concept of Zone of Tolerance
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Fig. 2. The Research Model in This Study
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Table 1. Demographic Profile of Respondents

Spec. Respondents | Percentage
Male 64 50.0
Gender
Female 64 50.0
Age 20-29 128 100.0
High School or Below| 14 10.9
Educational College %0 313
Level
Graduate or Above 74 57.8
All 128 100
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Table 2. An Example of Manipulation of the Levels
of Cuteness in Speech Style

High Level of Cuteness
(In Korean)
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Table 3. Assignments of subjects for 4 type of groups
in the Online Experiment

High Level of Low Level of
Cuteness Cuteness
in Speech Style | in Speech Style
Gender Congruence 32 subjects 32 subjects
Gender Incongruence 32 subjects 32 subjects
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Fig. 3. An Example of the Vignette Used in This Study
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Table 4. Manipulation Check of Levels of Cuteness
in Speech Style
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Table 5. The Results of Direct Effects of X on Y

95%
( XPS:>h Y) g SE ! LLCI ULCI
CU=ZT | -.607*| .246 | -2.465* | -1.095 -.120
CU=)TD .005 | .269 .019 -.526 .537
CU=)>PE '1,;3,,60 280 | -4.506** | -1.814 -.707
CU=)CUR | -.195 | .294 -.665 -.777 .386
TD=)ZT  |.361™*| .066 | 5.510%* 231 491
PE=)ZT -.051 | .060 -.850 -.169 .067
CUR=)ZT  [.350***| .060 | 5.805*** 231 470
GC =>ZT | -.538"| .237 | -2.271* | -1.006 -.069
INT=)ZT | .908" | 334 | 2.721** 247 1.568

Note) CU = Cuteness in Speech Style, ZT = Zone of Tolerance,
TD = Tenderness, PE = Performance Expectancy, CUR =
Curiosity, GC = Gender Congruence, INT = Interaction Effects
(CU X GC), LLCI = Lower Limit Confldence Interval ULCT =
Upper Limit Confidence Interval, 'p<0.05, "p<0.01, ~'p<0.001.
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Table 6. The Results of Conditional Effects at Values
of Gender Congruence Variable

95%
B SE t
LLCI ULCI
Gender
Incongruence | -.607* | .246 | -2.465* -1.095 -.120
(V]
Gender
Congruence 301 | .244 1.232 -.182 782
(6))]

Note) 'p<0.05, “p<0.01, “"p<0.001.
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Fig. 4. Scores of Zone of Tolerance Based on Levels
of Gender Congruence
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Table 7. The Results of Indirect Effects of Mediators

95%
Mediator Variable B SE

LLCI ULCI
Tenderness .002 .097 -.195 .189

Performance
.064 .083 -.110 219

Expectancy
Curiosity -.068 .107 -.290 136

Note) 'p<0.05, "p<0.01, “'p<0.001.
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Table 8. The Summary of Results of Each
Hypothesis Testing

Hypotheses Supported or Rejected
H1: INT(CU X GC) =) ZT Supported
H2: CU =) PE =) ZT Rejected
H3: CU =) TD =) ZT Rejected
H4: CU =) CUR =) ZT Rejected
5. Zut & AARE

B AT 94 7S wEEE ) Al 38 A
5:9] o915} 9 4RA] WERO ol Hrot ARO| 4
A QaRA ATt o] &2t 7o) Ale] IR o5t
MuA A A8t SojlA 1179] Hkg, E3] Al 3]
o] oJEA FFE vE 5 U=AE AFHeE 4
Eof B sigieh HEo] 2 A7 R Aole A
T7h 1A BEgoll FRFE vl B oA FF 71Al
£ & o AAHCE motsf B Ao, FEoE
2 5714 alEo] ofg ¥ A wiA ZIE
Holz A& AwEIAL 53l

oj2fgt WetolA & ALE Bl HEht AT AHE
I} o] ATsof| izt s % AAREES et ol &
ofgtt.

