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Consumers’ Negative Responses to the Communication Failure of Chatbots
in Online Fashion Shopping Malls
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Abstract: This study aims to understand the consumers’ negative responses to communication failure of chatbots caused
by their imperfections. Specifically, this study examines 1) the relationship among chatbot’s communication failure, dis-
satisfaction, negative behavior (complaint, negative word-of-mouth (n€WOM), and inertia); 2) the moderating effect of tech-
nostress on the relationship between chatbot’s communication failure and dissatisfaction; 3) the differences in the
negative responses between the generation MZ and the previous generations. Data were collected via an online survey.
First, the participants interacted with the chatbot developed for this survey, to experience the chatbot’s communication
failure. Thereafter, they responded to a questionnaire. PLS-SEM was conducted using the R software environment to test
the hypotheses. This study empirically identified that chatbot’s communication failure positively affected dissatisfaction.
In addition, the customers who were more dissatisfied with the chatbot’s communication failures were more likely to com-
plain than engage in nWOM. Compared to the generation MZ, chatbot’s communication failure caused a higher level of
dissatisfaction in previous generations. The results suggest that online shopping malls should carefully introduce an
improved chatbot service after minimizing its communication failure rate. The chatbot developers of online shopping
malls targeting middle-aged and elderly consumers should strive to develop and implement strategies to further alleviate
consumers’ dissatisfaction in the situation of chatbot’s communication failure.
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Fig 1. Consumers’ negative behavioral responses in the context of chatbot communication failure.
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Table 1. Confirmatory factor analysis results for measurement model
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Sk A WA IRk 25 11 Zlew, T HA Ras
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Construct Indicator Outer loading AVE C.alpha DGirho eig.Ist eig.2nd

icati CF1 719

Communication 696 600 833 1.428 572
failure CF2 936
TS1 813

Technostress TS2 .885 733 822 .894 2217 532
TS3 .868
DS1 .890

Dissatisfaction 831 799 909 1.666 334
DS2 933
CP1 .809
CP2 .896

Complaint 787 910 937 3.157 396
CP3 .940
CP4 .897
nWOMI1 961

nWOM 925 919 961 1.851 .149
nWOM2 .963
INT1 782

Inertia 772 744 .887 1.593 407

INT2 .966




Lol A £BE AR AFAN Lol T £uS] YT vhS 189
Table 2. Descriptive statistics and discriminant validity of the variables
Mean SD 1 2 3 4 5 6

1. CF 6.566 817 .835

2. TS 3.904 1.375 006 .856

3. DS 5.319 1.465 384 207 912

4. Cp 3.877 1.603 245 204 528 887

5. nWOM 4.132 1.697 032 304 241 420 962
6. INT 4.207 1.298 022 -019 -072 —-.389 -239 879

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia
a: Bold numbers on the diagonal represent the square root of Average Variance Extracted(AVE) for each variable.
b: Numbers below the diagonal are the correlation estimates of two variables.
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(Yoon & Kim, 2014).
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Table 3. H1-H4 testing results
Structural path Path coefficient Low CI High CI t-value Result

Hla CF — CP .049 —-.092 .184 673 Reject

Hlb CF — nWOM -.071 —-.245 .095 -.760 Reject

Hlc CF — INT 057 -.117 208 .650 Reject

H2 CF — DS 398 195 522 3.510 Accept

H3a DS — CP .508 374 638 7.358 Accept

H3b DS —> nWOM 267 115 440 3.186 Accept

H3c DS — Inertia —-.093 -303 .185 -.703 Reject

H4 CF X TS — DS 138 -.233 261 .874 Reject

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia



190 oFro] 7] 8131 3] #2471 A28, 20224

Table 4. HS testing results

Path coefficient

Structural path la-b] t-value Result
Generation MZ (a) Previous generations (b)

