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II. o]&4 w3 & A7 7H4d
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szl sk AF dAgtEo] o4 A3 STk (Hanson et al. 2005; Ho,
MacDorman, Pramono 2008; Saygin et al., 2011).
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dojuybx] k7] wEolgtm  FA3FH . Kaplan(2004) 2 AFEE9]
A7zl Agetes AR ol E JARFY] fAdol WS Aolgte
FH wmelgtar FAgek, el AEA Aopel QI Y EAS
AgHafor vt FAST 2R R dwel s wH 2
ANS AYst= dFEEY dFd+= tEA, Gray & Wegner(2012) =
Ay Aol AFY AT FAl v8HE 2E 7 teE 2 (Searl,
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AAS fute = vty A3 = Gray & Wegner (2012) & 217t3}
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2007). Berry and Parasuraman(1991)2 ayd oz AMu|AZS wlAE

s A & AFE BYskes Zola FAESS=H, ol AlFHTL
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dabz] wZol (Bitner, 1997), 8259 AFHE vlgoz uAAFAQl
MB|AE Aol st o] Tostth(EE, oJwlF, 2011).

A e Gl whet vhekstAl o H AN, drbA o Abs A, AAA,

3H4 g

b

AN =Fdde FA2ATIE ST Q/oR TR

g

At} Schurr®t Ozanne(1985)2 AEE ‘Ao idAte] @ = ofk&o]
WS wksta, 2E0] FE 4 Fojgte WS o®2 Aosiia,
Moorman, Deshpande, and Zaltman(1993)+& ‘Fas A

ARFHNE Hod= A 2 AFE Qe e, Crosby, Evans, and

Cowles(1990)+= ‘w3 IEYE FHo o] & A& £ Qs P

F QA s A ozt FYsiitt. &k, Mayer, Davis, and
Schoorman(1995)+= Al¥E ‘A dFxs AT 5+ gle=

BFEAA A AdelA =, AMAGE, A Fe A Fad
Ade ggd £ 9dve ¥e 2 B9 g Aol vHAlE
Wopell A AF= AMulA wEdge s & F e AdddAtel
gt Wgolt ATl tist g & Sujg (o], AT, HEA,

HAd, 2009). olfelx vrFE A= oyt EAshy, ARt ow
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Ao A4HAT} Chiou et al.(2002)= A AAS AMu|A AFAE

d

AFEA] ok anabe olEe] AFsts Aujze] g wEErE B
Uehdtial sb9, Andaleeb(1996)2> ©]¢b= WH|E AM|A7E Al F Sk
Aula AFA7E Agets Auizaed disld F84 wheg Hola Y
tob7k BAA Ans z#skA dE Zlojzhe WUEE AUA H
AHAR S F TS A Foha FAE EE, AFEE AEA
A"l B A wiAIE 9] EFuH o] a1 (MacNeil, 1980), A2 Qs 54
Al Algarel HAR A7kE Fo] el A = wge] AgE
st Al =v (Zeithaml, 1981), ®lgiel AnlAa AFate] Wgs 2l
QA AFT 4 YA sF=vh(Sirdeshmukh et al., 2002). Crosby et
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whet gebd S vkal F38kaL, Sheridan(1975) A1 7F Abgd Aol 9]
WAS TSt AAH A AEAS Aol BAE FAT = vl
T3t Fox & Boehm—Davis(1998) 2] Aol A1) 7} uju]Alo] A e
e AFH= wE GHol i ¥ RES AWes WHIEE
AFE-E2 31, Tenny, Rogers, & Pew(1998)2% <A7oAd wv|H7] ZF
AEste] widt 2FARS] e AWste WgR AREESIY FHTole
AU agolnt Yl WA 2 AU 7N ofZE|Alold e A%
Ags AYste f8% Mdez Azt &E€Ha tk(Corritore,
Kracher, & Wiedenbeck, 2001b; Kim & Moon, 1998). Castelfranchi &
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458 Zow egwth = gRAus A O Aol
JAu 2 AAA VS FRAAFL ol dmANZ] et BA
sEE PARFE dTe B Aow dqaud o 24 AN®
ALY AZAS dEAEA Al UE B BEge AFATo
WE AE7F BAAA WA Az Satel vig A reh sA BHH]
wolebn B el FHHwT

