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B Ao FEHT S ARl FHOY A
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Fig. 2-1 Research Model
AT} AR 2 A AR o] WA= P S =7 AABK= AR} ARSI ARLS Gl

S A=A v HRISlaAL Stk dFRde  QAsks AMSAE uwsly] s Al ARz
Fig. 2-1 3} 2] A3}t SH #e HTHGD)E TEeE ARA A
S A Qs aE0=154)" 3 AEE AR

3. Oiq1HHH al HAM24h) S U Qs IENn=146) 02 o] B8
ot AR o]8A ﬁm?ﬂﬁr AT7Hdel thd A

3.1 E=2MY U =0 Y F2 F2EA2 B4 B2 SmartPLS 33& o]&3}

of SARY A% TERE Z4e APskitk
B 7 AR AYEAo] AR AHAZ o AR AR 9ol Sl At 300mge] <

gofs IANET AEALRo R vxE Qe TEANH SAS Hls] 93 PSS 220 FAIZ

AdolR T, ALEE AADES =A olAE= 123 ZAE L3l B8 AT A 1508(50%), o

o

U olAsl= B0 HEsld & 2 7k I A 1508060 ez Yehston, A= 20-29417F

o= 315k Tt 407(13.3%), 30~39417} 6578(21.6%), 40~49A4)7} 112
olo] B Aol AL s A ARYA] < v9(37.2%), 50~59A17} 83(27.9%) 0% EEE
3lo] AR Mo A A]Ng_zz Aglo] Q= dur A F T Aeels el E}iold 40813.3%),
$AE tPFoR 0209 99 B3URE 109 47 AEHS SUokd 369012%), S S-jold 181
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RS ol 4o AR 53 AllH Ay ARHCE AuER, ey 47I6E%), A9 198
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o ASARB IO Dl %3

Alsla| ARfte] ZEEE oz

3(66%), T 319(10.3%), A¥D 2086.7%), >
11H@B.6%), 718k 1698(5.3%) .= YERstt) Tab. 3-1.
o MRl AT EHE H2 el Zloltk

Tab. 3-1. Demographic characteristics

Recognize | Recognize

ans\x\/vheorlgr social social

presence presence

Variables (n=300) high group | low group
(n=146) (n=154)

Hequ Hequ Fequ

N ay N axy N ency

Gen| Male 150|500 | 75| 514 | 75| 487

der | Female 1501500 | 71| 486 | 79| 513

20~29 41133 | 13| 89 27| 175

30~39 65 | 216 | 25| 171 | 40| 26.0

AR 040 [ 112 372 | 56 | 383 | 56] %63
overs0 | 8 | 279 | 52| 356 | 31| 201
Sclﬁgol 01133 | 17] 116 | 23] 149

Edu

College 3 |120 | 17| 116 | 19| 123

Coar? University | 181 ] 603 | 9 | 657 | 85] 55.2
Craduate |- yo | 145 | 16| 109 | 27| 175
school

Student 24| 80 9| 62 15| 97

Employee | 198 | 66.0 | 100| 68.5 | 98| 63.6

Occ| House
upat| wife 31| 103 13| 89 18| 117

ion | Retired 11| 36 6| 41 51 32

Freelancer | 20 | 6.7 10| 6.8 10| 65

Etc 16 | 5.3 8 | 55 8] 52

3.2 BiA0| XXM Fo| U EXo5

9, Frz 29, A}W* AN

/]1:‘],]_ Z/H_I,:_oﬂ _ﬂ:a]. )\41-; 26?:‘:':5]' _T_L}éé]_o% E]
AE(Likert) 78 =& g3l FASIATE

ABEAH| 20| AFS| A A FollA AAH 2

ARAH2E o] & v BAHOE ELS
C 2 Ao)EYal, Hali01)e] ATl A A}
ZHTLE ALY, AR YL A
H2E o] 88 uf Hgst JHE vy

o] tE=x’ 2 A3, Nguyen(2019)91
J‘éE £ ARgSIgith ARAH 2 e AR
25 0|8 o, AR AEAP} iﬂ]—t— i
o7 AHoslga, Kim2019)2] SAHAETS A3
o, AEAEEE  ARAH|2E o] 83 o
tolls AREstaAt sk A2 o2 Ao,
Magdalene(2020)2] SAHETE AFE3IGoH, 4=
T ‘ARo] AlFdhz Az Ui o R AR
Folv 3R aAFHE staAt sk A
2 AO899 a1, Harris(2004), Lee(2010)8] EAH =TS
ARESIGITE wEA RO 2 Ao AR A AR !
BAH|2E o] 83lal S wf AR wisiar 9l
T L= AZE o Helatda, Kwak(2019), Kim
& Yang(2020)9] SH=TE ARESIGITE

