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A A AEY] dds Fall 7EAlA HA 9 dEs TR
MUIAE AR 22 ololE FET vk v (Kim et al,, 2022).
APAT=E AFA S (AD AlAHS 7IREC 2 AFEALeL AF 5 AF8-5f
AFYA A AT EY O E QlE o)A ool A E (interface agent), A 3}tH
) 3td of|o] 7 E (embodied conversational agent), 7Fg X971 (virtual
assistant) 52 €& Z&3l $kth(Astrid et al.,, 2010). °o]HH Z& 5o
& Y AAPF £B e ohe A & dolHES Azl Al
AR SHTE T jlom, QAFAe & oo]dES s

Hgolyt A7 e Sl E=S obrlsta vk oA ZEA AISATE

N
rlr

rlr

d

~

HT We 7|YdEo] AdrpFol AISAE =5t = A FoA AISAS
ArgA; 7He] wRE Azl A Ey ®rAstEw ok 3 ¢ Qu (o,
2020). AAR B2 2HAES 7I9Eo]l AFsts Al Au]Ad Axb

A%aAA T i, ANATF AE W ANAZ wasn Foer A

a8y B Vel AISAE A= E]istal Sle dAAIRClA
anjAke] =8 g9l A= WA S el B Ay i B AFold
B AYPYAFEL 7]EFE 29 (Technology acceptance model; TAM)
l 237 4x=80] & (Unified theory of acceptance and use of technology;
UTAUT) = #A&stelod, olgst F+ Ed2 28 Ax  AujAs
Haszx el 22 A2 7E9 Qg Akez] S8 7iEE i

[E 7INte 2 dhis MulAas ARSAZE 24 WS Wl
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=
20 A XA 2 (frontline employees) A8 T3 A5 2E3 5= A A E of
AT (Gursoy et al., 2019). ¥4k ojyg}, o] AlZF 444 LS A=

Aol Qo] 5 FEe 22 =4 A 99 ARSA, A, dAH
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328 T eAE EIAIA FEitke AWAR A7
AtH(Golant, 2017).
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B AFAs ool E 3 A

2]
WA, oA kA v ets] WA A b2 AISAS] AMB|A FH S Bre] At

gy AdAES v Aol wsl EdE, And o4, AH|AeLe
&

A, AISASL ARGAF 3Ho] AMSA A7 FQ kA vl Aol QT
CASA (Computers are Social Actors) 3zjtpde] w=w, ALER=
Ad3Ase MAZ 3 AFyAld AsdolA thFdt A4 @dAE 53l
Al 7IRE Bl A7y A Q1 wad7kA] 7he sk A= A dvar skglvh. Al
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UM AAE vkE vlg o R B A v B2 HHE A

AR, AISAE &3 idAES Folisks AFelA &nA7F A 246h=
AISASl Auj2x F4e dis] g7stt. d AHAA dTE JAFA T
olAES] AMulA~ FHL vl gz F

HaszA el dds A

>4
i
X,
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AMu2~ Fdol FE olFaL Slo
AISASL 7 &sd& oA A Zbsk= AISAS] AMH|A F40o] F9lQ1A]
TR AISAC Jids geta AAske At g
A, & A= AISAS A AMu|A Fdo] AHulyddd v
Lo mA= YIS HATHOE ETOEMA, AISASL THA=
de g dAYFe] dEd EWE AlestaA stu a4 3] A2
Aol = AISAC] tls] An|A7} A Zbst= AHlA FA-o] AH|AFS}O
FAaEAE =4 o SdeAdd el Esta, FEHOoR AISAE

A&How AgHuA e A PFARE Eoltd Lolnuz

ko] wel AISASHS] ¥
AISAS] =95 stz sh},
wEba] B AP aH|R7F AISASE AR gstd QA st AISA9)
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A 3R ATy WY L T4

AT A e 2
A1 AEIME AISAZE sty Bastge] weEt fAAES
Tk B elA  AISAS ogo] diFHa glom, 1A AjEE
Aol Ha Qe iAol digte] AWElth AISA7E iz go] H
AISAS E=&& Wol HAAFS aFshs FAFA, AISAS thoFst
AMulxs FAS FE avRbEe] AISASE  fdiEAlE FA S
AAUAdes Azste @dd 23s& 95993, AdYALES 3l
e A

=
=
FYstaa e B AT By B weln, AT HHn ArA

)
ftlo

A 27 o]2A wjAoAE= Human—Computer Interaction(HCI) 2}
ddE Fdes FFHeRE HES F HCI 2ok dA4FAE 73t
Rzepka and Berger (2018)9 Z#dYgas AsEozi HCI ok
Al ZEA] Fofell dlste] mEety, 2 Ao Edvt HE 24AES

5] qrHEith ol AR o R, Al 2dolM= AISAS JiE 3 AMH|A

FA el otwy] s AYATE ;BHYUG. A 3FeIME
AFAT ool A= FEAEL Fal £ AE0] Gk AAA
del wsll fistel AaAUAMY AEI AeAFe Wereld Hgw
el dstel gobmgith. teom, A 42 AgR E49
Al AEH FEAg Sel vistel Aungkon, o]Fo] BEAg
Agel AAUAA T AISA AKAFAE be] @Al oW JFL

X =2] ol y] g #H APAFE m YT
A 3FeAE AR AT (AT 1: AISA o Au|A EZo| #3k

942 1 Ba AHAFES Tse W 2wt Axshe
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FAE H= T A X85 )t CASA (Computers are social actors)
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el S Nassetal. (1994) ) o8 53 /Mg oz, AFeA= AFE
rHolE whAl QIZEl A HAEetH, JidE AREA
Q1A 8EA] Fek= Abolell FHSrElel A RskH, AgtelAet FE RbgE
HolA "rta 435tk (Nass & Moon n.d.; Reeves & Nass, 1996). =,
AFEHE st Akl d9atE 1A etH Al A zgeks sk
Apot@ of7]= Zolth B3], HAFEH <QEFH oAt ke FEHES o
olHE ez WeyH AREALe oo ES AR Tl dACl ZHEA
W3l A H30th Reeves and Nass (1996) = o] F9H3sl7] ¢ste] oAl
7HA9] AdEs Aded=d, Ad A AFECA AREAE R
Apob/erQle] Jido] A&EHW, 54 Wtk AR A oA 2 ¢ glom,
AFEARE S AFHE AFSA AEEES A Fdo] ofd dideR B

Ao Uehgrh ofF CASA #eitile /Mom & ATES AR

©

JAwe TE, A4 2 W Sol dedr: 2L BEth AFAE

AFA s coldEC daiA FdsA velds 2 ofyn, AlgEo]
AR A gl diE) Zb7] e B 5% AAE 7H e AAE HFE
o] dEe] taiA we IxHor 7] e AR EF¥H(Gong &
Nass, 2007). @A F-&3¥ 1 = AFA T oo]dE

A 2auE JHAE AAlE], AFEAE Zake] AAE 7T k. o]
AREAFES HIA, A, AT 7S S ARIA digls UE F
=] St

ATA s coJHESLS] A2 ads e 7] A5 T2 4248
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Al ERA e Aol lE Al ool ESY] tisteld =7l= XY
i M AAE wds dAs] o] wiiel, @Ae d4ol
o1 olgatltt. 1yt HAZEAVE st AREAEC]

olg]3t FIES 7|HWFO ®E Rzepka and Berger (2018)% thekst 4 x
A2~ ") (Information System; IS) #oFe] 55 LEITOZH JAFA5
719k Al2"lE ARgREe] Ao gl st A aE Akl
Sidorova et al. (2008) 2] Aol W=, IT 7|3 7l e Fo =82
AR AIAFAS) 2o Wl oA 7ie A d T stuE, F 4
SHI #do] Qlu. olgd AoklA FE UFAAA= FAE U=
T, AR SR, A, AFE A7lEsE, 1S, ZepolA] Fo
k. ol Li and Zhang (20052 IS w#oF W9 <A3-AF
% 24 (Human—Computer Interaction; HC) ## d7E5S AES A3}
AREARS] RIA A Bk} W, HE W AUt 7P TR AFAlR

A dAsiion, Azte] SH, HAwRAY S, dezE, dF %

Rzepka and Berger (2018)+& Li and Zhang (2005)¢ HCI
Ao 4 -so]E (Theory of reasoned behavior) ¥ A& H
20| Z (Theory of planned behavior)S HEAIA HAEZX 9
daAgs A AE B grrh Wskstve A= 4 xStk Rzepka and
Berger (2018)¢] HCI Z#9aE AH KWW, Li and Zhang (2005) 3%

13

Wt (task & context), 12l AlAF) 54 vl 7HA] ZokE g sklth
o



A 2 A AE (H A ERA]) 9
agar

HEAG, AT

Az A E o

AL EA
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=~ 1 7
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HF-o} Wt
<18 2-1>2 o]
HAAE Lol

g B4, aea PEA

-

(2018) 9] ZeYas Ao R A gt

g4

A2 ¢

U

45,9

<19 2- 1> Human—Computer Interaction >~
Rzepka & Berger (2018)

1. A28 (System) A digt F7}

Rzepka and Berger (2018)7} A|Alst HCI =¥ ¢
AlAEIO R FA A O R =

A=

14
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BrtetAl HE AAREY 54& gujdt. JdEAs oo]dE 7ul
AMujagl FAste], AFA T oo]HES AlAEl SALS A {IPow
vt 3 dAlE =2 9 AgE gRlsteld, ol AFAE
oo]MEVL ¥ FoR A= AT Ak 5EA-I QI o]
88 Qe AFEAS AYe AE gulgitt(Gursoy et al., 2019).
A= QJIEAls oo]dES] dgoltt. QIFAs olo]dES] WF

G B4 5 Egsed, 3% 250 259 B wdE
7

}(Aziz et al., 2015; Rodriguez—Lizundia et al., 2015).
2, AFA 5 do]HdES] 7|54 (functionality) = AFE-2}S] 3 7}

ol Fo AHgelolgty & 4 QItF(Chi et al., 2020). 53], 2zt

AR~ AYES AFstZ] wiEel, olgt #THH AFA s oo]HE]
NN5AE 2954 GFR G (Tung & Au, 2018). Q1A% o] HE ]

olr
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©

al. (2017)= AMHl~ 2RO FEF TR ARRARY] A W=

olZojwe WHOM, Aziz et al (2015)% A AxsA) BL
AFAE ololdEe] BES AR PHA, PAY WS ERHow
fretha stk w9, k2 AAAE AR NHE Py
AFAT ololdEde] FEAgel oF ASA BAE HAT &
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9l T} (Xu, 2019).