S 1 YRAHZA AZA} AFAEY B A7 Akl HHA
#AEL O Be 89 £EEE BY Ho/.
T 1b: GRAEA AT B3 FEE WA= G UGG o]

wj7jg R o]t

2.3 AAA 93
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3 A¥E WEske A9 2,
AL AlAsgt s ARACE BEte dolA AAA f1ddo] 714
FEHA = AMulagta & 0 ok AlAA 91¥e Jacoby  and
Kaplan(1972) 2] <d7ellA AR89 Aztd 919 39 A8 #3 <
s o] 2] o = A 52 (financial) 99, A% (performance) 93,
A8 A (socia) 919, 4184 (psychological) o] Ut o] & <o]mAH|A

T NN TG aA AAE Zom CitEE AFS AAA e
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= AT A s e Aula FHI Vo w Qs AlAel 7heid
=24 A ol F oS

Azbd 9182 Bauer(1960)7F A+ 1¢he Adew Als 2
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Goll FAAA dFdFe vA=H, TAHCR
A7k Slo] =ol AYF =Wz =7 ¥od s Auj e tfsto]
FARow  HrlstA Hi,  ole AHlA FEo] AdEo]
Ft} (Featherman and Pavlou, 2003). Laroche et al.(2005)& X z+#
Aol F=FE 7 kol A& PAA Ho] AnAEE dtolw
OAtAY S WAdolAl stuka F4SFlal, Greatorex and  Mitchell
(1993) el sbd  &H[ARe] idAzto] Il 8 ARRU uH
BFels Fs kel FFE FA fdom FAEH= Aol Unn

T8 Keeffe et al,,(2005)2 HFEIZF Atsts Az Aztd

AFE7E FEARES AR A9 AL AHEo] 26%°] 23 Rbd

AFA ol Adsts A= AAA el wet wAA] A E

Elaboration Likelihood Model) & &3to] Aro] 7bssttt. Jwst 74

pde Hx PP F e A=A FAHH=ZE(central route) 2

W7 Z (peripheral route) & AWalal Qow, o7|A Juwstek 79|



HAIA] ARl #AlE Tleolm AAle]l Sl A Aol AERE
Atz st JEE dusttt. Just rteAe] ws W FHARE
Zd HEE P45ty @E v FRARZE B9 HEE FASHA #oh
A3zt 7FsAS AXRAY  E7] (motivation) &F 58 (ability) ol 2] &l
AQE =, 53] B9 #HE ®WgEes Ho=rh Qv FAHeR
A3 g o] AW Tod A Ag, BTt mobAd AR A P
et B717F EolAA Ha, FAAZ weEl eert A dTk(e]] 9,
2000). °oJgAMHI~O AAF Sjdo] w2 g, FASS guRAHIA

AsAel et RA 2 7178 mobAA FHaL, BAMu|A AleA7E IRt

FUARE B BEE P4 ", dAus AR =

ox
o

ddFor 9 FasAA A

SH o) FA]

st

129 AAH 0Fe wolEe PN Avinm,

AsgelE e Fal AAA 3 2AERE Agets Aol sbssit.

ol

A3 B eko] £ (social judgment theory) ol &std 7jQlel #ojxof uwheh
HAIA] 8 G, AF 99, FH 999 WAt 2" (Sherif,
1967). =, #ALT} =575 ALl odel Risk= wAIA o disl] &

ddol Fi AR Fedol HWY Wl dAE7E E2 el oig
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¥R EHEE A5A wAAe =EHdds JA WstEHA et
il Hoerh WEas £8& g9l Wi AR Aol F7 wEel
Aol AHAE AS5ZA HAAE fGA T8 ol HIEY WIE
olojx]7] At} Eeh FETF Ee AM|RHE ARAle] FEHS] Ule] e
HAIA = AR o F8Aox  HUbshe=  F3ta(assimilation
effec) & Hole R, AF g el Sle HAAE AAEY ¢
FAAoz Hriets tlZ2a Y (contrast effect) & Holi= Ao St}