CF — CP 015 069 .053 428 No
CF = nWOM —.143 -.008 135 285 No
CF — INT .071 122 .051 .642 No
CF — DS 104 480 376 2.365 Yes
DS — CP 4S5 574 119 933 No
DS - nWOM .266 283 017 242 No
DS — Inertia -.119 -.090 .029 .070 No
CF X TS— DS 156 -.133 289 391 No

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia

5 4

rhu

]

o] mAe] AES TP olssia A Sl

S5t YL sl Yazh AP ol S,

Bk AL HakE oA Raplw dnh @4 A

o Ado] Ao 71%H AR BE wAe Wi AT

B e YT B ATE A AR o]

, 97 AFEY, FYH 74, H9)2 W

o ARUIA Ao} Brise] BAlo] B

Azsielet. Ea, Y Al

MZAIESE A 71719] Abgol thi A% MZ ol Al

TRle] e ARUAL Uol, HmiEd 2, BEE,

A e, $A 74, 2] WAlE ojuld Aol

7h JEAE Asusith A A7 Asel of 3l e
& thest ek

1 ofy

AR, AR AFUACIA dofle ENES o]k, ole
97 5 whe F EYe 799 A deel frols 4%
< vHe AgeYs Wt T3, AR ARYAA A
7t APH o2 FAYA P55 Fdshe AP8le ofd A
o2 Yeldt} ol AH|2 Ayt £33 Bl HHH o
T2 X Aoz Rl HPAF(Kim & Cho, 2018; Kim

& Cho, 2017; Kim et al, 2016)2] Azlel= t=x7, A3
QoM AlFE Au|2 Aufjo] A met &H|Rte] 7
A g5 ¥hg-2 GEitt webd AFguAleld 58 FE08 <
g AR AuE AIls AH|REY] 244 PFs doT|= 4
A ARle® A8k 25 ou|gitt. &, AR AFUA
o]l Agfol el ENES =71 AMRite] B4 ot
4 P58 T 7ol =k

A4, ALl tigt EvEe 44 g5 e T 784 +
A ER folgh d38 mizlon, FEte B9 o 7
ek J3S v AyAT(Han & Sung, 2007; Kong &
Rhee, 2009; Zeelenberg & Pieters, 2004)°1- % EWESE &
vk B9 744 74 58 a7l 2 d7e] Zoet
Ax|ghct. AN, APAFelMe 7o) AHH o B

QL
X
f
i)
X
23

QoA 4= A9 FsHel 2 Zow 1

Ehb £ 7o) Aok 27 theth ol ARS Al
W S0 FRAT o AadTe] Astel theA ol
T 5 k. YWEOR FFONG Mulze] BUET u Bu
EZolehs A4 Ao YA A2k HAstlok sl
ot ekrele] T Aple] RAH ABE olop|shs
2ol B A MUY Aok AAT, ARe wgo] Bas
At BAIE S 9% P AT AR F 9
She gwe X Rathd, AuAE Lol 2980 H44
O A el 91 Folrh. Ll &S] Hglol) ¢
Gel7} Qo] Hul, Al AP aWH olfE Adsw
A BuEsee AR A 48E A95os A9E 5 9
of Aol ARUANA U5} HPolAE $AH PHRTH:
E ]

AR, Aol tsk B2 R4 a5 F B folsh
GEE FIXA = BUATE, ©]i= Zeelenberg and Pieters(2004)
o] AT Al dX|sh), oA et Zx7 AL AR

] % S
Ae 2F9 Al SNS, FAAIA], AAH, o]
B7] wiol] ARl gt EVES AFA Pl B F
43k Aoz ForE

A, 2 A= AR AFUAIE Auiet ERiEe] A
o] Hlax=2Ey 2o 2HEIAE AFsIaAl sIAIN, HAe
2Ef 2o 2EEt Qe o2 IRIFT o= HAx
ZEg| 20 e} #AIgle] Ae] ARl Hile Bt
L oPIE F US HAFE v U= AFel|x st
Auk HZerEY 2o 2HAHE USR] £33 ol
=3 o] AYE 4 ok £ At HlEsAEYAE 2]
EZ| gt gubdel 4Aeld 2E 2R 43l AMSslAe
o 2wlEEo] EA1E A 100 o] A AF AH|AR= 2w