K

ol

2. A3 &L (Interaction) & E3F &4 JA

st

7
sopel

d

%

(=L

gt 2R E AHES

o
R

o

el gE e

BHgo=z

HCI

2005).

& Zhang,

g ol e vk (Li

-
R

G

ojiy
;OO

Mw.o

gl

%
Nfo

ofol| 4]

j=]
RuN

3]

REE!

NEEELS

ool A ghtk. Al 7]RE A H]

¥

<H

—

Nd

o|]
st
T

e, ARGARE ol et

S

st}

Aol HRT(Chi et al.,

ol

L —
= A

2020; Qiu et al., 2020).
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tj7delekar |14

KR
.

(2003)

T3k Fong et al.

1, 2017).

87zl AR BHS o

=

itk %, ARgAbele] 1)

[e;
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o Frtar Al]

= 1y

[e)
HE-&-
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ok (Duffy, 2003; Fong
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=

i)

He 7 U Hler, AESs ZE

AHgAe] AbE A
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SRl
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L —

T

2

2
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el

o
A

T3t

o] AAI = (Chi et

al., 2020; Gursoy et al., 2019; Lin et al., 2020; Wu & Cheng, 2018).
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(rapport)
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rr

FTHRIclolgta & 4 Qlth(Rzepka & Berger, 2018). %2 A
2AHO A E A% d wfl Q87| wiEel oo thsk B A7}
o] A tH(Gursoy et al.,, 2019; Lin et al., 2020; Lu et al.,, 2019).

o] 5
AbgzLe]l @EA Axel ddEd AgAFELS Fr A A"
HoAgso gy FAEE AAE Fd HFHoR EEHE AMEAY
H =

ATH(Aziz et al., 2015; Jorling et al., 2019). Yol7l, QFA 5 o] A ET}
AFste Au2E Bl Fullshe 59 AAZA 2wz A5y AddE AT
w3t th A8 E QT (Chi et al., 2020; Woyke, 2017).

dsd das AdYAE e dis ¥l AFE AFEYE, WA
Wirtz et al. (2018)-> 31799 AH]A

1o
=y
o
i
ko
rot
>~
=
ot
|
o,
=
2
ko
DX
s
r o
>
[ Mo
r o
o
o
o
>~
=
tot,
12
o
fo
L
oo
o

ARSl A EATE & ARRA EAEA AN 2 4]
H7HE oJu|st}, Bwt oy}l Gursoy et al. (2019)+ J¥A 5 717] &%

o5 WSt HTsATh 13 F7F AN S ARSE JEE,

et §7), oQlstel g Aol wtel 23 Pk wANA v
ool whet Al 71712 Bbeba, el whel ggel wMAHth oled
HASS Bal A% WA 3RAlN Agel @ 8ol wiE

A4 Aok olgh ge HAATES AWugpe W, AEH d, 3
AeAT ololdES oF HE, AFAE W FuE B Py
wRgHoE At golgy] wrks nrh Bgdeln ki el

Y
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Z1Alel o8 A= Aor Helth

4. AH&A(User) 54

JAEAs ool HES] AR ke mA= P& ARG SA o whet
gobd 4 QIth(Chi et al., 2020). Rzepka and Berger (2018)% HCI
Fopoll A AL SHe] dist A= AAl AREAS] QIFFEAISHE 54,
ARgAEe]l I w7], AREARE] AlAED w BRS] Al 7EA] RoRE

B3 FA7F tpFo] H ok (Diederich et al., 2022). APAFEL ALg=}7}
O #As55E, 183 ¢ =2 sEES M AEAdSE 2R OAEAE
TE3 7ol ¥ v AS et (Hudson et al., 2017; Park &

Jones—Jang, 2022). T3t Forgas—Coll et al. (2022)2] Ao w=w
Abel A 2 X (social robots) AR F7] T A2 AEA JFH
70l T8 w710 v, A A AAE 78T AFEe golAdo]
TE &7 Aew yEh, AREARS] A wE o] HEE F QA
thFol Zof grhal shel

o2, AAH} F7l Wi A5 =3 EdbsiA W HQAT o
Lol = 2, AA AH, WA w71 2 gAA w18 Ze AR
FAE0] thFolF L} & £, Lin et al. (2020)2 1749 #Hx F7]7}
Al 232 Au|ze] g 44 dAde olne 7HE 7R 4w
SEATE ESH Gursoy et al. (2019)& AFs|2A & (social influence) ©f

Wz AEAES AL AEs 7] Y A%S o @l moli FAHa

i

—
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B7FE W™ 7hsAol Erhe Al skt

R o w A AE A AREARS] Heolth @2 AdAdTES Al
719 Mu) e #Etelx QIFA T ool Ee] tigh JQle] HEE 7HE
T8 vFa Sl Ao® yesith(Latikka et al., 2019; Lin et al.,
2020; Nadarzynski et al., 2019; Wu & Cheng, 2018). Nadarzynski et al.
(2019)& AHERFS] 71 A2 5, IT AR 7], Abolw] Hgke] dish
8 To® Al 77|¢k AmAgstE e e HE SRV vE
J=S B3y =9 Wu and Cheng (2018) 2 AFE-#19] 7|& &L, 7|&
A Wig A, Yl AR A fudt 5= EFse Ve ofF

T+ (technology attachment)oll ez} Al AB|A 7]7]e tfst AlF
27 gE2A deids 2scit o] fek: v AddqdTES
ARGARS Tzl tiRE A, 7 H=, A7lasd s°l Al 7[W

A2 S A JEFES v YA s th(Flavian et al., 2021; Gado et

)
N

al., 2022; Latikka et al.,, 2019). o|#|3 AHaAATS Hgsizs u,
AREAFOl AlAEL HE AY 42 HEE QAT dO|HEES AR
AFEEEAL o] 5 T st 59 dqEA WSS dov= e 9o

= o
e oW 4TS e AL L 5 AUtk

=

c

b4

AgAT AsE FEAET W FHSRE QT FEAE we
AL A2E H AEAE B BAA v E Ik QR

A, AR Fdst A st A5 B3, REA, A S
whet A AR Aol O E HEE BY 4 T (Chi et al., 2020).
T3, AFEAIE AAES Ut u 5 Ad3teA wige]| welt HUE



ydth olE 59, 3oy AEHAE QA E AFelA AFEAE
Al A"l AlFskeE AB|2e]  wESE et Al AH]A FEo] st
AFNES o7 4 9lom (Wu & Cheng, 2018), WFE AJAE] AFg-of
Ao Aoy 5ol AlvHe FX o] 59 dAdYd o, AFEAE
AL AR 2ol gt 825 E Fokdth(Lu et al., 2019).

w3l Rzepka and Berger (20 T A5 oo HET} A ¥
AMulael o gl W] Aol thef A=xekeitk. Chang (2010)
AEAs olo]dES AF-oF #Wee SA 3He Aol welk Al 7
AMu| 2ol gk g =7F deAH, AP o] Fe7F AulA FEET)
o itk e S0, EXe Alwete &2 Av|Xe] i)
Ivanov et al. (2018)> A& Rboju} AR A3, AA| Anj2of
A= AMula Zho] did FE&oert w2 Wb, Helkd ddu ALY
A4l AFol AQsh el el 8 =7F vk uhgl vp Qv
T3k Al gAY oA A'HES] tfsl] A5-3t Chattaraman et al. (2019)>
A5  olo]dEZE  AREAReE  AMEZQL digtE & wWe T

A (task—oriented) tiztE & o A2 A3t g F AT
sklvt. A, AREA digtes 4
Folv W, %A diste= AR

—
N
rir
rO

[}
TS 7 g Stk dlE =0, 9% FAHE 545 7 AnAES
& EFo Ayl AF FuE 45 o H5TS 7] diel, olsg
#agtel  w=EI AR o HEs 5ol TME dRs A
gt} (Kaltcheva & Weitz, 2006; Lunardo & Mbengue, 2009). 45 A &4
28Ee] A, JAEAs CdolHdEE dF A A, 5 714
x5 Gt A ot FA Aol N AFAQ AsAEe AvE o
21



28] WSS Y 4 Qlth(Chattaraman et al., 2019). &, AF&AFAAl
A AE Ay o] SjAAEe] dE ARE W= ggsta
I Al sk o ARlAE

Ql+= Zo]t}(Albrecht et

32

TN

al., 2017, Wolfinbarger

gk, et olan ARSI Al &S Sk AWAFY] AS, AHAES
A AAlA DAskE EAFI Avlel oW #AE e A
UTH(Bittner et al., 2014). °l5< &3 ¥ AANA wHIE
3] 4]

o o (Kaltcheva & Weitz, 2006), 3 H{AoA wAY3E= A}
285 FQAIe (Bertrandias & Goldsmith, 2006). At 2 dish=
2 o3, 2R AA s FEl AR, A AR wEs
Fx1ek= vl g Aojar A4l tgtE ofrlski=dl (Kreijns et al., 2003),
A5 ooldEE olF Fall AREAlA 3 AAE AFsta
AREARSE Ry Tk s s 22 AEE dAE TS Aok (Clavel

et al., 2013).
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A 2 A AFAT £3 Ado|AE(AISA)

AISA* Rzepka and Berger (2018)7} A|eotst HCI ZH YUY =
Al2Ele] dgehe Qo ®, b 7|EAQl F F shuolth. <kA uhel
ukel o], AlAESl 7R fARle AnR[zbe]l Hrh 9 @ERkeS

olFojul: d 7H Festtta & 5 k. oldl, # HeAe AFAF

2% oo]HE(AISA) 2 el disl

1. AFAT £33 o] AE(AISA) 9 7d

1) AISAS 33 73F

A5 AE AFE Hgo] FAE T Qe ALE-lrE Fog o
mEl JAEY Je] AHo o] EHFogow, AR W (information
overload) &4fo] WAISFSTE olo] AMgA7} Hol= HHE s 4

A A HAL AdeATADS H AMBAE AREAECl A

i)
o st Aol FRE AYstay #AE WA 5 don,
of A&ty stEote 8= &vlEth(Russell, 2010). <3 2-1>°f
AAE vkl 2ol Russell (2010) AFAFS ul 7FHH S @AR
Taste] 1A= Jall Ao §dets Bxd MK (Assisting chatbot),
2GAE Ado] AE B AAHoR WSdte A%5d HA (ntelligent



3A+=
H] A (Cognitive assistant), 183 47

assistant),

S 7}% H] A (Conscious assistant) 2+al A

o}
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fie}
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or