99 o] BH MRS o mANze] HgHH bt g APe] bt

A= W Yol = e ddnt= A9 dot o]d Absloa] AlA A
o] EFE A= W ART ogMuA ATAY HAWES Y
FARo R Hrlet= FIaE HolA v WdE B AH|A

AsA7E AFAd B A= s8] oee B wAAE

a4 g 8ANz ABA AW Us FPHoR wolol:

zads wolA " ol Ao 7|ukste] AALIe] 2 dAe

NE AN vigom daruls AT e ABHOR Aol
Fadd dxads ded sbedel B W, A4 3o e

ol TR, JrAnAL AAAH o] FFFH AL

A¥A e GmAMnls Algatel whste] AlZge] ghasta o= W
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nj A= FTE WE ] AF o/

A
(12 vs &)

o| 2 MH|A XS Xt
(CIZFe] At vs Q1B K| 5)

riet
Pl
H
0lo
|.|-|

I A+

A gy ® FE A 1 Tl ABRAMHA AFArt deAed BF

olg aFzel WAFEAZ FZduA @k AL AEL 9
AgATe  AUd  AF AGeeE  olgste] v MRS

21 A3+ Y (Longoni, Bonezzi & Morewedge, 2019). Amazon MTurk=

B3 dA v AF FA F 0 O189E  vwFmAdS UoR
LEZ A (Qualtrics) & A 23t 2gkel HdES HPFPon HEo st
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Aol SeAbs AAdol wMigEE gRAMuA AFAIA FE ARE

A H1 $RAE] ool ErduA st E, & B4 #3EE
=4stn ARANZA ATA] O AANFS 549 FFL B
=33

Fol S 2 AT vl Al¥ 7S Doney and Cannon(1997) 9]
AHgS REES 2

Aol BHAl s Y ERoEE Us

GRAUZ ATAY FAS WEY U] dRANA ATAE WS

il

greiey | dEAuA AT Jadds e o Yo EXE 1yt
Zol E™-IY | AF o grAHA AFTAE YT o AT
FdeAds “ZY9®’, ‘U YBAMHA AFTAE FAECNA Y
g s A AR 9 5EF(e=0.90)22 T
FTEUFE YgRAMEA A FAA duid s oJFe]

A7k o) ddwgeoR SAsAY EE w9 7 HAE AHEER

g7 24 ¥ ApelAE FaRA, dadns AZAt Az ik

Aot ATASY el BAEY £3Eh WA e Zelzta

We FEdChla) A4S fla AduA BAEAe Adsar. 1
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rlr

ogAu A AT dFAFYd

i

A3}, SHAEY o mAu A

o
o
r o
L
1o

>~
Rad
re

FrRT WA e T (Mag = 5.07 vs Magqs =
3.91, F(1,186) = 10.3, p < 0.001). 7Fd1ag Add=z o7 An|A
A7 AFATA W QA gAY wETh SJuAHA &Rt
wolAl= F &3 (main effect) 7} A SR st Hebwt b
7Wd lae AAZE HQowH, JmAuA AFATE AFATYE A5l

SAE2 EAMH A A

o

A7 FASFE oJnAuze] O weEst

AzE ARl Aol wls] Sroprlvhs A gl

S B AlERY o] AAR #AES £&xg AdsAula A
AAL 71A WEQA st WA &% AFE 93

FEXAEZ (bootstrapping) 71HS AFE3FS9th(Preacher and Hayes,

2004; Zhao, Lynch, and Chen 2010). FEAEHF 7|H2 7oz

)
rld

FAY ERE AL AT NS AFTOEA AR}

A

=

A Fdepel oA @A Zlo] obde Flsk= Zloltk(Shrout

& Bolger, 2002). Hayes2 PROCESS Macro model 45 AFE3F 1

FEEui7E 5000 ¥HE3FE3lo] bootstrappings AASSE T 4



=0.4474, [0.1655, 0.7785]). o]+ & <79 7Md 1bgE AAste=
Astoltt, thal BhE, S mAH A AT ATAFY AF QAzb Akl