EZ] ALE 58 Ao RN HALEY LT

K



oldurt efshElo] ARe| ARVAC)E Hsfsh BUE el
A 8o AR Aolet B T The P A
& o] tgh BlTessaaE ke FRUAL A
o] Aol WA YA HTesE 2 oy 2
99 WA xﬂe&a 19e ROz FEeEn,

o1 Aslel s MzAlES} MZ o]
4 A} ol 75 2 gl Bt A2 Folrk 1S
Roleh AASGAT, 4FH A% A% BNE AZE A9
g Azdle Aol gt o3l 97 At 228 2
o sude] B MEOR F2E0 ¥ APt Lol A%
R/ 7198 ALE g eokl 4EE Al
2 : Folet shejehe pCst mnlel
1% e e ﬂ—ﬂol 7] whel TR 71719 o
wgol FARES Aol WE B o)
MZAIRIS} Mz o121 AR 3] AT o] Tl
5 W] e Aol wEAE RalgAT, Aol 7
FUAlold sl MZATETE MZ o) Altlel BuEe o
ole o= ekl MZ oldl AthE thgoR A%

4

§
o|\
fll
:;l,
e
o
N

Ho
9% des 719 84 24t E F e EVSS %:1

7] 913 ARl e ol wHel AoeE H &2
o] oS ANARITE

24 9] AHNE THS AFH AAL v 2ok 28
Q1 & A 2] HelE Qe AlFe Ao] az}
dgsA s A Zehd 23]y A ERES =9
S ATH R BT AY Edlsd] gio] AusiAl A
3 A AE AP R AR ML dulleS FHuiet
HE F AT RS JiMSRs Ao Fasit ddAew
AFe] AUl dolle )1E 710l olF uirlsle] &
WS S 913 Aeke aadsielof gtk 53], MZAHE
oz st 28Rl &%E Hrje d#o] & F4dFl
U =E3S e R dhe 22l il AR EvES
S57] 913k &l AEks O ASEoR RAlsleiof gitt

S, AR BRiEg a7o] Bd iAol Mg =
ol Ayl ARYACIA EAVE 28Rl &£WE AdEdelA
A Agd 5 S-S AAT ARt dist dele 9F
H A gishe AEEe Ao RRE A AR B
ghol FRIAE E5 F vk 2BER o] &2 UE
o] AR A=t ALAA HEE = e Alsdle] viEE
o AL 5s Eolet Two] d Aoth Aty AR
of EWEd AL B8 E s & rksAE vk 4HR
© ARl BEREE diaer] 98 A s s, 744
T 5 B4 o] FaeA7]= Ftk(Hong & Ryu,
2012; Park

& Ryu, 2011; Wetzer et al., 2007). Wehr] R
o] AFUACIA Aol Aol o] EXLS HEZ olopr|d
UTH, EVEET) A ghste]o] B %1401 95 9
th A& E9, ARl 149 238 MY F flg e X

S Wk = Qe e 5ES éﬁlo}ﬂb}# e 9

g
mf
AL
-lN'
r°1'
4
E)
2
O
é
re
O
1
_\,L

A=
=
gt 75 Al A &“%94 %J/?" iolﬂLP ‘%‘ﬂz¢ %H%
Ny

tobd, o AAISkE AL

r°*'

FAAQ AFA Aol 7Fsd Aotk EAl, £ A X
E 79 Agte] ARUA LA Al AgolA] o]FojF] dAxz
B AT A3E 24 7N AR A8 5 eR] FAal
& F fEo= old g ATl Hasith T A=
2 ATFE EQE A7EdS dste] 34 76k A AR
UAleld A Asla g2E 7]a AR AFUA A A
L]

AR =
B =R 20199 digHs W7o deAdAde] X9
< ol 3E ATFY(NRF-2019S1A5B5A07094451).