A AR, AR S402 HfA= TR AdE
T2 AL Al 4R LollA 1A 518 Foll=
FOuRt 4 JHE vA= Aow AT A3 Y

1

L

o} %, o] 840 WAL BEA HelesE 3
A0] 518 GAL Zashe A0E ettt ojg} g

AT A Hul2 Bl Aulz AFAe] Fofgol
7 wgel FFH EWE Fh HY A7E

[14,16,17,42)3= sl 23old, 47 o429

BAH ang 4% A7E00.40.41)3: A 2
Tlolc}, o]l Aol chelA theT} 2L Fgo] T
of ®HIlct

Qutdoz tRE V& ATE(14,16,17,42]°]
FoLE Aol w2 £59 Aol UF 23 Ao
& 9" EAS /AT 9 W 1P8R| e 'ﬂ1°ﬂ el
Aturel Aol s A 7154618 FHo] ol
o] &}, o] o}z] mlo] uj&3t ofolEa] "410]1/\1b
4Qle] AgHthe B}l IsH| fAsFEE AT
(17] &2 P9 719] 2lA FAOA Hole TEE At
5= Aol disl] Aol dis Bot At B 5

i

820

sS4 AgztsfE 4= 9ot
o] AL A Aul
HSES YR E4Y 27E
27 yetd & A
ojggt Ett 2UERE A F=o 4
2V 84 B A EE AuAe] FR3(eD & A5
Rt A, o714 A Axo] Aol & iz
Al F3o] MulA Al AvE F2 v 1 Aufigt A4
27F AAoA S8 JAH=7} ofvE iz
S8 gk=7HE YEhdie Jidels. &3 HFJE]L
A2 fgoldt AR o) Al s Aula FYo
8 HE 9 AT 715Hd BEdol BxH
HORIZE ol o9 5w 3 ddiet Za}t
4AQ1 8aEo] ARHE o7t wt gtk
Zelet.

3] B 7o) Ao} Bl B AT AuA
Auj7h dofd “AuA FH(EZoP 7F Adwo] LAfA
4 9= vAE Hl ol & 9= R Aew g

n}L rlr o

1

|

¢

Atk 5, 3§ Hoks ARAY /154 weHel 4%
S A4 Qisio] o2 7] HISE Gorn et

al.[40]9] L9} Zo] H|HEA W B Zoz JAS
oflA QIR =0} Q5|2 AH|A Ao tiFt 1E9] §HE
< o ISRl Ao FeE

A= o]t AFEL & VUI(Voice User Interface)
Al AR AuAo] AulA 7id AR A Q18 34
A AR 52 Z&9dl o] FERAHQI =BT
Hope] B4 52 & 1EotHA =T Za Aol ol
= Yust= HiEshich

E3SE o]3st A3k Kringelbach et al.[17]19] %
AY A2 Al ARl AFofl At == A
o] oz}t 341} &<
2 & U5 9ulsks Ado|t} olo] ARH o= g
E4Ql T AFEoA = AR Aol Aol 84
of &7} ERt ofUg} Az} o]Q]o| tieket R E 8
ol A2} AH|A AFALY] FofFo] A7t ol B A UEht
= Aol s B} @2 o] Fasitt shh

3]

AR, A7 Av AR A Y 55

2 TR ool Auls Uk 43 SolA 1A
58 ool WAL T st dEkAle Aol #ls
ek ol AHIz AZAY TRkt A HPEe] 4

A4 W2 uA ) Auls AgH 1A A
Ae] Ae| AXY oj57t 45 ANE A4 4 9l
the 7l A7) AnHs 1ok Hatele @ Aol

o]-J ru{o



CEENSE T

=4 71 AL 55 AR Ao R AY dX4o] 1A Hkgol A= a3

m

=5], 2 Q7o) Zse A
SAME-H1Y ol 2{4olst A7)
2 A7t YA @ 1Al
RS BAH) 4 oAk

SEEEE SR
s} o|2[5019] 741
2759l vkgo] ZatET

=1
IM] HRSO He

J

23]

o $gHos Wsk gl 9ee HelFe. of
L A9 ATE.47)9) FAE QXS Aol &

N,

s om AL A 22 HIAH] ] ot 7
34 U 289U AAAES o8 AU

< olEo ¢ ofu]

2~ 0]0. O
2T Ru=

e H}E}WJM.

ohet AlE Qx4

o glol B 744 AR
Al 58 X9 5425 01
Zoz AL|Yx|Ao] _§_3q_€
A LA o] e &
© Al 58 A5l Higt Ao A o
ASol asit &, AR A A+ 44]9 Bl Her
o uRel o] & o] 583 o] B4 AHlA ol
Aot FAEol AE LAY aRlelF] Het s
oo wlsl E4go] FAaEE Ford 7heAd EL HiA
o]— /\ %1]—4-