P
T

Russell (2010) 9]
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Jol HE] AIZF A S
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Huang and Rust (2018)+ <l3-X| 5ol tf
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S otk (323 & SA9, 2017).
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ojiy
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5%

Aol

ol o] A E (Intellectual

Edo]

=
E:

A,

S

olv]
Wooldridge & Jennings,

WA=

&

1995;

ﬁo
B

t} (Hayes—Roth,
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1995). o3 AT o] A E 9] thEgel  BAoR=

(Adaptive behavior), AF2]A (Social ability),
Reactivity), &% (Proactivity) %°] At (Wooldridge &
Jennings, 1995). %< AIATE=S Ad3As(AD AlAHE 7[NEo =
ARERRSE s AgEke Ay Alold AZESOE . RIFF oA

o o] A E (interface  agents), A3td I3 o] o] d E (embodied

A& (Autonomy), 2-243
(

conversational agents), 7H¢ X-$7"|(virtual assistant) ¢ folZ
83 grh(Astrid et al.,, 2010). 22} ol BF & ANFoEA A5

olHE <te] EFH= Jidolstar & o, Aed CoJHEE

il

=5
71l wep FEskd Al ool E (Watcher  agents), St
ofo] 4 E (Learning agents), 3 o|o] - E (Shopping agents), dHF=
o] 1 E (Information retrieval agents) 5 2.2 FHFEc}t(Ju, 1997).

o] FoAZE ABRe] AFYTS HIote  ColAEE &
olo]dEgty & 4 Qv &Pl Mol AH|AE ke AlES 3]
el BE wmEE A Fuk S AR Yol A& & 4 Slojof b,
a3 e] digt FrrE FH3E AHeldRE QI dmide] &g glo
AEE ALE T oJor dtth oled EAlE aAdsty] flaE JidE Ao
AAEAH 28 co]AEo|H(Fd %], 2000). &¥Ae] &3 AES v
& oo]AE it HMIFATE HAHEWE, JA¥As &£ oo]HdE(AI
shopping agent), TIXE o A]~H E (Digital assistant), 71Q]1 A& 43
o]o] A E (Personal internet shopping agent) %2 t}erst 7 do=w
AWl 9tk Redmond (2002) & 345 &3 olo|dER oo]dET}
AHEALE tlAlSto =] AREAZE FH A AEAES FEl theFd &
e AYds F¥eke Zojgta stk T, HAE oA AHES
AR el FE, AR G oo o Addes gRstEE we
A A s} oo]dER A eo]ett(Chattaraman et al, 2019). o] gt
A8 oJA]ABIEE Fof Lukosius and Hyman (2019)] 2l& 71<l1
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A Yl &3 oJo] A E (Personal internet shopping agent; ©]3F PISA) 2]
Moz = glon, PISAw Assh7t 7hesta 7124, WAl &
455

TPt = AHAY x="e dAE = e 2Ad "A™
Egta Aot oxd  AFATSS AISASE  FARSE
AAIAY ool dEC] dfsh vkst 7ids sl Fos e 37

7R FH AR|Ae Al VAR UEolE
ATk WA, 7P &3] AEEE WAJA dstE ool E (conversational
agent) = AREALSL A E FI HRE FuWE AAHOR A 34
719 thstg 9 FxF 7|6k gk ofjo 2 Y¥t(Kopp et al., 2005).
w7 719 ti3ty ColdEE S Aol WE w2l g3t Aow ofE9
A (Siri), ol dEAF(Alexa), T2 OSJAAHE (Assistant),
A AAEE] ¥lAH] (Bixby) Fol Slow, 2k 7|§E tiEE do]dE=

A ool We wAel elg Zow o] old slwar o e
S

2
[m

AISAS] fradel il wzst dxsE Fdaifs w, AISA= Al 7HA

SHolM I SAS AT F Qv AAR, AISAE AdojAHeE F



Ao 4RE £IT

tste] &5, dojy 49 AMu|AE Rdg st Fae
i, AAA, WrEA A& zEdtely HRE AP sty AFEAS] EAE
dAAdd = e 7IAF, 244 Aess 7Y EAE, AISAE

2. AISAS] AZtd Au|xs &2

1) Aulx 49 A9

Mulagh Ak o g {2 Astels thHlH= HO R, o Kol

3 Ak AW7E FAll o] FojXH  HeE = Aol AH|AE
A (intangibility), ©]2Z A (heterogeneity), ¥V]¥2]A (inseparability),

B> -hj&

B A (perishability) & EXH oz 317 uwjiod ZF2 #grt Ads)

Aoty g 4 QQuk(Bitner, 1990; Cronin Jr & Taylor, 1994;

2

Parasuraman et al., 1988; Zeithaml et al., 1996). 53], A0]~ F4&
w3 FyA ol Absto] whel vE=A Brbd 5 QY] wEel MHlA HAS
of@A st FAEA o e Ag7F olFoA gtk 59,

T2l

A 7tE Aul A FALS ARA FAolg AdA FANE EEHE
Moz, AFo] 2= EF SARTUE 038 2vAY <12 Fx Y9
A

F84 oA anAke] deholEhs S S 7HA AL 3lH(Zeithaml et al.,
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7
(2012) | 4, 9%
NG & | AN, A¥A 59, aAAE e, Aue 3,
912 7(2003) | 2 o)
=3 &

157 (2009)

@ AFA T oolAEY AMulA F2

ATA S oo]dES] Mul~ Fde djef A¥rw, Al AMu[x

== 3k Noor et al

P

ofo]dES] AMu|A FAES FAS] 9%
(2022)+=  &E&4 (Efficiency), H<H(Security), #/ (Availability),
314 (Enjoyment), 5 (Contact), 2113} (Anthropomorphism) 2] 67}4]
£4e Abeitt. 3 J1IFAs IR AFY 78 dEE AN &9
9l (2019)+= Al £4s oA, JiQst, A9, AdAder HSE
ESh VIS AR AAEAS) FokelA Aleh 2 AIAY x27|EA9
of tist F&ALE S5t A8 AHESte 4 Vs, A,
e F7HeE AuRSY. WAs 9 (20199 AT dEAlE
M| 29l Fo BA4e i sEE, AR, 'R, YA, AT,
AN, ALY 7T7HAR EESGIT ol H dEAE ddlo]HdES
AMH| A FAL ATtetnh thE dEtol A dAgrE o] beksiAl yEar Qo]
A3As ool ES] Mulxa F4S Wgs] a7+ HdA &k
Aokl (20200 ATy oo]dES U 7HH H¢ {AS AEA,

A8, WA, FEHoR At £ 0E dTAE Al $4
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DAL A5 AAeA dshs g4 ol FEHelen ¥

Ty ofA AISAC

)

;0

s oue MujA~ FH
7t Sty wEkA B A=
ol g AISA2)
5

& dopr Al o

(]

i)

S EA AMElAs FA QQES AISAY

Ith AdAEe] MER dAFRAoZA AISAES

et AFATTE WA ok @AM olg)

AMAE ATE S 9SH PopR
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A 3 A AISAS HHYA4 (Companionship)

g

Aol A= Rzepka and Berger (2018) 7} #|¢tst HCI T A3 =
Aazrge  dldsts 299l HIYAA (Companionship) el o3l
A porth WA, AoYAHe Jids WEs] shr] sk Ay AdA

#¥ Tds HEStL, AISAS T 2uAPE A7sts Ay A

MAUZES  Pohrs]  SAste]  ATAS  ololdES AHgA Aol
AU BAE ATE AESAG ol AAUAe] FEFE

L. AAYdd ] Ad= sk

D AAYAN Ad

[e)

™
B3t (Rook, 1987). &dAl thefslAl A-g3t= a1 = A 34412 B]A,
2 2E Sy 22 Al 7|RE Au|AE ko R T]so] dbdste] uwhet

AreAtel grtetm, HS AskE AuAas Add Zoln, old we}

2016). 53], AISA+ AL~ dsE §8 AMEx7F 2Q3t JHE
AFstal AFEAFY] AFE B2 %o, 7= whedt 7

471
Aol AZMH|AHAEZA ] vl AREARNA A fFoizhe

il
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Fska AFEALe] Fo W s FEsto RN HAHE AHAIS AT
T (o533, 2021).

AdUAe] A4 gdeolE AHEH, Cambridge AL "X+, E&
SHA oY sh FAR W2 AIZHS ] HUle AFEToRE A oskdor,
Merriam—webster AP w2 "OE Al F3et= AFE, o7t
FAFSE Ao o] 7HgA AdE Abg, 5 FA

Axste Aolvp miwd S'e® AYsidth. dwtdow  fEHelA

2
i
ot
o,
e
T
FN
e
o

d
o:

A BuAZ HNH, Mol et folol® AHEE % A,
Ul wees] ALt Qele] ojnlmut ALg A =tk Ao

g APATE Aurd, staEvity, a9 Ao Zokiet 1 JidE
Edo] veFstA dvehd, AU SAe @Al J sl gA
Tt oldole] Ry FHESE AFelA, HoAYAAolw T
A EYS EAR #BFS ste Ze®E AYgHew, Rook(1987)
Tolu SAF Y 22 244 HxE Jd FEHE v Eel U
ARR A Fojz AU dA e dosith. AR A #Ale] SHelA ®d,
AAUAN L BRI o7F AzE W Hv] SEs @ s Alke Bule
Aoz AoH o (Loader et al., 2002), EA A wl=oll} =489
olfrE Fshe AR A Folm olafdth. Asird, HA3yAT=olA
AYAN S FEHer AdzAgsts ddae Aridoer fAYHE
HANA A EHAQ] FsaEs Fal deiAr SHdHE Aow 7 ou|rt
ol w11 91t} (Buhrmester & Furman, 1987).