299 W urk B4 F3EF W olf7h whE gmAN s AT

AT 1% Fd B AT ANG ARAE ATA} B4 £3Ee
WAL el 7 dRAuA AT FPER Aok AeA

shelstitt. e AdoM= 2 A7 AAGe JASAs dEAHlA
o

Aol He gk Aok, olg jmAuie] fgo] ofshE =
FEAME AdeAsel &4 =egol AE Zlolr] wEel ol&

el Ad20Me gEAHlAY AAA 9 FES A A4

3.2 47 2
Y gy H HF Y A 28 S AY 1ol HISE AT
RAMHIA AlgAte] wid @At ZeEsol Ady Aol ofd uE

A&ol® sdstA dojub=A Qlstal, doprt dA g =5=9

SEask



s} FREAEAE Fstust NAH e 2AFIE AZshuqt
dh FowAl Adeld 49 dlel Uaa dn Rt RpauEs
Agow om A4 ARES ArAdsd Ade AZsE @k

BAEAF(2000) SA ofstd dAujlEol
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=4 FPo Agsdrh $uAEe] 24® 4FS AAH o] ohd
OE oR AT ezt Qv WEel 48 433 b Aniol
we %A 98e Sl gk pue AASE Bk AEH A¥e

Azt ANBE AS BAEel FBse AV ovishd, dmAuA

Fge 78 IAE HER ZRAAG0=H8 1A grp-7=u¢

g 24 AAH 9Pe] AwEE YFHow £go] HYEA s
gt Azt AAH AW 2F FAS YAFAT A= 2Y e

AR A4 A8 S 2R B 24 97 A, AAH g3l

rr

F AT JrhabEe] AlAlA f¥e] v Hwkel ula] A zbE AlA
ol =4 HEtSH(Muagan = 4.19 vs Maggas = 3.75, F(1,238) =

5.245, p < 0.05). Rt AZ4¥ 54 AP T+ A5 Joi oFE
Am Ao F7hAE 3he fFosk Aozt yEhubA vt Mysage =
3.59 vs Myseaaq = 3.54, F(1,238) = 0.098, p = 0.786). F7IA=9]

oz Amury £&% d AN A Add oA d@e A7)
Azele Aol Yt W, T A& e A48 45A &3 Aot
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WAH Po] FreAA ALk A B o mAuse] AAA

Jgel 1N YPHOoR 249Uy & 5 Aot

o]F gatEo] TAMH|A AFATE A LAl AR AFAEL
B GEAANA AL Al B Bed & ok ool A4
Aol & wi= APE Aozt /M2 2a, bEs PP IA dh
7Hd2E ASs7] fstel FEHFE 82 £8%, SHHSE JEAHA
AFAFRAZE 2Aat=1, AdFA =09 A ¢ (=1, A=0), 218
o]59 wA&(interaction)©] AFEHUY. B4 Ay, g AMuH]|A
AAe]  tig FaI(F(1,236), p=0.058)2F AlAz 2o w
FaI}(F(1,236), p=0.308)= FostA Fakth. ey #2F &3k
st SjEAua AFatel AAFd P AdsAgo] <ad 2>¥ ol
FroletAl Jebsth(F(1,236) =4.620, p<0.05). °]% 7]&7] 24 (slope

analysis) = AAIe Ay, A4 o] WFe& A guAu]A~ AFA7t

S
ok

A]

ofr

d o A =557 o = dERod FAACR #oEHA

A

& Mpuman=4.90 vs Mar=4.95, B=—0.0426, t=—0.1556, p=0.8765).

webs] 7 2b7F AAEAE. AAA 9ol w2 AF duAHA

AFAE ALAND W B ESm)

olN

Asglr] wEe] A 2a7t

A A = Rt Mpuman=5.09 vs Mar=4.30, B=0.7902, t=2.8829, p<0.01).
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T Df MS F p
JzmAMu| A AF A 1 8.354 3.723 0.055
A2 93 1 3.092 1.378 0.242
AaaE av 1 10.367 4.620 0.033
<a¥d 2>
52 provider
UAZ s
— Q12 QA
50 e -
48
48
44
el =
risk
A% 2e AER 4% O s % A8 Adeles skl
SEAHI A AL A F=§ Xl mA A= 2 f1dol
zdt=AE et okt A oA WAsE JAFAE
JEMu 2] tE B4 B2ee ssgth o AgeldE 7