Al AR, A, FEse 2 2714 AHla
A AR LolM 1A wgo] FF oA 2T Hivh
IS HoA o= Aos yehyth FEsiedt 27
/}:]3 1A ¥E2-9] 58 Aol §oJu|st A AH |7

= 7HE AeE YEhgoy F Hls 25 Ao
= ”“501] feirE I WA o= A= UK
53], @R AFo] aAe] A IAoIA S
I 270 FFE WAA et Ak V1€ AT
=(14,3719] Z23eke LASHA] Y= 23l o2t
2] disiAl ot 22 Agol 7kl Holedl A
oo TR7F FEBRS U5 X3t A2 9 =
o MulA {39 EAISE AdE o] olsiE 4= Qlo] B
QI & A7t9] Al BRe| MuA ol adido] A=

© 5 oA BEAT FxrEe S8 2
AATFNA M A1 A= 3Aol didt 43Pt &
5] LojuA| FkE 7hsAdE Adh

714 BEsiAE A A7E A B0l A
ol 7hsdl H]lth. & 17t9] A tiAF 200l at
AT AH]2of] gt QAXA} QIFHE o5 %? qVdAE2

ol

1 =

olm] et 789 Al AR A3 Flohs A A5
24 et % el thet o] Y ‘gg gol 3 %
olo] N2S 0] 714 Qulo] okslA 9uE|9le v}

821

45 WA & ]l

ot ) ATHST ReE X o] oz AU
Auislele Y AlRgSel ol Ak G AT
Eol4 ol Hhet Hrt S7b49l o] Wash welt,

£ A7) AY FF A7 FFol A ]

"ol k. B AT AT hyAS 209 AL
A} PSR olo] Aol Avtalel] A A
L ATHE Bk We AYES mYSEA A
72 WY Waol glo] Helh

—Eimkﬂ

References

[1] Y. Jung, H. Ahn, “A Study on the Effects of Chatbot
Characteristics on Continuous Usage Intention:
Focusing on the Post-Acceptance Model,” Journal of
the Korea Society of Computer and Information, vol.
28, no. 6, pp.169-179, 2023.

DOL: https://doi.org/10.9708/iksci.2023.28.06.169

J. H. Choi, G. Y. Noh, “Al Chatbot’s Anthropomorphic
Effects on Parasocial Interaction with Al Chatbot: The
Mediating Effects of Perceived Homophily and Social
Presence,” The Korean Journal of Advertising and
Public Relations, vol. 24, no. 4, pp.521-549, 2022.
DOI: https://doi.org/10.16914/kjapr.2022.24.4.521

K. Lee, E. Y. Kim, “The Role and Effects of Artificial
Intelligence on the Platform Service Innovation: The
Case Study of Kakao in Korea,” Knowledge Management
Research, vol. 21, no. 1, pp.175-195, 2020.

DOI: https://doi.org/10.15813/kmr.2020.21.1.010

M. Jung, H. Kim, “The Effect of Voice Differences in
Voice-based Chatbots on the Reliability of Elementary
School Students, Proceedings of Korean Association
of Computer Educations Conference, vol. 27, no. 2
pp.155-158, 2023.

H. Lee, J-H. Kim, Effects of UTAUT on the Digital
Literacy and Acceptance Indention of ChatGPT
Users,” The Society of Convergence Knowledge
Transactions, vol. 11, no. 2, pp.33-43, 2023.

DOI: https://doi.org/10.22716/sckt.2023.11.2.014

Y. K. Kim, Y. Kim, “The Analysis of the Effect of
Information Sharing to Improve the Quality of the
Company's Infection Prevention Service on the
Intention to Revisit,” The Journal of the Korea
Cotents Association, vol. 11, no. 2, pp.33-43, 2023.
DOL: https://doi.org/10.5392/JKCA.2023.23.02.671

S. Yang, Big Tech Competition Begins for ‘Al
Chatbots, Who is the Winner? Google or MS [Internet]
Techworld Online News, [cited 2023 Feb. 9] Available
from:

https://swww.epnc.co.kr/news/articleView. html?idxno=231382
(accessed Sep. 04, 2023)




QHEARSH| &80 =5 A A248 A|11%, 2023

(8]

9]

(101

(11]

(12]

(13]

(14]

(15]

(16]

(171

(18]

H. Lee, ‘Bthical Guidelines for Controlling Bias of
Artificial Intelligence Chatbots,” Public Law, vol. 51,
no. 3, pp.715-744, 2023.