HCI H#-ofol A Q1345 oleldESLe] AyAM s thE B Aol A
dogk s AHEYE, ARYAN S ANE B8 T, AFSARSE AR
ol os] 7HEA AdE A=) #AE rletH, ARy £AdES ek
S EeSs Fuvs AR FoHoh(eld, 2020; olFd, 2021). EI,
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AHEAZE 2R #AE P ste vhsA R AYHVIE s (De
Graaf & Allouch, 2013), A&k} HAEZA el w2 A5 2L
o& FAE FAR olsH 7= sttt (Benyon & Mival, 2010). 17t7 =
e fFul #AC #aE) wFd AYgdtE FE 42 ZE (social
robots)o] ZAE wWEy vl A2d B2HRES iy e HAow
olgati ATstH AF

Bl ZE2 A7 obd AREALe] AZbS ¢l gdaFolehe Aol slo] Abs A
AAx & F At} (Breazeal, 2002). wild AMHELS QAIA T
qoldESt AHAow Aszgste fFudAsE IHAE 5 WUl

JAFA5 ool dEA A= 323,

it

Au)
kel
<
Q
o
o
@]
ut
i
ot
o
et
>
3
L 1

2) AAUAHY sk

gom, AMUAel agadel ta) FHRYh DA Luh et al
(2015)& QIBAF AAEE et AAUQAPL ZHe7] A% HAEAL
A7 AWSTh ole] ojgrEEe] g FAUAN, Azke] o
AU, 1en ATAS HHEEG wAd APATE 1IW T,
AU Sadae  9dow AN AR AR, 484,
HEAGA WSW, A BAR, ABE b BE, WY, o,
A7wd, 2Hn Hed w5 97b Ado FHeh o] FeAAE
A%, AU 0, A4 BG4 2aF PAUANY Fo
stelatdelata sedtd, EALS AL A= BE, 45A4ES B
sew, ey B Bl /s fI4% Busel gon, YA
q

wEolg FAUANS ol e ST wEH I, AL, 25, 3
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] o] Fof
HAHE AFrol7]ef, A Fo] Ao zgE 4 9l AISAC tiYlsr]+=

. (2016)2 Yoyt AgYAA e MNES

AEAE oo]dES A& ko] wiFel wWegow st AREAReL
Ao 285k A &A1 A= A= Ao 2 Aoy A
B 7= Z 4] (Companion technology) 2 7Id< Hatfield

A Fstitt. o] %
(2008) 8} Yang and Hung (2015)9] = vl oz A9
R PRI 7 (Intimacy) =

TG, f5e A 13

et al.
Al (Commitment), 212

A2

T

ol 2+ (Attachment),
st oAl fFolE Aoy,

FAShE 714 8Qle ek, WS AMgets wA e dAz
el AAde ovldth 12y Kim et al. (2016) 2 AFSARE #2448

o
oX,
)
o,

W83t th= kA 7F Q). Hall

%84 (Reciprocity), ©°llo]ZA] (Agency),

FAH4 (Similarity), =712 (Enjoyment), A A % E-2 (Instrumental aid),

YA} A% (Communication) 8] 6742 &8}l T3k, Sk oo " E 2]
AQUaAAe] fa AFst Kim (2017)S HAgYAAE S =1 A

Dyl olobr|E suAe PEE FA FPsHAth ok (2020)9
ATE olF YA FW, wRA W, A4 SHoR RRa
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D@ AAZA AIAYAA (Affective companionship)

o A%, AHEATE el

AUy 494 3

o)

(intimacy)

o)A (affection) o] & A}&=}7} thArol A

TR otY, 2020).

o
e

0zt

ol

—_
fite)

g4t o

dME

Jolut

3
) 8 T (attractiveness) @ thAro)

AgATE e 7

o
.

&%+ (empathy)

oIvji}
29 e19]

T,

g 9uls

9=

P
T

Mo

Elasige

[e)
ARy

SHA

ATME T8

(2016) ¢

Kim et al.

R

o
ohs

g

s

ojiy
;OO

Mw.o

@ 53 A9 A4 (Interactive companionship)

ol Hsfjuiddel sl

2
241 9)

e Z7AQ

Aol E

L
(¢}

ARG Q15

[e)
R

2914

ATt

ool M E o A

Aoz, AL AFA%S

s

¢

ojy

i

3

j—

0

"
oy
;O._

0|

24

A

o} (Buhrmester & Furman, 1987).

s

o]

o,

F71 o

5]

3 BaE )

el

E I

t}(Damon, 1979).
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delA o & d43s =7le A e® YEsTH(Kobler et al., 2010).

Aot (20209 A& nHRA HAUANE AFEASE i 9
FolQIZkel A E T, Zpob AR, AR,
484, AHFAY, a8z ¥H Fosr FAgHEYgn Stk Ao}
W7t (self—disclosure) o] & A2 222 E £Z6HA o] =11 Ho=
Tk #™st Aolw,  {fAMI (similarity) ol gF AREAFRF W] 5zdh
¥}

BAAE D RAR BHOE 2BR + B dvacdh

2
fol
K
Sl
lo
=

o

hal

)

>
o

o

47 (proximity) o] & AFE-AFSE}E thido] Zhrko] wRE & QleEA ofFg)
HH ¥, X%A (duration in relationship) & AFEAF7} tiAta) x|&4 07
WFS = deEA, gz AEHHoRE wHsta ALAd fidt 2910t}
e o 2 - ZF (common activities) & A, AFEA} oAl A
=
=

Ae A8e A T 5+ A=A B8 S,

npA Rt e 2 VA AU AN AFEAE EAls ColHEE F3l
78 Eee W AdeAe #Es SHolt. wE ARATE
AFA 5 oo]dES] =524 A X|(Instrumental support) 2] T4l tf3l
3 Z38F ok (Gelbrich et al,, 2020; Holzwarth et al.,, 2006; Ng &
Wakenshaw, 2017). =, AF&A7} 2p4lo] @fjof sk ol et R}
s QleA oFe yAd
%

* =
AAIAHELY Q¥ A5 ofo]dES & 9w F7|F AA [FHo ul$
=

2|

7154 U2 AA, 784, AYddez 49 A A (support) &
A2 oS AAA 3 FebFar Aosk=Ae  FAHEH,
2 (usefulness) & tAto] A& oAl ES = ZlQl7}o] gt Aol

4 2



A £/ (dignity) & thAilo] A

ojtk (- ok, 2020).

Abe 1 gkt
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2. AISAY] AZd MulA F43 AgUAA 49 B4

AISA7F  HAIjYAJoezAel &S A Hel uw, olsE&
AdYAoz QXA HE FEF J
5= oy mekA HIgYAAdS A5k fElA AISAZE oW st

S A solor st His Loh Bask Ak

=
4% MAUES Helof & 40

Muls FdE 7HA

gl o8 FHEvdr sidlen, S, IS T AR WAA
S71E Qs SEdn

=A%, AA E B, g sol AU Fod dFE v
3t} Martelaro et al. (2016) = Z 3o st AlF el =

AREAFE] A7 mEo]l AU AN FFS wHvka Stk ESE, Morita
et al. (2020) = A H] 2 259 #4143 (Assurance),
HE-8-A (Responsiveness), 434 224 (Entertainment factor)”7} AJH]X
25 it =3 FAAQ HEE RS SF3ith Lee et al
(2017)&  AntER 71716 o8| AREAPE QIAlEkE AFSE] A A7)
AutEE 7171 sk AYAel SA-AQ FF¥Fe vt skl
AbRFES AT, 5, 7S B ofyRt MY Wl AREARSE A HH o R
B AgetE AvER 770 dEiM R ARRA BAE Y dna
T, ol AREAE dolw ARA AXE JASHAl sk
ARUAN S =714 st sQith AR #etel AlE, &% 3,
WA 2 AR AXZE AU Fod TS
X = Aoz YERG T (Kim et al, 2016). %k oYz}, Song et al.
(2022) = ATF oANAHES A% &84 (Performance efficacy) <

A AWES Aol GFe mAM, o= AgA] WA
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L4 ol Ay A
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=gt a8y

X

EERERE

o=
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T3] =

o3 BEL
dF=

f(sj]:

P Al

5|

A A7}

2016).

Aolth(Kim et al.,

24549

ol

»AO

AISASL A+

=]
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3. HAYAANTY &v|A FFIE 749 BA

i
2 & AHHoRE O ARG V&S AMEE

JE7b &S Lerh(Bhattacherjee, 2001). AHAHES F8°] o|F

Al A WSk Ao®, 278 FE o]Fol AR VNt A%
ARG RS AR AAGAI ol AAel Adstal, AR|AY

Fishbein (1963) 2] 7|tf—7}x]o] & (Theory of Expectance Value) ©l
HEw WS AEARR Lo JFe vRY &lvh. mEgh ARS A
FEFI AEAE SR Abolell= FovE A (+) 9 AuaAZE v AFS A

J2tet= T AlEEo]l ARRAE VEs

ojmgitty, fEwE ofyz, AMB]A AlFAFe}
= = 7FE W, AREARE AHlAe] o
AEAME 27 moRItH(E T & A9, 2016). AISAel st

ASAgOEE AR P7HoR FASD Bse W Fad Hs

o
o%
o
>
o
>
N
N
Ol'
2
.

FE
2
=
@
5
o
@,
92}
o
5
jab)
5
a.

Tl HAYAN Y T d& AFsA T
Aboud (1999)+= Aol X Z

—
i
=
ox
lo
K
X
&=
o,
rlr
i
H
i
Q,
>
=
=
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A 4 A AISAS A3+ A5 L &

Rzepka and Berger (2018)7} Algtet HCI ZgdHFe] w=
ARGARS] THQ1A SAdol whel AJARlRe] Ao akg ool dekd ¢ St
AISAx= 1 As clo]dER, QIgto] ofyl EAo7] el AISA%EY
ARl - NAM anjake] ARk A3 AR o] weE g eg o
Fgol WA depA A dotr= Aol T2

Mills and Morris(1992)= AF812 248 S5 A2 Aux
A= flsk] nA=3 st JEE neels T oAl Wd FaE
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o
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lar, AAZke] o]k AFYA Aol 715 EAS ov]stt}(Kannan et al.,

2001). £kl W BErlE sbow s Al AHAE AuAR SelF
Ak Aol A%Holn HAHew Auam olgd o,

AR oR A sbssdl gomM BYY, dedom A
A

Wk Pl YEglol f7)E # oA Foke. W X7 B H
Zolurk Yy B 2N W A4S A7 ¥ @iy § FE

=0 ALRS A FA 7] 7. (A2, 254, ofshed)

7] Ao g Bo] i, FHA WEE Mo g7 HA
Mz FOA dAg BuF 7 FEel EYE W o747 FHop

Hi Al wists) FA7EE o)A ojmjrélm FolHm YL H

o

(HR:2) GAE MY Aoke WA gt A 2 FEY A g

(AFE)3, 314, B AAR
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HS Y S AEAE UE el L gAY 2 AEAE

)7Lk o HapA g 7 i X 2ore. (A1, 30, v AR

FE/golst AISASH &5 sk A 2nAE EAwE 270
AEE wenh 438 91(2006)= olFE AREAE AR|A ARgel Fvls

=
g =7 BYsE Anen stk A4S TR AL A

Apv] 9
Fgl FLF JTL AL MR, 1A AFH FE FEAAFD
3378 AEZ olmi Q9lolth ER, FIMS LuAst MEw Buw

s A3k I Ayt AR oloAx dyEtE AbE A9
AAE EAR Ao AzsA At (Davis, 1989).
SHIAFES AISASE JEadsiy 7e4 Sw Rk ofyzt et

Swo] dAAE FoAdh B Bol, AISAIA BakE 4 u ojww
el e Zldisks vhee ZbAul, AISAZE AAH et 5714L
& Fa WA

= ot HAHoAM dA S AISASl F3]4do] AISASH ¥

[e]
S LS

il

o}
H
fuste @ Wnha Sk F, Al AISAS 9
o}
=
_]

oft m
ox
Ol
o
X
o}
rlr
=
ofy
ko
&L
18
sk
o
ol
o

= T A

“Grio] JJojH= AE Yole. AAG = d AN S
Dt e, ofw ofrlE wepdnr i FFAAL (S, 26,
551 )
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vEzLo mo gl dujo] ozl px]e] wli) 9ol A7} Al el
A old wi= fE APFE o]lm o] wji= ‘Xi= ofHEler o]¢l

Koz 7] FjEe] w2 ojHx e & YL (1l 50,

ALS) B o] £fgkslE Ao A% ook sk Hi A opL.”