References

Ahn, S. (2021, May 24). 7/ 2] H] X 1] & Bl 2= 317 MZ A O
[‘MZ Generation’, a new generation that will change the future
business]. EconomyChosun. Retrieved November 19, 2021, from,
http://economychosun.com/client/news/view.php?boardName=C00&t
num=13610830#

Anderson, E. W. (1998). Customer satisfaction and word of mouth. Journal
of Service Research, 1(1), 5-17. doi:10.1177/109467059800100102

Ashfag, M., Yun, J., Yu, S., & Loureiro, S. M. C. (2020). I, Chatbot -
Modeling the determinants of users’ satisfaction and continuance
intention of Al-powered service agents. Telematics and Infor-
matics, 54, 101473. doi:10.1016/j.tele.2020.101473

Bachleda, C., & Berrada-Fathi, B. (2016). Is negative eWOM more
influential than negative pWOM? Journal of Service Theory and
Practice, 26(1), 109-132. doi:10.1108/JSTP-11-2014-0254

Brod, C. (1984). Technostress - The human cost of the computer
revolution. Reading, Mass - Addison-Wesley.

Cha, J. (2021). The effect of Ul usability of mobile healthcare
applications on technostress and continuous use intention -
Focusing on elderly users. Journal of Digital Convergence, 19(5),
295-305. doi:10.14400/JDC.2021.19.5.295

Charlett, D., Garland, R., & Marr, N. (1995). How damaging is
negative word of mouth. Marketing Bulletin, 6(1), 42-50.

Chen, J. V., Tran, A., & Nguyen, T. (2019). Understanding the
discontinuance behavior of mobile shoppers as a consequence of
technostress - An application of the stress-coping theory. Computers in
Human Behavior, 95, 83-93. doi:10.1016/j.chb.2019.01.022

Cho, S. B, Jang, Y. J., & Kim, W. G. (2017). The moderating role of


http://economychosun.com/client/news/view.php?boardName=C00&t_num=13610830#
http://economychosun.com/client/news/view.php?boardName=C00&t_num=13610830#

192 879) 729 ef81 %] 24 2.5, 20221

severity of service failure in the relationship among regret/
disappointment, dissatisfaction, and behavioral intention. Journal
of Quality Assurance in Hospitality and Tourism, 18(1), 69-85.
doi:10.1080/1528008x.2016.1169470

Chung, B., Min, S., Lee, Y., & Han, Y. (2021). 2020 ¢/E/ 5/o] &/
EJ £ A}[2020 survey on the internet usage]. National Information
Society Agency. Retrieved August 7, 2021, from, https://www.
nia.or.kr/common/board/Download.do?bcldx=21013&cbldx=99870
&fileNo=2

Chung, M., Ko, E., Joung, H., & Kim, S. J. (2020). Chatbot e-service
and customer satisfaction regarding luxury brands. Journal of
Business Research, 117, 587-595. doi:10.1016/j.jbusres.2018.10.004

Fan, A., Wu, L., & Mattila, A. S. (2018). Gender differences in the
intentions to voice complaints across different service failure
modes. Journal of Foodservice Business Research, 21(1), 22-32.
doi:10.1080/15378020.2016.1229091

Han, S., & Sung, H. (2007). A new findings on negative behavioral
responses to disappointment, betrayal, regret in failed services.
Consumer  Behavior & Theory, 10(2), 1-28. doi:10.17053/
j€¢.2007.10.2.001

Harrison Walker, L. J. (2001). E complaining - A content analysis of
an Internet complaint forum. Jowrnal of Services Marketing,
15(5), 397-412. doi:10.1108/EUMO0000000005657

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of
partial least squares path modeling in international marketing. New
Challenges to International Marketing, 20, 277-3120 doi:10.1108/
S1474-7979(2009)0000020014

Hill, J., Ford, W. R., & Farreras, I. G. (2015). Real conversations with
artificial intelligence - A comparison between human—human
online conversations and human—chatbot conversations. Computers
in Human Behavior, 49, 245-250. doi:10.1016/j.chb.2015.02.026

Holloway, B. B., & Beatty, S. E. (2003). Service failure in online
retailing - A recovery opportunity. Journal of Service Research,
6(1), 92-105. doi:10.1177/1094670503254288

Hong, H., & Ryu, S. (2012). Motives for writing after-purchase
consumer reviews in online stores and classification of online
store shoppers. Journal of Distribution Research, 17(3), 25-57.