DOL: https://doi.org/10.38176/PublicLaw.2023.2.51.3.715

S. Lee, ‘Bffects of Cuteness Level and Gender
Congruence of Al Financial Service Chatbot on Zone
of Tolerance in Service Failure,” The Journal of the
Korea Cotents Association, vol. 23, no. 3, pp.124-138,
2023.

DOL: https://doi.org/10.5392/]KCA.2023.23.03.124

Y. Noh, K. K. Lee, “A Study on Factors Affecting User
Satisfaction in Chatbot,” The Academy of Customer
Satisfaction Management, vol. 24, no. 4, pp.107-124,
2022.

DOI: https://doi.org/10.34183/KCSMA24.4.7

M. J. Seo, “Consumers Negative Responses to the
Communication Failure of Chatbots in Online Fashion
Shopping Malls,” The Korean Fashion and Textile
Research Journal, vol. 24, no. 2, pp.183-194, 2022.
DOL: https://doi.org/10.5805/SFT1.2022.24.2.183

H. Kim, J. Y, “Personal Knowledge Extraction and
Implementation of Personalized Chatbot in Conversations
using a Large Language Model,” proceedings of
Korean Institute of Information Scientists and
Engineers Conference, pp.1169-1171, 2023.

M. J. Jang, Y. J. Park, ‘How Do People React to Al
Failure? Automation Bias, Algorithmic Aversion, and
Perceived Controllability,” Journal of Computer-
Mediated Communication, vol. 28, no. 1, 2023.
DOLI: https://doi.org/10.1093/icmc/zmac029

X. Lv, Y. Liu, J. Lui, Y. Liy and C. Li,"Does a Cute
Artificial Intelligence Assistant Soften the Blow? The
Impact of Cuteness on Customer Tolerance of
Assistant Service Failure,” Annal of Tourism Research,
vol. 87, 2021.

DOL: https://doi.org/10.1016/j.annals.2020.103114

D. Liu, C. Li, J. Zhang, W. Huang, “Robot Service
Failure and Recovery: Literature Review and Future
Direction,” International Journal of Advanced Robotic
Systems, pp.1-18, 2023.

DOI: https://doi.org/10.1177/17298806231191606

T. Zhang, F. Chao, H. Chen, J. Xian, “Calming the
Customers by Al Investigating the Role of Chatbot
Acting-Cute Strategies in Soothing Negative Customer
Emotions,” Electronic Market, vol. 32, pp.2277-2299,
2022.

DOI: https://doi.org/10.1007/s12525-022-00596-2

M. L. Kringelbach, E. A. Stark, C. Alexander, M. H.
Bornstein, A. Stein, “On Cuteness: Unlocking the
Parental Brain and Beyond,” Trends in Cognitive
Sciences, vol. 20, no. 7, pp.545-558, 2016.

DOI: https://doi.org/10.1016/j.tics.2016.05.003

K. Hwang, H. Park, H-Y. Oh,“Korean Generation-based
Empathetic Chatbot using Reinforcement Learning,”
Journal of the Korea Institute of Information and
Communication Engineering, vol. 27, no. 7,

822

[19]

[20]

[21]

[22]

[23]

[24]

[25]

[26]

[27]

[28]

[29]

pp.830-836, 2023.
DOI: http://doi.org/10.6109/jkiice.2023.27.7.830

Y. Kim, “Analysis of Chatbots and Chatbot Builders
for English Language Learning,” Multimedia-Assisted
Language Learning, vol. 23, no. 4, pp.161-182, 2020.
DOI: http://doi.org/10.15702/mall.2020.23.4.161

N. Chen, S. Mohanty, J. Jiao, X. Fan, “To Err in
Human: Tolerate Humans Instead of Machines in
Service Failure,” Journal of Retailing and Consumer
Services, vol. 59, 2021.

DOI: http://doi.org/10.1016/j.iretconser.2020.102363

N. A. Zainol, A. Lockwood, E. Kutsch, ‘Relating the
Zone of Tolerance to Service Failure in the
Hospitality Industry,” Journal of Travel & Tourism
Marketing, vol. 27, no. 3, pp.324-333, 2010.