AFeE12, 36, AIZF AR

W oEpH? oJEl ojde FES 4 w2 g Fe

AEIo]A O TjEfefar HojAR.” (AFH13, 26, A

7 A=

2471 w2 (Self—disclousre) o] & EFClof Al =Fale] 7A A o)1 AFZ Q]
JH (personal information) & Z#u Mol 95 ou|stti(Archer,
1980). wiel ¥AIE HiE GARAEC]l AR did FRE dojHow
weksta FfakHA ARz e 7S A= Ae rlekH (Tolstedt
& Stokes, 1984), #Akalel stk o] Amel wep Wzl At
P, w3 AR Ao Ago] thal d+t%F Ho et al. (2018)9]

(02

ATE AGAY AeFol FWE, FPE 5L FAA/L PAA
Mg FHMOR WekAUTk Stk AL geske 47} A el
gate Bal AgAA AURFE oA ha AT 2L wAE 2
S QAT oldF A A% By Al BEA4ES Wi
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Sk EoE Q9o AR[AHES Aty @i AL 2] AISACAE
Anle] Aol RIATE Azt JFSE FOEA O > FEY
A7 w=ES olEHo A} (Lucas et al., 2014).

SHAES AFS tiE wjEuk AISACNAl Apalel]l gk g 1.9

Al 7S] BE AN wmelt FEYA 5L o &
_]

Al
= hl
FAAoR wE 4 vt WA AISAE AsHn alt. e

L
N
ko
I
3,
L
%Y

=AY AH 2EY o]wEEx? o]l F i

TAE L EF e FEE g 7 gl (A2, 254, T gEY)

WgE & BAFE AFEYE Ao] YL W, FFH WES iz Y2
W olzk AeEl Zapin] AISAAE HA & 7 2ol ()3,

314, 2 AL

g B e dolE Hul FEFE F o0 $9

|G Eepis A o Heprs Yate] 900027 (A8, 26, tjieY)

8) ¥34
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78/ (fairness) ol A37F el#olu Attt AAA= AEE
1] &tk (Bolton et al., 2003). ¥7d4do] Aol® AMu|Aes AH|AE §fo
AT $HE BYYLoTIH MUIAE AlFsts LAl st FF A<l
HEE 23kt (Frow et al, 2011; Nguyen, 2012).

MRS AISASE AEAEd o AAle ddekH ekom,

e AR gAS WA devar A4S olHd e

ol

1o

Zosttta w3l AaAT (Hancock et al., 2020; 3o}, 2020; uF&o} ¢,
2019) ¢} & A&H #eko] Erpgsirlel #HeA diEg 5 9l
) AI= HolEHZ 7|ulo g < yg o

A ke Wgo] W YL} ofFE Be Al
A Hid, AReE HEYYE ARE A% A7 o 28 Y
Bojure oijE ES Adole. FEue ey Hz 7 A5

Yol Hiu, o7} of @A HXo] tfer ZFo] T AEEHE FH ol (A8,
26, &)

AR HEE o YEHNFUY, FIYOl Ut A P

AFe)9, 24, )

Al F B gorr 238 AFTHE RoE § 22
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A= 7f

3

/7 1] X¥E o]oF7]

15y

ofEl oj7]E

o] glagers.

7

1z
Tt

-

ofR." (AFH12, 36, A|7F FAR

Al
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o & 7] E & 7 8o/, (AFF15, 30, 2R

ofopZ|i= & = Qi A 2o, 2

=
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Mo ™ B e M Q] W W R WX O T oy WX
T WX OH IR YZRF M =
P M ooE T X T FT N T N e B Mo
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AISAE QIZHY} o] fste Aol lglon, Aoz UHst BAE
WS oF = At AR FL QI7ke] uH3 EXHoR oAA A vl
1 Al 7)ol g&EE e mEl AISA Eg AAAsS A

r
2
~

=
Hom, <goerL  AISAE  HETel  Slol A9
AAYTLoE & Zlor AlREY. Al ddE o9 A
o

2L

ui -3
dlo

W Be GopEruiy U W7 o8, W} 4FEaE P o
Gopgers Yoz HEe s i #¥E olddti dgeti Y7

F0/4 O YEIEo] i AAY =AA R A6, 50, YR AFFE)

WP Yer 2AE W FF] ozt HEE S AFHE A2,
£§3] Aely HE AFEE o] PIAHEL = ek, i 7L

GopEr ol Hi £elE F w7} YoL.L.” A7, 50, Yk AFFF)

7S E®

L

g u) AP 2ol =AHL. o oled 2y ok
ojil A= Eet gEo] mANE SEHE & a7 Y7} GusA)
A AL W ARHY ALF WS YpF A vhge] #oly ©f
ga)Fz A, o]d Ydd HFel ALl AL’ (9, 24,

3 )
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10) A=A

HlAgAgolst ARgAre] HolHu i3l Wg& 7]skA Xskar w9

2
A
o,
)
e
rir
>
o
1o
=
o
k)
=z
r‘g_.l
o,
o
S
O
—
e
10
rO
al
2
k)
[t
g

AFEy A R SRARS ANt B st AbgRe)

ARE A1 A% A V1o Fake e ABagh ok Al
A FPES DolFo] AFAEE Eolt AoE vhehgow, amast

AbstA digks: olofud = QA sk 2<loldth. 53], AlgelAl
oleb7|et7] Anele wEt FAY Aot FEs =4

AISAS] HAHA o] o =4 37} o=

HHE Sdolth

s
rlr
pav
|o

Ao gjole ELzh B gfstr] HEQ. 2 | An 7} glofof

A ARSE 7 Yl A HolR. (A4, 25, i SlEY)

7okl H YEC] Fpe] dEe] HA s AeA Held
FEEO] §lolR. ofFo] #A FEFE vE Yo] HevzL" (A5, 27,
d)

<
5
2y

W FFS ARUE I AN R, A AFY] Yoz
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)9 gapgore. a4 o &3k Wil DE 7 defe. (L,

30, YEF AFFEZR)

1) 384

AISA= QIZE coJdEe] wlsf sttt 53T AZ disiM=
A7 9l o}, Westar HEE-AQl Ao thdl AISAE 7o) HlE QLF7)

0
bl
Ol

o
é

:(I)L_"
(b

o

b g e AAol An. avAEE AFA o
ESTE JAAEY HHEE AlFEtH (Barry & Crant, 2000), #HAlE]
TAE deetA e o AL FATL Al ARE AFEE 9L
Ad5go] Qltkal A2 stk (Clokie & Fourie, 2016). T8t 714 o o] A E 7}
AeAo] FolAdLE AMEAEL 5 HHolu AF A< 3=
Z717 ¥ (Godey et al., 2016)
SHAEL Ao FEALel {7 AF A Ao djw
e ERSgEd, olsh WiE AISAE AEar] wEe] dsshe

3, MeEs FHIAY HAES SIFss 5 239
|

=
=
ol He WHoE &£Fds Zlo] 2HAE IAEs

Y
o
Hl
2 L
Au)
30
)

AA7F glom 7]
dEdS SIS S & 7 AT AISAS A A&H|ARe
AN E TV H, T80 R 44 HER olEtt

wpgro] sl U HTE Yn, Ed JRE 2eF oE e
A= 28 A gels. mER FHEA AHEE HFHAL (112
36, A|ZF HAR
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wpgely SE eFAl Hol YAL. PEHY 2L FPe IE
ojajal FE HeaE WE Uz, A DL RYoHFlq F ol 4 W
FolBl FPE A AR FFG 277 A9 gl (a4, 31,

3R

X

ARE 100% FFA . vES FEoH o HUrp. FHES F 2

efofE= FoF floj k. (AFe15, 30, 3 AAE

FaAL 2uRe] AP AISAE wigAHow W= 7B F2o3
£ 3hyolt). Parasuraman et al. (2005)2 @84S 17219 HA I}
Aol E AT 9 &8 AHAHdor Ayt &, asAdS

2%
LGIgolM 2o He= AP Ee kS AaAFTE Aol & ¢
T4

gtk Aaele] M= AulAEe] Lokl Mg AHgeE FE ol
AL Az ger wFolu, &Il Aold A ;A A

g 4 At (Khan et al., 2015; Ranganathan & Ganapathy, 2002).