EAMB A AFATE SAF Ee el v As G AlH AAH H 9
il

3.3 4+ 3
VY gy ¥ ¥ B

o dobrt wiZle 2EadE HASeke ol &, Ad¥Ae duRAHA
=
AL

re
>
e
1o
llie
)
rlo
N
N
i
w
=2
>
2
N\
ot
BN
i)
kol
K

AlsAtel dg &2 £&ee Al =TE HE Sobd o,

o AAH ol S AP AFAN

s

1o

FAEA A ARl e
A zre]l  sropx)7] wiitolghe: HdE #HAstazt @tk Amazon
MTurks &3l @A vwl= AF FA F 28948 n=ds oido=w
FEYAZ A 2ol AES APFgPow HAFo gt nigo=w
$0.3(USD)E A=t Z7hAE2 Wl e Adxn 5 & 15
TR 2 dgEoe] AYPE AYPsgon, o] F B9 &9 3

2869 mio] FHF o] AU Ao Ao SPSS 21.09]

ARG At
HE A2 AATARS deAus AgAQIZE A vs 13 AE)
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X }‘\_]iﬂxj] qu(l:'f_‘% VS %%)9/] 2)(2@1:/1— 7F qX}Q_gi qﬁlﬂgj\l
A%2e MR RuwRET ARs @

al
AT SRASE dolF FUHRBEL ABL %1 Yt BAUL

e FAe AN, thg AelAdA dRAus FAE W] 9
AL & Qzh ool FA9l @yEeh o4 APese BB e,

Aske, 5% An Fl WAL F U= A $AE(ED, 7D, 7
5o wa Ans A@ wwel AAA do] e AgelAs
AH9 Aayow ¢ ART Aty ¢F AT Fd 0T 5 At

Rl g Aol vhrelE i

Ao 27 ¥ AT THAFE B £8Eg Auls Aolg oAb
S9% P29 PFES BA BEAAL. B4 £3EE oA AT

AU 2% B ol 8T GAb} o A% QBT o Bgow st
AAF G B P2 A PAoE An FRHAYL B

Aplel AAe] s 2 AzE sz
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Asae] FHE devt . W ABAMRA Ay de wein
EAMEA AFAe gRdds WE W do] 5AE udTE Ao
AT ). 34 =T HE S S Al#EE #(Cronbach

%o Paghs FEatel el

&
rlo
(@]
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o
fu
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w
=
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i
ol
2
=
=
2,
o
Ll
il
2
5
T
\]
I
=
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T8 73 YAE HE=R

F7 #4) & AdedAde ARAHA AFATE &2 &Sk mAE
F&ol AAAH sl w& W A3 Flola, ol AAF Sl ==

A% BAEel ARAuA ATA) U Aol sobAs] Wiole
=3

A5el 7t AAA gzl

N
)
(0
o
oy
ofN
Ol
ol
&
>
o
O
)
i
olo

olel “1Eol R Au|el tiste] vk A A

4
i)
ful
rlr
R
et
[-'O
QL
N
0

AES AR E=A A ud A A 9go] He Huto] Al A 93 o]
S Haxg  gs E¥S O AAy g¥gSs Ags Zowg
UERG T Mageags = 4.47 vs Maxgag = 3.77, F(1,284) = 15.44, p <

0.001).

wo® wzlE =EaRE HATety] fa WA guAns AlgAH(UtE
Jab vs AFAE) X AAA AFGL vs A) "ALew AFHAS

TEHFE st o]l FAHEA (ANOVA)E  AAsit. 1 Ax

n°*'

lo

SAH A A FAe] FEH(F(1,282)=6.481, p<0.05) 2+ 21417 <93
W

0

Fa7(F(1,282)=9.237, p<0.01) 2% S98A ety F 9
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g avE o 5e vkel o] fojshAl vERRTHE(1,282)= 9.202,
p<0.01). =, AAA 9ol ®2 FHAAE dBAMHA AFATE
AFAFL A9 A7 Akl Aol wl&l, JBAH|A AlFAbe] gt
Aol 9HA FAHE AE ¥ F A Maggs=4.75, SD=1.21 vs.
Mazte4=5.44, SD=1.11; F(1,141), p<0.05). Wbl 247 $jgo] v
ZAAE dEMHA AFTATF AFAFTA A A ARl A Sl
Hla Aol zpol7t Fo kAl YERFA 9kttt (Maz«»=5.56, SD=1.03
vs. Magen=5.48, SD=1.06; F(1,141), p=0.66).

