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An Exploratory Study on the Role of Empathy
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Social scientists have studied interaction between human beings, while computer scientists
have expanded the research domain from human-human to human-machine, human-agent, or
machine-machine. The reason why an adoption of Smart Work is failed is an anxiety about ICT usage
which middle managers have. It is important to explore the concept both to reduce an anxiety on an
application and to increase continuance to use it. Therefore this study takes “empathy” as a key factor to
play a leading role both to relieve the anxiety about the application and to improve the intention to use
it. The data is gathered from a survey of undergraduate who have experience to use MS-Access. The
findings show that application empathy decrease the application anxiety, but the empathy increase the
continuance mediated by cognitive and affective attitude.
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Number
33
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72
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<Table 2> Characteristics of Samples
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<Table 1> Measurement

Construct Questionnaire ltems References
- Before criticizing an inconvenience, | try to see Microsoft Office Help and make an effort to solve the problem
Application with . ) _ ) )
Empathy - | sometimes try to gnderstanq why application functhns are developed. - Davis [45]; Shin[7]
- When | am faced with a application problem, | sometimes try to understand the application developer better
by imaging how things look from his/her perspective.
- | think that learning MS-Access makes me worry myself.

- - | hesitate to use MS-Access for fear of making mistakes. ) .
Application o Heinssen et al.[46];
Ariety - MS-Access are .somewhat |nt|m|dat|ng to me. Thatcher47]

- | feel apprehensive about using MS-Access.
- | am afraid of using MS-Access because it is complicated.
MS-Access software is aln) instrument in performing my tasks.
Cognitive - Useful/Useless Crites et al.[37];
Attitude - Beneficial/Harmful Yang & Yoo[39];
- Valuable/Worthless Kim et al.[44]
- Complete/Incomplete
Using MS-Access software software makes me feel
Affective ~ gz:g{s;ssi d Crites et al[37);
Attitude z ) Yang & Yoo[39);
- Positive/Negative Kim et al[44]
~ Happy/Annoyed :
- Good/Bad
) - | intend to continue using MS-Access rather than discontinue its use Bhattacherjee[48];
Intention of ) ) : ) ) :
Confinuous - My intentions .are to gontlnue using MS-Access than use any altgrnatlve means Bhattacherjee &
Usage - | plan to cont!nue us!ng MS-Access to Iearﬁ about data processing and management. Prgmkurrmar[49],
- | plan to continue using MS-Access after this class Kim et al.[44]
<Table 3> Descriptive Statistics, Reliability and Validity
' = a b . g o Correlation
Construct ltems Loadings |t-value| M S.D. o C.R° | AVE AEMP | AANX AA CA CONT
Empathy AEMPO2 743 6.202 403 1.03 694 783 547 739
(AEMP) AEMPO3 774 13.136
AANXO1 620 3955
Application AANX02 .809 10.251
Anxiety AANX03 916 23249 | 303 1.14 888 918 6% | -.738° | .834
(AANX) AANX04 .900 24.791
AANX05 .890 22.709
Cognitive CAO1 99 14.999
. CAO2 935 27.425
A?guA?e CA®R 917 o1 894 567 1.13 939 957 846 540 A2 .920
CAM4 898 12.064
AAO1 838 16.369
Affective AAD2 831 16.272
Attitude AAO3 925 19.808 | 4.89 1.44 936 951 7% 674 -710 642 .892
(AA) AAG4 907 22270
AAOS 907 17.477
Intention of CONTO1 864 19.723
Continuous CONT02 899 10.884
Usage CONTO3 ) 7849 476 1.15 934 953 835 608 -.586 626 582 914
(CONT) CONTO4 946 21.505
Suggested Criteria >707 >2.0 >6 >7 >5

& M = Mean. All the valuables have the minimal value 1 and maximal value 7

® SD. = Standard Deviation

¢ a = Cronbach’s Alpha

4 (Composite Reliability(C.R.) = (Sstandardized loadings)?{(Sstandardized loadings)*+(indicator measurement erron)}

® Average Variance Extracted(AVE) = X(standardized loadings)?{=(standardized loadings)*+(indicator measurement error)}
T diagonal: square root of AVE

9 off-diagonals: correlation between latent variables
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[Fig. 2] Research Result
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