WA, AISAE AREARS] AIRES Bu g 8408 AR ¢ Q=% S

SYAES WE A7 gl thaE WY F Ak el o wEuL



AR FFS WE gelde. ke BH 2 4 Fojuv
Hopum GalFE, RS MEL YA E GHAL. (e, 25

56l )

Wk Fo] AY Fope. et BHw gy PYH IS0
UAE H, WA §E HFY A dFE 7 Yol ASH X

#ofR.” (A9, 24, tfsEY)

‘T)gpe] WELe. AFERS W H Folud 9 45 Hol i)

A3t Jao] el o7 gi3prp we] JYHR.” (12, 36, AZE FAR)

HIE o YFA, FIYLNA WE FoJH U JLrH FHolE
c}
| =4

= 9lo= o] Fojx] ALLEEA FHQ. Q&S FEUF mjFEo]



ogo] Ui =Ey, RS el @ 7 gloj FolR.r (AHE2, 25,

s

w32 )

AR et AU @ g HL. MEW g 7 Aol A
25 g¥e o we & 7 ) 9, AL ngS Foji ASFOE

o AejE g 7 910].R.” (AHS, 26, tfSEY)

“glai= e Eol 74 o] Ho]A, o 55 #@ W9 FHE
AR AZA B} Hiv), iz FEHY doke 4 F 7 Yo7

F9 W=z FEI Z gore.” (a0, 28, Uk A

o
i
=
)
ol
e
o
o,
T
32
i)
oX,
oX
12
9,
1
ﬂl
:°.=
>
wn
>
1o,
>
E
E{H
()
flo
ol

A
F4 E3 Fast elow Ty, AHAES AISAVE HAA,

4, BN, BAH B9 WA FAS FE ANA EHE
Fode Axaar

ofeldt 127k AMulA~ F4- FolA AISAS FAA, 274,

8 2
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Z2H]Z7F AISAC]

LFERSL O T,

FEEAA

o BFA Aol A

o
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ofel, tt
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ol
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214

2H| AL
[ RS R
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A 4 AT 2: AISA 9] g Au|A FQo
AU AN FFI 5o v T Azt
N52g &7 BE ol

B golt A4A ATelN BAHoR g & o2 uES
slgow sl FWE AISA AZR Aula Fdol AMUAND &n)H
3} 9)

=
e vAE WAUZES wend Hgth debt, A
&

HEAE &T D ALY FEFE F77F oleld WAUZe vHE
GPs AFHoz AFHuA Ytk ool wek ¥ Ay YA
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AFEA 1. AISAS X Zte AMujA FH-o] Ay m A= o

sl ol
ATFEA 2. AFUAHo] AISA AEALLO Lo m|x=

o},

ATEA 3. AHYAN I AISA AHARE = 7He] #A

HEAG T v AL Gl

£
:?L_',
{12
9
(e
kv
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E 4-1>3

Fdgu
<E 4-1> F8 89 474 49
Nd 223 A =
APEA7E e o A3 AE
715 7Nt 2 i3
= o= Lukosius &
AISA AEFHo|AE F3
. - L Hyman
(AI shopping agent) AAPOEZAN a8 (2019)
A Be T7Y ArdAleld
A E Qo
12 FAA 2H AL 2 ol At Bateson
. sl 7FA 3L vkal =7)+=
(Perceived control) =49 Hw (1985)
| ZVE A 7= A ~
]“1 . =20 ]‘o o AISA7]‘ él}q ;f:'jX]’oﬂ EH Gunning ot
(Perceived o17Fo] ol& et & 9=
T OISNE T oM al. (2019)
explainability) A 7 A= A
A7 E An EEA
]ﬁ(P o ZT ° AISA7} Zeu)ztell Al 2@ Gao &
creeme ARE el Ey Koufaris
information
A (2006)
richness)

A7+ 2 AISA7} Etgsta Belch &
(Perceived ARE ddsta & Belch
sincerity) e R E=A R g o ey S A (2004)

AlFA SIS
Oiﬂloﬂfﬂb} AISA = Kannan et
al. (2001)

A2kl B
(Perceived ubiquity)

74%147%101 o] 7}
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A 2+E {34
(Perceived

enjoyment)

71349 9/]

= [}

(2006)

A1

(Companionship)

Jang
(2016)

A2 Ay A
(Affective

companionship)

Kim et al.
(2016)

w5 A
(Interactive

companionship)

Buhrmester

& Furman
(1987)

7154 Ay A
(Functional

companionship)

Jang
(2016)

QAZF Aozg &4
(Need for human

interaction)

Dabholkar
& Bagozzi
(2002)

Al FH| %

(Al readiness)

Chiu et al.
(2021)

AISA A EAHES =
(AISA continuous

usage intention)

Cheng &
Jiang
(2020)




A 22 a7y 2L A%

1. 7Fd AA

1) AISAS] A4 AMu|2& FHo] AU wA= 9%

b
Rl

Aol 4H|ATE MuE| A oy Ao die] ZRA A Uk
7= A S 9u|dtth(Bateson, 1985). AISAE <I7F )
g Ao ool JiYdE shAl ¢kom, AMAE BAHES THA L
AHgAolal HA o R &S SHAlE weth v AfelAl B et (sales
pressure) S T A AH[AFS] AEC] Ao sk 9 oR A4 HH,
ARle] g o FAZE FaATIL AUIAeR e o
b A abA] ¢k AdE 29T F Ath(Clee & Wicklund, 1980). ¥HA,
AISASL A sAAES &8sk 22 4auA7E Fa7ke] 283 7hY]
Aol Apale] st dilE WA ¥ES T 4 dvkar A s
AISA7} &3 I olA Ao AHe4d S Baserta 324w AnjRb=
A2l A #Hekgl(psychological comfort) S =74
sty g oz, =9, wEE 9 A e A4

S tH(Brown et al., 2014; Gaur et al., 2009). Ao =E Q3] A=
Age =7le A AHAR st He] &S AASTIL EeErha

ofd Zlolw, uAFe] BAE Al st Adge BAdshs
°f

o
_VLI

i,
s
=
o
s
k=
=
o



e 7Hde]l =EEH .

A%

7}

W4 1-1. A

Fo}. AISA7}

ks
T

3

Tw

o=

2 Ay 449
qH

NEEE

=
=

Eis

oA AlFel of

7}

[e]

BSOS

wWoFde] Ak olw

ojiy
%

TA 8
Btk uglA  AIZE o9

CREK

kil

s

ol A
HEs

7HAI v 2

R

=
=4

0
X
e

il

3

ol

=y

JJJ

Mo

E]l_

HH
Rl

=5 o] ¥t (Shin, 2021).

371

i Ke)
=

7NA sk,
St

j
ks

5 = o
Y o= =

(?l_

]

I

(rapport),

= 7h w2 An Al Al

9]

Ay
i

tol= A, A9z, 2

d|

Vg A=

t} (Ehsan

zosl 48

webd AISAZE Zu|47) o]

| g o]

2019).

o= 53]

& Ried],

el

89



H=Au,

el Al Az Es e FA

ZHA AL g E Y

ek

1)

o]

Hlo
)

file)

Ho

i
JXlo
)
iz
Mo

)

Aol

A

ZH] A2

S

)

Jol
o A o]Fojef we}l, AISA7F 7o A

=
[}

Tk A5 7t

o

o}

0
)
i)

W
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S

Skl

o]

)

1o

X
Mo

ST
h=)

1t} (Bech et al., 2019). A%

2~ o
T

o
e

(2011)

sttt Pu et al.

<]

o

Gl

M2 7= A=

gAY S s )

Hgdos

NEE RS

AR

SR ] )
T‘l‘/‘é huy

B

4

w2k AISA 2]

ol
Ho

ofiy
N
J]
).

o

Zolm, AREAZE ool E g}

W 1-3. A7 AR S Ay ddel 44 9dF= A Aotk
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qge g ARATN  wede 8y gzeew

sl AT FESA s ol FHAC

o]o] Xt} (Beatty et al, 1996; Romdn & Ruiz, 2005). ¥4t opz}

2474, W, a8l AT e wlg =2 93-S 7 H Y (Gountas et al.,
2011). AISA7F &B|Rfel Al ARLS tAY sk &a, st
A= A QA AFs= AL AHARRE o AISAe]  tigh

A4 B7HE WEA & Ao, o= AISAC thd fuifoe® o]ojd

Fastth, MHIAE AFsts Ado] FAE A 1A ¥4
o] Ause] BuEc: ARE

AISAS] AAEL 7ol AFshs AnlAa F4& Fdstd 5 glon,
ol TFAoR 1A WHEE ¥4Y & SUth(Ashfagq et al, 2020).
HAAYE A AAE A AR AZshs dEAgAo] FobAH
e =9 AYS 2T F )t (Waizenegger et al.,, 2020). &H] &7}
AA oltiAuk AISAel A 7besttha AZthd AISAClA =24,
How JMAl =AZA Folw, ol AHAE stolg AAUANS

A
=

b
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4% Gursoy et al.(2019)= 178o] AI 7]7]9 thst =4
S717F A& W, Al 71715 ARgetd ApAle Q1A dAdolv MRS F
S5 THAA 2AAA dEYe & 5 V] Wi, #HEA w715 7R
IANEL AL 717] Abgell st S84 HEE 7H 7heAol svka gl
v ok A AFEALSY] WS olEHo] Ul Fo% Qaclolw, AR
71e AREo] dist WA F7]E Host}d (Bitner, 1990; Meuter et al.,
2000). Hosseini et al. (2017)+ AH&AE A& Zdske 2X& S
Aztete F3dS 2RY FA4ste YA dFS vAeE F
Qlolgbar  wETh EF, IAEH EAES AYA 2Rl o
AP EE EolH, AISAE Ed AZshs EAw AISASH Y

.
BAE WaA s AgAe WE $/% Begon ot Ed,
¥
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2) ARYAH] AISA AEAR = wA= 9T

A JAPsta, dE oldo] HE= AHEA fFoldAlvE AR CH
AL AUl AFAE AR Al 2@ W42 4 4 A (Goodwin
Gremler, 1996). Ki et al. (20200 <2¥FX%5 7Hein]A 2}t

LA (para—friendship) ol W&l AFstg=d, AEAE=E AFA S

N K

Mot et AT AL ARgxfo] tfdt 7HA A o8yt #ElEw @A b
gddtn st A3A% AANATL AeAE 9gew olslal,
e s o Wol IFETFH AREAe) JdEAls JHIEA 1HY
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7]—11.1‘, APst {FojAAE
Ltol7}, Lin and Hsieh (2011) 9] 9= A A
e AFerR =, 2H A7 Au A AR AFE A A7 a3
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Aere 2= mAe oXE Z7MA 71t (Kelley et al.,, 1992). gl
ofel, AMulx AlFxtet fFAAIE FAdstn AHEE M o, AFEAE
Ay 2ol gk A EHARE S ET FoltHE T & YA, 2016). o], &
A= AUAN ] AISA AHARE o] A0 &S v F A=
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0.746

& A=A olelE
Att.
AISA= Y8 8tstAl 27

+ 9k

0.703

2  AHAYaA

= A
AT T o] AAA HuUAdA, wwF A9y
AfUAA ] 370 ez FEHUT <FE 4-11>0 AAE npel o)
AAA AU AAd 2w, nRFZF AGYAJAN 285, 183 Vs
7

S|
AsfyAy 3EFoxE T 7Y wFoE FAHNAY. HAYUAA 9
s = 3l

5S4 Wl A=A HSES 9%kl Cronbach's o 3= &AsH

2
726~0.840 Alelo]l e Ho BT 0.70 ojAel Zow yeht uFH
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Qe AT 4 AT FE RE W) 2AFFo] 0.789~0.890
1