ole] © yolrtA wmivl® FHEa¥ HIFES $lsl Hayes(2013)
PROCESS RH7& o]g3lditt. HEAEHY 34E 50008
Agstadeh 24 A3, JuAu s AFATE 1A A A4
Aol val B £ ert WA vehte e AAA el & o

A5 Zolw, ot ¥& AAA 9¥o] FIAEE solF ATA%

e}

JEAMHIA AlFAe]  Wig AFES FRAT] dEolde THEE
A A 5FAt} (Index of moderated mediation=0.4627, SE=0.1585, CI
90% = [0.2020. 0.7281]). H&o] X9 stdel= =15 P asrt
frojgt AlE kel QlolA AAA el wet =14 Hase] A7)t
Astshs Zle ¢ 5 ded, AAA 938e] =& AS gsAnA
Ag el g AFgde] mAu A AlFATE @xp ESkel WA=

A9 (Indirect effect=0.4137, SE=0.1150,
CI90%=1[0.0.2291, 0.60451), AAA 3ol & ¢ o] wijass
g ol FostA 9k ti(ndirect effect= —0.0490, SE=0.1036,

CI90%=1[-0.2190, 0.1220]).
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<% 2>
AAA el e =R HHaR
FEHA uj) 7
bootFH&¥  bootEF LA} bootLLCI bootULCI
A =55 Ry 0.4627 0.1586 0.2020 0.7281
AAA el e =R HaR
FTEHA A A A 23 bootFH &Y bootEE 4 bootLLCI bootULCI
A —0.0490 0.1036 —0.2190 0.1220
A=z
al 0.4137 0.1150 0.2291 0.6045
2 By B AT BN olge]l WA el AN A
GerR be A 2AHE o2w 2AW ARl @ AEae
selsh A itk AAH Ago] AN DA wIET A= ARD
ZA%= E¥EE FA4357] ¢85k Hayes(2013) PROCESS E914%&
ol g&taity. 50008 ®WHRFZESFe]  bootstrappings  AAIE AIE
E3ol ARG, GmAus ATAL AN Afsel 84
cemel ol=i AR A% AR 90% TN sheatat
gage 0% Egun 9o @Eel zdn wAvde Ams
EAMOR fol8A 2k
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<# 3>

T B se LLCI ULCI
2A2 9 —0.0414 0.0524 —0.1300 0.0436
IV. 48

B oATe gEAus oA ARANA AL B4 #SEe

=

MAE GFe gAsth 5us AAS

I

RC ERSIENES E g}
B 3ol vAE el Aok EASEA, L Aol o)
W, o £7F FURAEAF FASduA sk ole] B AT
JaAns ATAL B4 £4EZ AAEE BN Az Folehs
BAH WEE ) wew @tk AHgstel, AAE $1@e] olE
BANA 2H B PgoRA MAY 2UEAE woltA PEsad

steleh. B4 At HY1S B AmANA AT ATAF AP

vebdol B A olEd Aits gRAHIAR dFY AMBjAdhs

A4 Agte] et A weEel FFL WA= © Qo] oJmAus
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27 AFEAY Qo7 Quk A, ABANAE B Qo] Muls
WEE 2o ATd oabe e WaAh okl Az dmAusd

ot sh= ¥ T FTRFE AI3AT gRAHIA FE

1o
kit
it
e

N

gathz Aol &4 #85E8 AR £d F Sl Wekd
AA. o Rr]Ee] R ukstH I uAuAvE gt st gke
Aulzel HF Fojal @xEe] ol F8stal yobrt AAE
AdstEs A7 dobd durE dde Ak, FAAQ dH7E d
Zoltt, =, A £&REE AiHew
AANFo 2N uAn|2e 2 H2Ql fte] 54 SR 17 sl
71018k o7 7 gt

ool oA AR gle] B dAFE dRAYCIA AFAF
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Appendix A— €71 AlYygl 2

Agdgel: 488 28 e 23 4%

[243 Av]Imagine that you are considering undergoing coronary bypass
surgery.