Hyun, Y. G, Lim, J. T, Han, J. H., Chae, U., Lee, G-H., Ko, J. D,
Cho, Y. H,, & Lee, J. Y. (2020). A study on the development
methodology for user-friendly interactive chatbot. Journal of
Digital Convergence, 18(11), 215-226. doi:10.14400//DC.2020.18.11.215

Jang, Y. J., Cho, S. B., & Kim, W. G. (2013). Effect of restaurant
patrons' regret and disappointment on dissatisfaction and
behavioral intention. Journal of Travel and Tourism Marketing,
30(5), 431-444. doi:10.1080/10548408.2013.803388

Janssen, A., Griitzner, L., & Breitner, M. H. (2021). Why do chatbots
fail? A critical success factors analysis. Retrieved November 16,
2021, from, https://aisel.aisnet.org/icis2021/hci_robot/hci_robot/6

Jeong, S. G, Hur, H. J., & Choo, H. J. (2020). The effect of fashion
shopping chatbot characteristics on service acceptance intention -
Focusing on anthropomorphism and personalization. Journal of
the Korean Society of Clothing and Textiles, 44(4), 573-593.
doi:10.5850/jksct.2020.44.4.573

Ju, S. R., & Chung, M. S. (2008). A study on customer dissatisfaction,
complaining behavior, and long-term orientation of internet
fashion shopping mall. Journal of the Korean Society of Clothing
and Textiles, 32(12), 1866-1877. doi:10.5850/jksct.2008.32.12.1866

Jung, M. (2020a, October 6). (E < E/ 7} AFe}F oh) @ v ==
AT =9 2024 A F 72 10E 71X § F [(The
disappearing call center) @ Al chatbots are adopting... market
size is expected to grow by 10 trillion won in 2024]. Aju Business
Duaily. Retrieved November 24, 2021, from, https:/www.ajunews.
com/view/20201006002514980

Jung, Y. S. 2020b). #& Y X HE E2Z & JHGE JYg
2 F 2lo] B #Hnl o] &2FEla] [Ride on live commerce,
an untact interactive communication that has caused a cataclysmic
change in the retail industry]. DBR, May(2). Retrieved March 18,
2022, from, https://dbr.donga.com/article/view/1202/article no/
9609/ac/magazine

Kim, B. K., Kim, H. A., Sim, C. E., & Jeong, J. W. (2017). Design and
implementation of crowd-sourced Q&A system based on social
chat-bot. The Journal of Korean Institute of Information
Technology, 15(11), 125-138. doi:10.14801/jkiit.2017.15.11.125

Kim, E. (2018, January 8). =% HjA] ‘A2 HH1]. FFH52
ol 9/ F = F2F [My shopping secretary 'chatbot'
knows about long padding jackets but does not know about fake
fur]. Chosun Biz,. Retrieved June 11, 2019, from, http:/news.
chosun.com/site/data/html_dir/2018/01/08/2018010800500.html

Kim, H. J.,, & Cho, S. (2018). The effect of negative expectancy
disconfirmation of restaurant customers on complaining behavior
and switching intention - Comparative study in Korea and Japan.
Journal of Product Research, 36(6), 17-29. doi:10.36345/
kacst.2018.36.6.002

Kim, J. (2017, January 10). o/ Er}@ Hw2H] ¢/ 3=
o 11 ¥ 7} E E viali = 7ol o) 1) ¢ [Chatbots
are rising (@ commerce edition] The tomorrow of commerce
chatbots viewed through Interpark and 11th Street]. CLO.
Retrieved January 25, 2021, from http://clomag.co.kr/article/2045