DOI: http://doi.org/10.1080/10548401003744792

J. Ock, D-H. Yun, E. S. Won, S. Lim, “A Study on the
Factors Affecting the Service Failure ZOT and Severity
Perception,” Journal of Service Research and Studies,
vol. 6, no. 2, pp.215-232, 2016

DOI: http://doi.org/10.18807/jsrs.2016.6.2.215

B. Reeve, C. Nass, “The Media Equation: How People
Treat Computers, Television and New Media Like Real
People and Places,” New York, NY: Cambridge
University Press, 1996.

D. Jeong, H. Kim, S. W. Lee, “Effects of the Visual and
Behavioral Anthropomorphism Levels of Virtual
Influencers on Viewer Likeability,” Journal of Business
Convergence, vol. 8, no. 3, pp.77-82, 2023.

DOI: http://doi.org/10.31152/]B.2023.06.8.3.77

Y. J. Song, S. M. Choi, J. Kim, Y. Sung, “A Study on
the Factors Influencing Elderly Users’ Satisfaction
with the Continued Use Intention of Al Speakers,”
Korean Journal of Broadcasting & Telecommunications
Research, no. 114, pp.9-37, 2021.

DOI: http://doi.org/10.22876/kibtr.2021.114.001

S. Lee, ‘The Effect of Perceived Anthropomorphic
Characteristics on Continuous Usage Intention of
Artificial Intelligence Voice Speaker: Based on the
Integrated Adoption Model,” vol. 21, no. 11, pp.41-55,
2021.

DOL: http://doi.org/10.5392/KCA.2021.21.11.041

J. Lim, J-H. Choi, H. Lee, “Measuring the Perceived
Anthropomorphism of an Al Conversational Agent
Scale Development and Validation,” Korean Journal of
Journalism & Communication Studies, vol. 64, no. 4,
pp.436-470, 2020.

DOI: http://doi.org/10.20879/kjics.2020.64.4.012

M. S. Song, “A Qualitative Study on the Personification
Experienced by the Elderly Living Alone While Living
with Hyodol,” Korean Journal of Social Welfare
Studies, vol. 53, no. 1, pp.119-159, 2022.

DOL: http://doi.org/10.16999/kasws.2022.53.1.119

Y. Choi, D. Jang, ‘Is Mr. Al More Responsible? The
Effects of Anthropomorphism in the Moral Judgement




A2 el FRE SolM 54 719 Al 58 BE9] o

WEet A ao] 14 ¥Rl wXE At

(301

(311

(32

(33]

(34]

(35]

(36]

(371

(38]

(39]

[40]

(411

toward Al's Decision Making,” Korean Journal of
Cognitive Science, vol. 33, no. 4, pp.169-203, 2022.
DOI: http://doi.org/10.19066/cogsci.2022.33.4.001

L. Park, S. Lee, “The Impact of Voice Construction on
Communication,” Journal of Speech, Media and
Communication Research, no. 11, pp.293-327, 2009.

A. Mehrabian, “Silent Messages,” Belmont, CA:

Wadsworth, 1971.

S. W. Song, D-H, Chung, “Explication and Rational
Conceptualization of Metaverse,” Information Policy,
vol. 28, no. 3, pp.003-022, 2021.

DOI: http://doi.org/10.22693/NIAIP.2021.28.3.003

S-B. Kwon, “An Experimental Study of Favorable
Voice Analysis and Good Impressions Using Paralinguistic
Construction Elements,” Journal of Speech-Language
& Hearing Disorders, vol. 24, no. 1, pp.157-167, 2015..
DOL: http://doi.org/10.15724/islhd.2015.24.1.013

N. Y. Kim, R. J. Yun, “User Experience Research on
Sex and Pitch of Al Agent's Voice based on the
Purpose and Context of the Utterance,” Design
Convergence Study, vol. 20, no. 4, pp.109-130, 2021.
DOI: http://doi.org/10.31678/SDC89.8

S. Jang, J. Lee, “User Experience Research on
Intimacy and Usability when an Al Voice-Activated
Personal Assistant Uses a Dialect,” Archives of Design
Research, vol. 32, no. 4, pp.71-83, 2019.