10 o

Lo g

3.3 MEIM o Bl HE
AT Wgrol] et 41 E=E SmartPLS 330%
A8tk W3 Y3 A= =(nternal Consistency
Reliability)= 93 AHTE SASH] flsiA o
2] 7§19 SWTE o8-8k 739 ’LQE—% %75
sh= WHolm, ole 3]
o] o83k oA 7o =%
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Tab. 3—2. Reliability and Feasibility Analysis of Measurement Questions

e o Cronbach’s CR Correlation
a CU ES IS LOY SAT
CU 0.938 0.960 0.918
Whole ES 0.918 0.942 0.588 0.896
Group IS 0.939 0.953 0.673 0.642 0.896
LOY 0.890 0.931 0.666 0.660 0.563 0.905
SAT 0.944 0.964 0.826 0.609 0.779 0.674 0.949
Recogniz U 0932 0957 0938
es social ES 0.898 0.929 0581 0.875
presence IS 0.922 0.941 0.742 0.613 0.873
highly LOY 0.822 0.893 0.653 0.635 0.642 0.858
(n=146) SAT 0.927 0.954 0.870 0.593 0.820 0.666 0.934
Recogniz U 0919 0.949 0928
es social ES 0.876 0.912 0.339 0.849
presence IS 0.934 0.950 0.510 0.547 0.889
low LOY 0.891 0.932 0.538 0.479 0.367 0.906
(n=154) SAT 0.935 0.959 0.725 0.431 0.689 0.550 0.941
Note)The value of the cell marked as the diagonal shade may be the square root value of the average dispersion extraction (AVE) value.
Note) ES : Emotional Support, IS: Informational Support, LOT : Loyalty
SAT: Satisfation, SP @ Socail Presence, CU : Continuous Use
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Fig. 4-3 Path model

(Recognizes social presence low)
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Tab. 4-1.The results of the path coefficient
analysis between the group that recognizes
social presence high and the group that
recognizes low

Differe chsogniz Recogni
nce . zes social | Verific
;ng analysis ressgr?i presence ation
factor P high low result
value _ (n=154)
(n=146)
Path
H2 coefficient 0.747 0.662
g | e 0.054 0057 | high >
5 Geeffiden low
t difference 13.244***
SAT t-value
Path
H3 effidient 0.797 0.539
Standar )
Gr | demor 0031 0064 | pigh >
Goefficen low
- t
LOY dfferenc 44053
e t-value
HE | 0.699 0.654
oar | o andar 0.074 0057 | high >
= Coeffiden low
t difference 5.919%**
& t-value
B | o 0.233 0.184
Loy | o randar 0.079 0063 | high >
N Corficen low
w t difference 5.955%**
t-value

(*p<0.05, **p<0.01, ***p<0.001 )

Note) CU : Continuous Use, ES : Emotional Support
IS: Informational Support, LOT : Loyalty

SAT: Satisfation
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The Effect of Support Quality of Chatbot Services on User
Satisfaction, Loyalty and Continued Use Intention: Focusing on the
Moderating Effect of Social Presence
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ABSTRACT

This study examined whether the social support (emotional support, information support) provided by
customers through chatbot service affects the satisfaction of chatbot service felt by customers and
whether the satisfaction of chatbot service affects loyalty and intention to continue using chatbot
service. In order to confirm the moderating effect of social presence of chatbot service, a total of 300
effective data were obtained by conducting an online survey divided into a group that recognizes social
presence highly and a group that recognizes low. As a result of the analysis, the path from emotional
support to satisfaction of chatbot service was supported in the group that recognized social presence
highly, and the path from emotional support to satisfaction of chatbot service was not supported in the
group that recognized social presence low, and the difference was confirmed in the hypothesis path
coefficient. This is interpreted as the social presence affecting human emotional response.This study can
provide implications for the function of social presence of chatbot service in that it applied information
support and emotional support, which are two factors of social support, to chatbot service, and
demonstrated the relationship between satisfaction, loyalty, and continuous use according to the degree
of social presence of chatbot users.
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