Kim, J. (2021, June 8). Zojojo]o}o] “uj 7] ¢ 39%, HE £
A & o= 7Fof e o] 3% # of [Kore Al “39% of
domestic companies have difficulties in understanding the intent
of the question when operating a chatbot]. Electronic Times.
Retrieved November 11, 2021, from https://www.etnews.com/
20210608000205?m=1

Kim, J. Y., & Cho, M. H. (2017). The effect of service failure on face
loss and complaint behavior - Focused on full service restaurant.
Journal of Foodservice Management Society of Korea, 20(1), 63-
85.

Kim, M. G, Wang, C., & Mattila, A. S. (2010). The relationship
between consumer complaining behavior and service recovery - An
integrative review. International Journal of Contemporary Hospitality
Management, 22(7), 975-991. doi:10.1108/09596111011066635

Kim, S. H. (2006). A study on the effects of consumer attributes and
emotions on dissatisfaction and behaviors in case of negative
expectancy disconfirmation - Comparison for relative influence
according to consumers’ efforts before purchase. Korean
Management Review, 35(5), 1497-1528.

Kim, S. H., Park, J. H., & Kim, D. (2016). The effects of recovery
effort through recovery satisfaction on switching behavior and
negative word-of-mouth in service failure - Direct and moderate
effect of cheong. Journal of Marketing Management Research,
21(3), 23-51.

Kim, T. (2014, January 12). =PLEZZ 77 GE ‘HZ= £
E 2]~ [Smartphone and health, are you also 'technostress'?].


from, https://www.nia.or.kr/common/board/Download.do?bcIdx=21013&cbIdx=99870&fileNo=2
from, https://www.nia.or.kr/common/board/Download.do?bcIdx=21013&cbIdx=99870&fileNo=2
ttps://www.ajunews.com/view/20201006002514980
ttps://www.ajunews.com/view/20201006002514980
http://news.chosun.com/site/data/html_dir/2018/01/08/2018010800500.html
http://news.chosun.com/site/data/html_dir/2018/01/08/2018010800500.html

2P0l 3 SBE LS A L) ThE LHS] A phg 193

Korea Herald Business. Retrieved November 24, 2021, from http:/
/news.heraldcorp.com/view.php?ud=20140110000087

Kong, O. R., & Rhee, H. J. (2009). A comparative study on negative
emotions triggering behavioral responses and dissatisfaction due
to failed service encounters. Journal of Korea Service Management
Society, 10(1), 271-298. doi:10.15706/jksms.2009.10.1.012

Kwak, J., Kim, N., & Kim, M. S. (2019). The relationship among
chatbot’s characteristics, service value, and customer satisfaction.
International Journal of Industrial Distribution & Business, 10(3),
45-58. doi:10.13106/ijidb.2019.vol10.n03.45.

Lee, C. H., & Cranage, D. A. (2012). Toward understanding consumer
processing of negative online word-of-mouth communication -
The roles of opinion consensus and organizational response
strategies. Journal of Hospitality & Tourism Research, 38(3), 330-
360. doi:10.1177/1096348012451455

Lee, K. Y. (2017). A study of structural relationship between
technostress and mobile application discontinuance intention.
Korean Journal of Business Administration, 30(10), 1835-1855.
doi:10.18032/kaaba.2017.30.10.1835

Lee, M. K., & Park, H. (2019). Exploring factors influencing usage
intention of chatbot - Chatbot in financial service. Journal of the
Korean Society for Quality Management, 47(4), 755-765.
doi:10.7469/JKSQM.2019.47.4.755

Lee, S. B.,, Moon, J. Y., & Kwak, J. S. (2014a). A study on the
consumer choice by technostress - Focused on facebook. The
Journal of the Korea Contents Association, 14(12), 402-410.