DOI: http://doi.org/10.15187/adr.2019.11.32.4.71

S. H. Han, H. B. Rim, B. Lee, “The Impact of
Whimsical Cuteness on Consumer’s Hedonic Purchase
Intentions: Focusing on the Moderating Effect of
Guilt,” Journal of Consumer Studies, vol. 31, no. 3,
pp.43-68, 2020.

DOI: http://doi.org/10.35736/]CS.31.3.3

B. H. Ye, J. He, L. H. N. Fong, Z. Li, Y. Q. Yan, “How
Does Cuteness Become the Cue? Investigating the
Impact of Cute Destination Spokesperson on Tourist
Travel Intention,” Journal of Destination Marketing &
Management, vol. 27, 2023.

DOI: http://doi.org/10.1016/j.idmm.2022.100758

K. Lorenz, “Studies in Animal and Human Behavior,”
Cambridge: Harvard University Press, 1971.

G. D. Sherman, J. Haidt, “Cuteness and Disgust: The
Humanizing and Dehumanizing Effects of Emotion,”
Emotion Review, vol. 3, no. 3, pp.245-251, 2011.
DOI: http://doi.org/10.1177/1754073911402396

G. J. Gorn, Y. Jiang, G. V. Johar, “Babyfaces, Trait
Inferences, and Company Evaluations in a Public
Relation Crisis,” Journal of Consumer Research, vol.
35, no. 1, pp.36-49, 2008.

DOI: http://doi.org/10.1086/529533

H. B. Rim, B-K. Lee, J. N. Jeong, J. E. Park,
“Influences of Cute Logo Design on Evaluations for
Public Service Institutions: Moderating Roles of
Involvement,” Journal of OOH Advertising Research,
vol. 17, no. 1, pp.27-45, 2020.

823

[42]

[43]

[44]

[46]

[471

(48]

[491

(501

[51]

[52]

DOL: http://doi.org/10.22993/j0a.17.1.202002.27

H. Jang, “How Cute Do I sound to You?: Gender and
Age Effects in the Use and Evaluation of Korean
Baby-Talk Register, Aegyo,” Language Science, vol.
83, 2021.

DOI: http://doi.org/10.1016/j.langsci.2020.101289

H. Jang, “A Study on Korean Sound-meaning
Association Biases Using Pokémon data,” Language &
Information Society, vol. 41, pp.87-110, 2020.
DOI: http://doi.org/10.29211/s0li.2020.41..005

S. Kim, J. Kim, “The Effect of Service Provider’s
Gender and Human Service Customer Satisfaction,
Compliance, and Intention to Reuse — The Case of
Healthcare Service-,” The Academy of Customer
Satisfaction Management, vol. 19, no. 2, pp.43-63, 2017.

H-E. Lee, “Why Do Voice-Activated Technologies Sound
Female?: Sound Technology and Gendered Voice of
Digital Voice Assistants,” Korean Journal of
Communication & Information, vol. 90, pp.126-153,
2018.

DOI: http://doi.org/10.46407/kici.2018.08.90.126

S-G. Lee, Y. Nam, “Effects of Gender of Artificial
Intelligence Speaker on Mindfulness Meditation
Users,” Journal of Digital Contents Society, vol. 21,
no. 9, pp.1645-1652, 2020.

DOI: http://doi.org/10.9728/dcs.2020.21.9.1645

S. Kim, S. Lee, J. Lee, “Male, Female, or Robot?:
Effects of Task Type and User Gender on Expected
Gender of Chatbots,” Journal of Korea Multimedia
Society, vol. 24, no. 2, pp.320-327, 2021.

DOI: http://doi.org/10.9717/kmms.2020.24.2.320

E. Yang, Y. Tak, J. Ryu, “The Effects of Gender
Identification and Reality of Avatar on Intimacy and
Intention to Use the Al Speaker,” Journal of Digital
Contents Society, vol. 22, no. 12, pp.2027-2037, 2021.
DOI: http://doi.org/10.9728/dcs.2021.22.12.2027

D. Byrne, G. L. Clore, P. Worchel, “Effect of Economic
Similarity-Dissimilarity on Interpersonal Attraction,”
Journal of Personality and Social Psychology. vol. 4,
no. 2, pp.220-224, 1966.

DOI: http://doi.org/10.1037/h0023559

S. A. Reid, “A Self-categorization Explanation for the
Hostile Media Effect,” Journal of Communication, vol.
62, pp.381-399, 2012.