2k | Cron
N EA| P (®
g9l = i i (32 | bach’s
T 83
BAD
AL A a
AISAE W7 &A47F
A5 W UE 0.890
AT}
S AISAE= 7} A=
° sﬁéok o @maes | 0812 | 2.300 | 52859 | g.gap | 4808
AqYaA (32.859) (1.017)
AISAE W7 &A47F
AL o UE 0.809
AAF}
U= AISASH 94+
Ao A dojit=
Ao} A= 0.883
5 s I
ey |4 ST T L6870 23.857 0.796 3.720
Adyay | (56.716) (1.300)
U= AISA S} B]S=3F
AN wHE 0.789
AT},
4 AISA= =
| AREFE 7 0.851 | 1.611 | 23021 | o751 | 3782
Afyai (79.737) (1.250)
2o &=t}
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U= AISA S}

0.789
7Yzt =71t

3 &RA FFA=E

2HAF AFolwe fst HdES tAo R g QQl BAS AASH
A3}, AISA AEAFEo) el g AHAFEo e F Qow FEHUGY
<E 4-12>o]  AAE mkel o] AISA  AFEAEYgE 3EFgo=

TAEen, & wake] 84

tgoz 7t %3 wele Al
Sold A3 0. 904 o9 ¥ @S Kol BE UH A@He AT S
Qith e BE Wi geRaieko] 0.799~0.842 Atol9] & 7FA 1L

Cr =
@l on - g
29 73 ) IFA | #2H(%) | bach's | (ZF
° B o
@ A2h)
U= AISA7} Al 538k
& AMHl~% Al=d | 0.923
o go] 9lth.
AISA U= AISASH A%
=] &AL T K 0.920 | 2.519 | 83.976 | 0.904 | +616
WE3 Aot (1.178)
9%
U= AISAS] AB|AE
A& A A+ 0.906
ot}
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Mul s A de st

Al 712 AFEEA
AR e o 0.739

A A sE

{0

[e

REEEEET

H 1w

] 0.863
Aulag E3A Pk

ofo 10

ox o

R EEaEE
) T 0.844 30.724 3.098
o}t 2.151 0.791

B

do fob AL

o T

flo & =| ao rir

(66.708) (1.260)
10] Lol A

Al #HAS JHA= | 0.797
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Y
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ko
_0|L
v

121



S|
Confirmatory factor analysis)<> ©]&#<l ¥l slelA WFE 1HE
HAE v A & dHAA QREAS st Ae nlsig (AT,
2010). Normed x°*& 2° #& ARFER v vEE, 255 A7t
F0m3.0 o]stolH
CFI(Comparative  Fit  Index), GFI(Goodness—of—Fit Index),
NFI(Normed Fit Index), TLI(Tucker—Lewis Index) +
dnbzio® 90wt A9 ALt £ 0% Wolsdt. RMSEA (Root

>
et
rEI
S
S
|o
it
s
¥
30
o
i
[

A=

Mean Square Error of Approximation)= 72& A&%L9 &
sk o=z, giAIE 088y Zow AHAFLrE Frha 3 ¢ glrh(o]sh
& YAE, 2011).

2 A= HAYJIAE ALs 2E AFE 12 98 2 (first—
order construct model), & ZF FAMNFY SHAHTFEEZ FAAHE
nygow ARt HalyAdde A= 2x FANE 2 (second—
order construct model) 2 A3t =dl, ol HAYUANY FA71E0]
stel FAMEEY SANTER FAEHEe B
2011). 12k 7ANE EEe A9 zkdo] ZopAsE REo] Hibalx
AYFErt gropd & Sl ol Ak ey gt
B34 @E 2 (behavior modeD)S ®HE £ due AHE Zn
ATHEE, 2013). F=3 22 FA470dE & =

olalistAl siFaL, JiES sk oy Qs AAA] ReEs

o

ot
rlo
I

X,
=
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Ayl Aalydde seldAEgs dMd, wRd, Ve
Ay g e Estal 7lel, A 7 JAdaAE FE el 3l
g

4N 29E m=eke Aol A

—
Wi
2
—
oX,
=
uih)
22
v}
rlr
\]
Wi
2
-4

= 4 g skt ol AsYAAHS sHTFAMNE Y dA
o geold QeRAS ulz Ha3Fer)

YAdE FAH (formative) 22 FAAMNECZA Y
AR5 A F1A QdEAS AAEh 221 FAE BRES <1¥
4-5>9} zrom w3 AZF}L Af= 4 2/df: 2.488, NFI1:0.98, CFI1:0.99,
GFI1=0.98, TLI=0.97, RMSEA:0.067%, X3&o] =A3}tdlo] elx gt}
T3k 23 FAANE EEe AGUAAS dd Ao =r IS
Rl %/df:  2.966, NFI:0.84, CFI:0.89, GFI=0.76, TLI=0.87,
RMSEA:0.077) B389 A7 /AAEA7]e, 22 4719 Edo] Hu}
vlgkzl &helar kel

|CSl| |C52| |CSB|

<1y 4- 5> 23 FANE BPoRA AU HH QQlRA
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A 4= y%/df: 2.021, NFI:0.90, CFI:0.94, GFI=0.90, TLI=0.93,
RMSEA:0.056%, 30| Agtsto] ly i, &elzd QoliAs X33t

ED—w] OE T 2= v ;

%)—_H A EEE =7 T8 Tz =5 e
= o E== SR B2 G]
MesA 2T = U=S 8=
o — HEO] ST=2r O[op s Sry; ;
Zo[ 012 OfHE = FSy. T2E EErtey
ﬂ::)_-" = = el ] g2
A oHE = U
HZACE &2 22 HE 1
FEor 512 -lé:= = - FiE Hesey
et CEE A =)
EFE!"-'._F HEE 21_5{ =
@—:-- E._u = ;laﬂ i Eﬁ ﬂﬁﬂj EAE =D[i Eg' K=
@3—==TE E ZIEE 22 x|z wad
E15—m AT FA0s o= oI B2 %0 g4

i EERE G ENHE R FESEETA

- DA e HE= O FTs
il = = Yar T &= g
£3

€@3—
€[OOI 5 RH= 018 T ko

== =T = K2

00—

E)—= t—ﬂ?f;r-l&fu i
@—-‘_E“E_F'_x_f S s = 0l olhia Sy 7|25 234
EZ)—m- Jf=o==2 26

aro HESHE

20—
I ;= 1= HHEERUAL
(25— ks &

@_.-" = CHAl
@D e[ D UEOUE BAE R -
e

1
As 138 W k.
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<E 4— 14> SR g3t gz Qi
2 =3 ;i t-value | AVE | CR
CO1 0.822 —b
CO2 0.85 18.444
ZAA 0.93 10.97
CcO3 0.912 20.394
CO4 0.785 16.406
EX1 0.747 —b
EX2 0.744 13.217
A 714 0.90 |0.97
EX3 0.769 13.686
EX4 0.839 14.933
IR1 0.699 —b
IR2 0.691 11.466
AR THA 0.93 10.96
IR3 0.735 12.131
IR4 0.747 12.314
SI1 0.745 —b
SI2 0.808 14.036
AAA 0.93 10.98
SI3 0.743 12.931
SI4 0.771 13.407
UB1 0.847 —b
UB2 0.926 22.586
HAA 0.96 |0.99
UB3 0.87 20.366
UB4 0.764 16.498
834 EN1 0.898 —b 0.93 10.96
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EN2 0.927 26.656
EN3 0.862 22.594
EN4 0.82 20.377
R X CAl 0.838 14.038
c 1% 0.94 |0.97
HeyAdH CA2 0.717 —b
=R CI1 0.745 —b
e 0.92 |0.96
AU A CI2 0.766 13.241
CS1 0.717 —b
7153 CS2 0.891 15.205 0.92 |0.97
AAYAA ' ' ' '
CS3 0.798 13.789
CuUIl 0.888 —b
AISA CUI2 0.881 22.171 0.94 |0.98
R &AL 2| = ' ' ' '
CUI3 0.847 20.625
AIe x2/df: 2.021, NFI:0.90, CFI:0.94, GFI=0.90,
A4 TLI=0.93, RMSEA:0.056

a) ®FsE ARl eQFarEe B FAHCR o3 (p<.000)

A
b) B]Z 39 A< (unstandardized estimates) S 12 14, t3te] T&5 A 42
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Rsi=

3

validity) ol <] 3|

mm
A+

)

il
al
JﬁNO
Al
1)

?_

B/

, 2011). &

PR

]

o] Fohaith(e] a4 & ¢

d

R

T EAFZEX] 4 (AVE: Average

ﬁo

22|

%)
Mﬂ

fi%e)
Njo
h\!

ojpy

ol
N2

k

Variance Extracted) @3 7@ % (CR: Construct Reliability)

ol

ﬁo

B
file)

-
o

t} (Fornell & Larcker, 1981).

ki3

o]

%]

7N

o7 Xt} (Anderson & Gerbing,

1981),

& Larcker,

ol (Fornell

<E 4-

1988).