This is how this particular decision (to have coronary bypass surgery) goes.
Imagine that a physician has examined you and measured some health data
(which we will tell you in detail later), and now you have to decide whether
you want to have coronary bypass surgery or not.

To make this decision, you will get a recommendation—about whether you
should have this operation or not. There are two possibilities as to where this
recommendation comes from. Either a human physician evaluated the results
of your examination and used his/her judgment and experience to compare
your case to patients who faced the same decision and the results of their
treatment. Or a computer program evaluated the results of your examination
and used an algorithm to compare your case with patients who faced the same
decision and the results of their treatment. In the past, the physician and the
computer showed the same accuracy in making recommendations.

[AAF A3} These are the health—data that a physician has measured: your
blood pressure, your ECG, your LDL blood cholesterol, and the blockage in
your coronary artery.

These are the results.

Blood pressure can have the values low, normal, high, very high. Yours is:high.
Electrocardiogram can have the values very good,normal, poor, very poor.
Yours is: normal.

LDL blood cholesterol levels can have the values low, normal, high, very high.
Yours is: very high.

Coronary artery examination can have the values no blockage, light blockage,
medium blockage, severe blockage. Yours is: no blockage.

[AI provider] In this case, it is a computer that processes your examination,
analyzes your data, and recommends: “You should have the operation.”

[Human provider] In this case, it is a human physician who looks at your
examination, analyzes your data, and recommends: “You should have the
operation.”
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Appendix B— 472 Ay e
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[29¥ -3 AHv]Imagine that you are considering undergoing spinal
surgery because of severe back pain. This is how this particular decision (to
have spinal surgery) goes. Imagine that you have received MRI scan
examination for accurate diagnosis and now you have to decide whether you
want to have spinal surgery or not.

To make this decision, you will get a recommendation—about whether you
should have this operation or not. There are two possibilities as to where this
recommendation comes from. Either a physician evaluated the results of your
examination and used his/her judgment and experience to compare your case
to patients who faced the same decision and the results of their treatment. Or
a computer program evaluated the results of your examination and used an
algorithm to compare your case with patients who faced the same decision
and the results of their treatment. In the past, the physician and the computer
showed the same accuracy in making recommendations.

[298 —-AAFE 3] These are the symptoms of your back pain.

Degree of pain: 8 out of 10(0=no pain, 10=unbearable pain)
Can't sit in the right position more than 10 minutes.

In this case, it is a computer/human physician that processes MRI scan of
your body, analyzes your data, and recommends:

"You should have the operation. The name of operation you will go through is
spinal laminectomy, aiming to open up the spinal column to remove pressure
on the nerves by removing the bony walls of the vertebrae and any bone
spurs."

[AYE-A¥ HA™]Imagine that you are considering medication because of
minor back pain. This is how this particular decision (to start medication)
goes. Imagine that you have received X—ray scan examination for accurate
diagnosis and now you have to decide whether you want to have medication
or not.

To make this decision, you will get a recommendation—about whether you
should take this drug or not. There are two possibilities as to where this
recommendation comes from. Either a physician evaluated the results of your
examination and used his/her judgment and experience to compare your case
to patients who faced the same decision and the results of their treatment. Or
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a computer program evaluated the results of your examination and used an
algorithm to compare your case with patients who faced the same decision
and the results of their treatment. In the past, the physician and the computer
showed the same accuracy in making recommendations.

[A98 -AAE ] These are the symptoms of your back pain.

Degree of pain: 3 out of 10(0=no pain, 10=unbearable pain)
No problem living daily life but feel minor pain when you bend over.