DOL: http://doi.org/10.1111/1.1460-2466.2012.01647.x

Y. Li, C. Zhang, S. Fang, “Can Beauty Save Service
Failures? The Role of Recovery Employees Physical
Attractiveness in the Tourism Industry,” Journal of
Business Research, vol. 141, pp.100-110, 2022.
DOI: http://doi.org/10.1016/j.busres.2021.11.051

V. Venkatesh, M. G. Morris, G. B. Davis, F. D. Davis,
“User Acceptance of Information Technology: Toward
a Unified View,” MIS Quarterly, vol. 27, no. 3,
pp.425-428, 2003.

DOI: http://doi.org/10.2307/30036540




A1)

3 =7 A249 A11%, 2023

(53]

(54]

(55]

(56]

(571

(58]

(591

[60]

[61]

[62]

R. Zemke, C. Bell,
the Second Time,”
1990.

DOL: http://doi.org/10.1037/0021-9010.92.2.475

L. W. Niezink, F. W. Siero, P. Dijkstra, A. P. Buunk, D.
P H. Barelds, “Empathic Concern: Distinguish between
Tenderness and Sympathy,” Motivation and Emotion,
vol. 36, pp.544-549, 2012.

DOI: http://doi.org/10.1007/s11031-011-9276-z

“Service Recovery: Doing It Right
Training, vol. 27, no. 6, pp.42-48,

Y. Kyung, “Study on Relationship between Recovery
Justice, Customers’ Empathy, Recovery Satisfaction
and Relationship Continuance Intention,” Journal of
Consumption Culture, vol. 19, no. 4, pp.29-55, 2016.
DO http://doi.org/10.17053/jcc.2016.19.4.002

S. Lee, “Analysis of Effects of Virtual Influencers’
Characteristics on Brand Attitude and Moderating
Effect of Innovativeness,” Journal of Korea
Academia-Industrial Cooperation Society, vol. 24, no.
4, pp.549-559, 2023.

DOL: http://doi.org/10.5726/KAIS.2023.24.4.549

C. Atzmiiller, P. M. Steiner, “Experimental Vignette
Studies in Survey Research,” Methodology: European
Journal of Research Methods for the Behavioral and
Social Sciences, vol. 6, no. 3, pp.128-138, 2010.
DOI: http://doi.org/10.1027/1614-2241/2000014

J. Choi, J-A. Kim, Y-J. Jung, G-H. Hur, “Exploring the
Tones of Human Basic Emotions and Analyzing the
Spectrum of Each Tone,” Journal of Speech, Media
and Communication Research, vol. 18, no. 4,
pp.121-157, 2019.

DOI: http://doi.org/10.22902/jsmcr.2019.18.4.004

D. Dursoy, O. H. Chi, L. Lu, R. Nunkoo, “Consumers
Acceptance of Artificiality Intelligent(Al) Device Use
in Service Delivery,” International Journal of
Information Management, vol. 49, pp.157-169, 2019.
DOI: http://doi.org/10.1016/j.ijinfomgt.2019.03.008

S-J. Ryu, H. Koh, “Relative Effects of Digital Literary
on Information Privacy Concerns Focusing on Media
Device and Comparison between Digital Natives and
Digital Immigrants,” Korean Journal of Broadcasting
and Telecommunication Studies, 35, no. 6,
pp.149-186, 2021.

DOI: http://doi.org/10.22876/kab.2021.35.6.005

A. F. Hayes, “Introduction to Mediation, Moderation,
and Conditional Process Analysis: A Regression-based
Approach,” Guilford Publications, 2017.

vol.

J. Gwak, J. Kim, H. Kahn, “The Effects of Service
Types and Service Failure on Service Recovery:
Moderating Effects of Rapport,” Journal of Product
Research, vol. 33, no. 3, pp.77-89, 2015.

DOI: http://doi.org/10.36345/kacst.2015.33.3.008

824

o 4

Z(Sungjoon Lee) (M5

+ 20084 69 : FEFHY ARY
AlolAdstat (2hAp)

* 20104 89 ~ 20114 8¢ : 3=
FEH5FAHEBS) BHATAY

£ 201149 9¥ ~ @A : ZFoEtw
QIEALS| s} Al5sly) Hua:

0|

Al Eop)
AL A4
HCI

olde], IT Auls eAg, HAg

ST N

A,



