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Effect of Anthropomorphism Level of Digital Human Banker Speech
on User Experience: Focusing on Social Presence, Affinity, Trust,
Perceived Intelligence, and Usefulness
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Abstract As the 3D modeling technology and conversational algorithm is developed, digital humans are being
used in various fields, and also virtual bankers have begun to appear in banks, including major banks such as
Shin-Han Bank and Nong-Hyup Bank. However, most of the research of digital human mainly focus on its
appearance, and research on robot persona that should be considered in anthropomorphizing a robot is
insufficient. In this study, an experiment was conducted to find out the user experience of three scenarios
(student ID receipt, deposit and withdrawal account opening, leasehold loan consultation) in which the level of
anthropomorphism of the speech strategy and the level of personal information use differed in the specific
context of banking. As a result of the study, social presence and usefulness had an interactive effect on the
scenario and the level of anthropomorphism. There was no interaction effect on intimacy, trustworthiness, and
perceived intelligence, but a tendency could be confirmed.
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Effect of Anthropomorphism Level of Digital Human Banker Speech on User Experience:
Focusing on Social Presence, Affinity, Trust, Perceived Intelligence, and Usefulness
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Effect of Anthropomorphism Level of Digital Human Banker Speech on User Experience:

Focusing on Social Presence, Affinity, Trust, Perceived Intelligence, and Usefulness
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Figure 1. Digital Human Banker ‘Kim Ji-Hye’
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