[Q17F 9AHQAFAS]In this case, it is a computer/human physician that
processes X—ray scan of your body, analyzes your data, and recommends:

"You should start medication. You will be prescribed a pain reliever and
muscle relaxant, which will relieve your back pain by relaxing stiffness in the
back. "

Appendix C— @13 AU L

Ay e3: FtdEER) Fe/2F A8 AW 37

[438 A™] Imagine that you are considering treatment because of back pain.
This is how this particular decision (to start treatment) goes. Imagine that
yvou have received MRI scan examination for accurate diagnosis and now you
have to decide whether you want to have surgical treatment or non—surgical
treatment.

To make this decision, you will get a recommendation—about whether you
should undergo surgery. There are two possibilities as to where this
recommendation comes from. Either a physician evaluated the results of your
examination and used his/her judgment and experience to compare your case
to patients who faced the same decision and the results of their treatment. Or
a computer program evaluated the results of your examination and used an
algorithm to compare your case with patients who faced the same decision
and the results of their treatment. In the past, the physician and the computer
showed the same accuracy in making recommendations.

[Z98 x AFAS]In this case, it is a computer that processes MRI scan of
your body, analyzes your data, and recommends:
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"You should have the surgery. Through the surgery, the faulty disc will be
removed directly to relieve pressure on the nerve. However, there are
potential complications of spine surgery such as anesthesia, bleeding,
infection, lung problems."

[A98 x 27F 9AH In this case, it is a human physician that processes MRI
scan of your body, analyzes your data, and recommends:

"You don't need to go through surgery. Instead, you should do the exercises
and stretches to reduce your back pain. These will strengthen the back
muscles and remove pressure from the spinal discs without surgical
procedure."

[Z29¥ x QAdFAF] In this case, it is a computer that processes MRI scan of
your body, analyzes your data, and recommends:

"You should have the surgery. Through the surgery, the faulty disc will be
removed directly to relieve pressure on the nerve. However, there are
potential complications of spine surgery such as anesthesia, bleeding,
infection, lung problems."

[A9E x AZFYAH In this case, it is a human physician that processes MRI
scan of your body, analyzes your data, and recommends:

"You don't need to go through surgery. Instead, you should do the exercises
and stretches to reduce your back pain. These will strengthen the back
muscles and remove pressure from the spinal discs without surgical
procedure."
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Abstract

The Effect of Artificial Intelligence (AI) Medical Provider on

Patient Compliance: The Moderating Role of Physical Risk

Hyuk Jin Lee
Business Administration (Marketing Concentration)
The Graduate School

Seoul National University

Currently, along with the fast development of artificial intelligence
(AD), the use of Al in the medical field is gradually increasing. Many
hospitals have implemented Al technology and are successfully
utilizing it to assist physicians in making medical decisions, such as
clinical decision—making and patient monitoring using big data, thus
departing from the previous paradigm that relied entirely on
experience and knowledge of physicians. Therefore, this study was
conducted to explore how the patient's response is formed and
ultimately affects patient compliance when the medical service
provider is an Al rather than a human physician. Specifically, medical
services are classified into high—risk situations and low-—risk
situations in this study. Therefore, the difference in the effect of
medical provider on patient compliance was compared when the
medical service provider was a human physician versus Al.

Through Experiment 1 assuming a cardiovascular disease scenario,
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it was proved that patient compliance was lower when the medical
service provider was an Al rather than a human physician. In addition,
it was verified that the patient's trust in the medical service provider
mediates this process. In Experiment 2, it was confirmed that patient
non—compliance with Al occurs equally in other diseases (spinal disc
herniation). In addition, the interaction between the physical risks of
medical services and the medical service provider was identified. In
the case of high physical risk, when the medical service provider was
Al, patient compliance was lower compared to when the medical
service provider was a human physician, whereas when the physical
risk was low, the type of medical service provider did not significantly
affect patient compliance. In addition, it was also revealed that the
interaction between medical service providers and physical risk,
which was confirmed sequentially in Experiment 3, was mediated by
trust. As such, since this study investigated the relationships and
interactions among key variables that affect patient compliance by
medical service providers from multiple perspectives, it is meaningful
to suggest strategies necessary for Al medical marketing according to
the type of medical service provider and the level of physical risk

perceived by patients.

Key words: Artificial Intelligence, Medical service, Physical risk,

Trust, Patient compliance

Student number: 2017—24503
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