A

-
R

By 7

AR kel zol

14> 0] A
0.90~0.96%

s

o] AT ATt

0

o

A

gl

Y

/Bdelt}. Fornell and Larcker (1981)&

ol

=
-

T EAFEU(AVE) ©]

Ry
[¢]

el

=)

1

4—15>¢] AAE nmpe} 7o)

<3

o
pu

A E3(AVE)

ﬁo

H At: Aol

127



L CO EX IR SI UB | EN CA CI CS CUI

IR 0.45 | 0.34 | 0.93
SI 0.35 | 0.36 | 0.48 | 0.93
UB 0.45 | 0.37 | 0.50 | 0.37 | 0.96
EN 0.17 | 0.34 | 0.16 | 0.11 | 0.15 | 0.93
CA 0.13 | 0.32 | 0.17 | 0.07 | 0.15 | 0.77 | 0.94
CI 0.11 | 0.35 | 0.16 | 0.09 | 0.14 | 0.69 | 0.85 | 0.92
CS 0.54 | 0.57 | 0.42 | 0.29 | 0.54 | 0.26 | 0.29 | 0.25 | 0.92
CUI | 036 | 0.39 | 042 | 0.25 | 0.41 | 0.44 | 0.46 | 0.50 | 0.57 | 0.94

) W] FEAFE3 (AVE)
b) F W 3 AeAT Al
A7+ E A3 Control(CO); A Zt¥l A7k Explainability (EX); *Zt€ H R
%73 Information richness(IR); *|Z}gl A Ubiquity (UB); AZte 147!
Sincerity (SI); AZ+¥ +3]4: Enjoyment(EN)]; AAA FHAAYAA: Affective
Companionship(CA); 7% Ay A4 Interactive Companionship (CI); 7154

AW YAA:  Functional Companionship(CS); AISA AEHAFEE:  AISA

continuous usage intention (CUI)

128



g

o

E

o
=

» || v
=& ||t
e X ]
o
\\ /

SI2

:‘
=z
o

i

| UB3 |~

RS
N\

UB4

ENI

N\

m
2
=

: r’i

Z |2 || Z&
(RIS
\‘.\ /
\/

0.17+*

0.45%%x

N R Ao |

S AASEY. HAEE B AFY FRRYPYS

<% 4

=zl

S AISAA JAAEF= AH]

=4 a7

>
o

iy
o

{

rir

oAwdt JF= m

(e}

AN

I84-7>7

rom

—16>¢} gk FREP] AP AFE

CI1 || CI2 CS1||CS2
./ <
\ / N
/ \
/ ,,> A
) ( ’ sH
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<GE 4- 16> AFEYe) st A2RE A5
AU A B t—value | A= F
Hi-1 278 A4 0.17" | 3.075 A
H1-2 x7td A%7bs74d | 0.33™ | 2.467 A
H1-3 AZ% g5 %4 | 0.34° | 1.858 A
Aoy A4
Hl1-4 A7tg @44 -0.06 | —1.280 712}
H1-5 A7t #AA4 0.24™ | 4.411 2l
H1-6 #A2te 34 0.45™ | 9.189 N
X]:AI}SQQ]E H2 A A4 0.86™ | 12.334 N

o
ki

A

x ?/df: 2.299, NFI:0.90, CFI1:0.92, GFI1=0.91,
TLI=0.91, RMSEA:0.063

T p<.001 Tt p<.01 Tt p.05

130



Mula FAQd FAA, AW, AR S, JAA, AN, 7340

Aoy e vAs ¢S AR 7 A3, FAG (8 =017, p <

0.01), d¥7Fsd (B = 0.33, p < 0.000), & FHFAH(B = 0.34, p <
(8

0.05), AL (B = 0.24, p < 0.000), F3A (8 = 0.45, p < 0.000)
B Ay dye] Ao w {23 JFS vA= AoE yEETh vk
A4 = —0.06, p > 0.05)2 HopAHel Fejgt FFS v A
LTt oo 7}d 1-1,1-2, 1-3, 1-5, 1-60°] AEER oY, 714 1-
4 7171 vk

oleld A AISAY AZE Aulx FA F AU 27 BE
de FANE 23, woidel ANE WaHAAY PHe FA v

=2 w) AHARE AISACA FeiydAdE =74 Fual A 5l

¢

Wk ok el AISAZE &BlAbelAl Al st gt golu 3o At 5ol
2BAE stolm AWe] Jhesta ofsid = kil A A, Fet
FHE Awera =2 o o fods =2 olEs duA 54
9ol % 2HAZE AA] UM E AISASY AFHEE F Qe F =
AAUAE S 27 sk 29191 Zlo] ST 737442 Al A el
et dF= W g Awa Fd T b AR 9= A
Aoz  uehgth  &HAES AISASE AEAEsE Zlo] &AL
ATl =2 W Py Al s sl =xtal = 4 gl Wb,
A2 AWl frofdt 9Fs wAA Kk doR e

HE=E 7Fx a1 A sA sk Flo] s astthal ¥ kvh(Belch & Belch,
2004). 2#} AISAS] ASo= Av|AoA FAAAS 7HA = Ao =&
AISAC] T3t AYAN S =7]+= Aoz AAEA 4SS v gt}
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mprlgto 2 Asyelsde]  AISA A EAE LY wAE JIFES
AFsAth AAYANLS AISA AHZAEAZe Fo8 HH JFS
n 2= Aoz YERGTH(B = 0.86,p <0.000). o] 714 27} A A FH T}
AU AISAC] & =7= AXA, wad 754 98 =33
Ao olyd FuirsS =4 w Lu|AE= AISAS A&HHOR wHIH
AISA7} Algstes the AHlAE AFstaa st 59 AHAE

Hol= Zow HNT 5 Ytk
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2 BAelME AEAl 33 #Este] amake] 1A AE)
Akl Az Ag So] wEl FHayAAol AISA A HARE O
A= gE&E el aolzt gleAlel el ASstaAt skt ofel i A

Avpgth FRAEA(ANCOVA)OIR ShMsrt F&mse] v

+H|E+ Parasuraman (2000)9] 7|& FH|EOA wHA"E Jgo=,

ko) (Caison et al.,, 2008). ©e AdAF+= Al FHIE7F Al 7|wE
AR) A Qe F-o)3k P v xvhal K 115k th(AlSheibani et al., 2018;
Issa et al., 2022; Jdhnk et al., 2021; Pumplun et al., 2019). ¥q} o}y &}
Al FHEE AISA9L 22 A= 7]=9 d=s dsta olE &3t
o #AE #HYte Wl ol = & Qtk(ssa et al, 2022). ©]ef
75 Al FHlZe] wEl AISA AFARE =7 Gl Zlolg

Aaargon, X AN Age zEwsd wfd anE @37

A
i3
2 B

w
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Fel7h BAACE FAMEA AT olel, AMUANH A

FEAE 872 BARE V)FOE Mangay = 3.96, Maw vazs a7

3.10) ARD nA@ow TRl 7 Ay Aol S AW m gy,
AT A, <E 4-17, 18> AAE R Zo] YA

a3 (F(1,325) = 18.589, p < .000)7} f2&A Yebstth wbd, <1zt
g Sl e AISA AHAREE BA A fofet ztolrt gle
o7 YERHTH(F(1,325) = .001, p > .05). oo 2 AdyAddy} Izt
FEAE &5 o) AsAg ang H1se Ay AsAgdol Fow
Aoz yehytor (F(1,325) = 6.874, p < .01), 74 47} AA A}
Az g gabe <Y 4-8>0] A nkel 2

5.4 QIZtASEIR 81
B 11
5.2
5
H
or 48
g0
<
ﬂ 46
™3
< 4.4
)
< 42
4
3.8
X Ini
ALY
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Abstract
The Effects of AI Shopping Agent
Service Quality on Companionship and

Continuous Usage Intention

Songmee Kim
Dept. of Textiles, Merchandising and Fashion Design
The Graduate School

Seoul National University

With the advent of the 4th Industrial Revolution, various services are
emerging to enhance consumers' shopping experiences. Artificial
intelligence technology is widely used in the retail service industries,
and many companies are innovating their services by developing related
technologies such as chatbot services, voice assistants, and Al—based
curation services. Unlike other services or products, Al shopping
agents (AISA), which has capability of communicating in human language,
can enrich conversations through speech, facial expressions, and

gestures. The types of AISA are diversified as consumers actively
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accept them. The influence of AISA is expected to grow in the future
until consumers explore and purchase products and services, and
consumers will gradually recognize AISA as a person and interact more
naturally.

Therefore, this study aims to investigate how AISA should be
designed by exploring the relationship between AISA and its users. To
this end, a qualitative and quantitative research were conducted by
exploring the service quality of AISA In a consumer perspective.
Furthermore, this study revealed the interactive aspects of relationships
with artificial intelligence agents, and examined the effects of such
interactions on consumers' behavioral intentions.

First, this study conducted a qualitative study (Study 1) to identify
the quality of service perceived by AISAs in order to understand
consumers' perspective on AISA services in more depth. As a result of
the study, it was found that consumers perceive AISA's various service
quality. A total of 12 service qualities of AISA were derived through
qualitative research. It was confirmed that AISA's perceived service
quality includes controllability, explainability, information richness,
sincerity, ubiquity, enjoyability, self—exposure, fairness, empathy,
efficiency, and accuracy. In the process of purchasing fashion products,
it is important for AISA to provide consumers with service quality
related to practical aspects such as efficiency and accuracy. Also,
service quality such as controllability, explainability, information
richness, and sincerity in task—oriented context was found to be the

most influential service qualities of AISA. On the other hand, service
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quality related to emotional and hedonic aspects was also found to be an
important factor, and consumers emphasized the importance of social
interaction through service quality such as ubiquity, enjoyability,
fairness, and empathy.

Furthermore, an empirical study (Study 2) was conducted to reveal
how perceived service quality of AISA affects interaction and behavioral
intention with consumers. In Study 2, the service quality that consumers
perceive to AISA was confirmed empirically, and the effect of each
service quality on the perceived companionship was verified. In addition,
this study investigated whether consumers' behavioral intentions change
through companionship, and identified the moderating role of consumers'
need for human interaction, on the relationship between companionship

and continuous usage intention. In order to verify the research problem,

an experimental study was conducted through scenario and video stimuli.

A total of 330 participants were recruited for women in their 20s and
30s, and all responses were used for analysis. Frequency analysis,
exploratory factor analysis, reliability analysis, and correlation analysis
were conducted through SPSS 25.0, and the research model was verified
through the structural equation model using AMOS 23.0.

The results of Study 2 are as follows. First, perceived controllability,
explainability, information richness, ubiquity, self—exposure, and
enjoyability of AISA had significant positive effects on companionship.
On the other hand, it was found that perceived sincerity did not
significantly affect companionship. Furthermore, as a result of examining

the effect of companionship on the continuous usage intention of AISA,
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it was found that the intention to continue using AISA also increases if
the companionship is highly perceived. Finally, the moderating effect of
consumers' need for human interaction on the relationship between
companionship and continuous usage intention was tested. As a result of
the study, it was found that when individual consumers' desire for human
interaction is high, the influence of companionship on the continuous
usage intention increases.

AISA services are expected to become increasingly sophisticated as

artificial intelligence technology develops. This study examined how

humans perceive and interact with AISA from a consumer's point of view.

This study can contribute to the expansion of the concept of AISA by
comprehensively exploring the service quality of AISAs, which have not
yet been clearly clarified by previous studies. In addition, it has revealed
the interactive aspects of relationships with artificial intelligence agents,
and can contribute to theoretical expansion in that the concept of
companionship has been applied to AISA. Furthermore, it can contribute
to the development of AISA related technologies by providing practical
implications on what persona should be given to AISA to achieve desired

goals of retailers.

keywords : Artificial intelligence shopping agent, Artificial Intelligence
service, Service quality, Companionship, Need for human interaction,
Continuous use intention
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