Lee, Y. K., Chang, C. T,, Lin, Y., & Cheng, Z. H. (2014b). The dark
side of smartphone usage - Psychological traits, compulsive
behavior and technostress. Computers in Human Behavior, 31,
373-383. doi:10.1016/j.chb.2013.10.047

Li, L., Lee, K. Y., Emokpae, E., & Yang, S. B. (2021). What makes
you continuously use chatbot services? Evidence from chinese
online travel agencies. Electronic Markets, 31, 575-599.
doi:10.1007/s12525-020-00454-z

Liu, K. Y., & Ryu, M. H. (2021). A Study on dissatisfaction and
complaining behavior on SNS market - Verification of moderating
effect of subjective knowledge. Journal of Consumption Culture,
24(1), 23-47. doi:10.17053/jcc.2021.24.1.002

Nam, H. (2020, November 13). 4 =/ 3 795 &gy Zolxf
‘Z=glo]’ [The chatbot adopted companies suffer from the low
effectiveness of chatbots]. ZDNet Korea. Retrieved Januaryl8,
2021, from https://zdnet.co.kr/view/?no=20201111161552

Oliver, R. L. (1987). An investigation of the interrelationship between
consumer (dis) satisfaction and complaint reports. Advances in
Consumer Research, 14(1), 218-222.

‘Pandemic resurgence and the changing role of chatbot’. (2020,
August 23). Tony Around. Retrieved September 5, 2021, from
https://tonyaround.com/%ED%8E%9C%EB%8D%B0%EB%
AF%B9-%EC%9E%AC%EC%9C%A0%ED%96%89%
EA%B3%BC-%EC%B1%97%EB%B4%87%EC%9D%98-
%EC%97%ADY%ED%95%A0-%EB%B3%80%ED%99%94/

Park, B. D., & Park, J. Y. (2003). A study on customer dissatisfaction
and complaining behavior of internet shopping mall. Journal of
Marketing Management Research, 8(3), 83-106.

Park, J. (2017). HE9] S T~} ofH &% I F
Ho §oJg #F& 3cfof [The role of chatbots is efficiency,
not chatter. Better data quality than algorithms]. Dong-A Business

Review. Retrieved November 11, 2021, from https://dbr.donga.com/
article/view/1101/article no/8181/ac/special

Park, K. & Ryu, G. (2011). The impact of word-of-mouth transmission
on communicator's affective responses - The role of word-of-
mouth valence and motive. Journal of Consumer Studies, 22(4),
77-101.

Park, N., Choi, H., & Lee, C. (2011). Factors influencing technostress
of smartphone users. The Journal of Korean Institute of Information
Technology, 9(2), 179-186.

Park, S. J., & John, C. M. (2009). Consumers’ attitude toward
complaining - A cross-cultural comparison of its traits predictors.
Asia Marketing Journal, 11(1), 1-27.

Richins, M. L. (1983). Negative word-of-mouth by dissatisfied
consumers - A pilot study. Journal of Marketing, 47(1), 68-78.
doi:10.2307/3203428

Ro, H. (2014). Complaint, patience, and neglect - Responses to a
dissatisfying service experience. Service Business, 8(2), 197-216.
doi:10.1007/s11628-013-0193-y

Sanchez, G. (2013). PLS path modeling with R. Trowchez Editions.
Retrieved August 1, 2021, from http://www.gastonsanchez.com/
PLS Path Modeling with R.pdf

Sanchez, G., Trinchera, L., & Russolillo, G. (2017). pispm - Tools for
Partial Least Squares Path Modeling (PLS-PM). In (Version R
package version 0.4.9) Retrieved August 1, 2021, from https:/
CRAN.R-project.org/package=plspm

Shim, E. S., & Rhee, H. J. (2013). Influences of consumer perceived
risks and valence of word of mouth information on purchase
intention in social commerce. Journal of Information Technology
Services, 12(3), 73-93. doi:10.9716/kits.2013.12.3.073

Son, J. A., & Rhee, E.-Y. (2007). The effects of information
characteristics(direction, consensus) on word-of-mouth performance
in online apparel shopping. Journal of the Korean Society of
Clothing and Textiles, 31(8), 1157-1167. doi:10.5850/JKSCT.
2007.31.8.1157

Song, Y. J,, & Choi, S. M. (2020). The effects of chatbots’
anthropomorphism and self-disclosure on consumers’ perceptions
of and attitude toward the chatbots. Journal of the HCI Society of
Korea, 15(1), 17-28. doi:10.17210/jhsk.2020.03.15.1.17

Suh, C. J., & Yoon, J. O. (2019). The effects of perceived chatbot
service quality on customer satisfaction and word of mouth
Journal of Korea Service Management Society, 20(1), 201-222.
doi:10.15706/jksms.2019.20.1.010

Sweeney, J., Soutar, G, & Mazzarol, T. (2007). The differences
between positive and negative word-of-mouth - Emotion as a
differentiator. In S. Gopalan & N. Taher (Eds.), Viral Marketing:
Concepts and Cases (pp. 156-168). ICFAI University Press.

Tien, D. H., Rivas, A. A. A., & Liao, Y. K. (2019). Examining the
influence of customer-to-customer electronic word-of-mouth on
purchase intention in social networking sites. Asia Pacific
Management Review, 24(3), 238-249. doi:10.1016/j.apmrv.2018.06.003

Um, K. H,, & Kim, S. M. (2018). Application of fairness theory to
medical tourists' dissatisfaction and complaint behaviors - The
moderating role of patient participation in medical tourism.
Journal of Social Service Research, 44(2), 191-208.

Verkijika, S. F. (2019). Digital textbooks are useful but not everyone
wants them - The role of technostress. Computers & Education,
140, 1-16. doi:10.1016/j.compedu.2019.05.017


https://tonyaround.com/%ED%8E%9C%EB%8D%B0%EB%AF%B9-%EC%9E%AC%EC%9C%A0%ED%96%89%EA%B3%BC-%EC%B1%97%EB%B4%87%EC%9D%98-%EC%97%AD%ED%95%A0-%EB%B3%80%ED%99%94/
https://tonyaround.com/%ED%8E%9C%EB%8D%B0%EB%AF%B9-%EC%9E%AC%EC%9C%A0%ED%96%89%EA%B3%BC-%EC%B1%97%EB%B4%87%EC%9D%98-%EC%97%AD%ED%95%A0-%EB%B3%80%ED%99%94/
https://dbr.donga.com/article/view/1101/article_no/8181/ac/special
https://dbr.donga.com/article/view/1101/article_no/8181/ac/special

194 8/79) 7219 8f8] %] 244 2.5, 20221

Wetzer, . M., Zeelenberg, M., & Pieters, R. (2007). “Never eat in that
restaurant, [ did!” - Exploring why people engage in negative
word-of-mouth communication. Psychology & Marketing, 24(8),
661-680. doi:10.1002/mar.20178.

Yim, M., & Park, M. (2015). An exploratory research on individual
differences of technostress - In convergence age. Journal of Digital
Convergence, 13(3), 137-153. doi:10.14400/JDC.2015.13.3.137

Yoon, C., & Kim, S. (2014). A tutorial on PLS structural equating
modeling using R - (Centering on) Exemplified research model
and data. Information Systems Review, 16(3), 89-112.
doi:10.14329/isr.2014.16.3.089

Yun, H. S., Kim, J. H., & Bae, S. W. (2016). The relationship between

high-tech product WOM information characteristics and WOM
effectiveness under SNS environment. The Korean Journal of
Advertising, 27(2), 113-136. doi:10.14377/kja.2016.2.28.113
Zeelenberg, M., & Pieters, R. (2004). Beyond valence in customer dis-
satisfaction - A review and new findings on behavioral responses
to regret and disappointment in failed services. Journal of Busi-
ness Research, 57(4), 445-455. doi:10.1016/S0148-2963(02)00278-3

(Received November 25, 2021; 1st Revised January 19, 2022;
2nd Revised February 15, 2022; 3rd Revised February 21, 2022;
Accepted March 02, 2022)



