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Van Diemen 2011; Meuter et al. 2005).
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Agte =H Hl-8-& d7st 2} ehrk(Lovelock and L o) AT A7|ES o] gsl=Ttd QT =
Wirtz 2011). Z12{u} AH|2AF2ke] A 9 & 7|7 M I | Ao A O] AH|R; FOEE F
<H 1> MIMH|AT|E 2 Mo
e gatagl Zuus
. S EHEEISY, 4Tt 0|1, S84, &d7tsd, AE7ts4d,
Meuten Bitner, Dstiom, and | izt slal), el A0l(@A, V1% Bt 452 87, 01 F, AE
OWE(ERS) OIS B SA), AH|Z EH|E(ABBSA, £7], 52)
Dabholkar and Basongt | 7VE 28 EREAFB 0L, A3k AON), AHIZ SHA|ESZ,
wohollar s Bagozl | Lagal (28 27, 4B 37, 24OI4), AHE 2012124 Agels
(2002 Ch71 A1, ALSI R 2oh
Gelderman, Ghijsen, and Van s HAHEEC|ERH E, 4T AE 27, &= 201 (R 24E i
Diemen (2011) SN, AStEEA) =
Eriksson and Nilsson (2007) A= S2M, HE|AE Ot 2140|182
Shen, Huang, Chu, and Hsu A|2sd, MEY, 7l 22 A 4E e A, L2, HEH L, Ago|x
(2010) moly, Bot e
IHEME
TZHALAZH T2 2HE] S 2M AIR20|A RT3 +=35c
B2 22, DU}, DS iy
TZH= M
BT, 29U (013 2|24 2SS, 23} S, BRl, BE e
2




ot
E_E i T o
il =3 G
Gl = %@7%%momuﬁmqﬂﬂﬁ
K3 I+ ,zvﬂﬂLdﬂ@uﬂui_}ﬂJ?;oﬂﬂoélﬂoﬂlﬁﬂk1r
o+ T M_lmﬂ‘mw_\mx_e_\_ ,_oia__o,mﬂ‘lk‘w.‘_ﬂrﬂz_ozE_/_II_LH_‘LI‘P
v 5 qugqu%@n%%%%mgﬁjm%p@%¢
B - ol Wﬁmﬂfﬂh_qﬂoaﬂm%mR%ﬂ#%@aﬂu%rm R
o- _.AO =] _n: ax_ . ‘._f ! E.E ,__b = = o) Z__v LD'E o 1r1_ = ,A‘._ il Of O_E L_L
o ] OI HTI,I,DILIN_ﬂ E.t zAnan_. 7U2,|L_qu,:|n_mo
° 3 ol ,m.%o&Lvﬂm%ﬂ%ﬂmﬁ%du@%ﬂd@ﬂi%%@
cl W g ﬂo__ggam1ﬂﬁo_eel_woaoaﬂzﬁ]%]ﬂm L2
Ty ~ ol ‘l,._loogf_lliio 3 < B° ,I‘_HELLO,ID7E|JIE,WLQ
) N SR AR o oo B o2 i T & o
N 5 - W ﬂfr%@k%wa2%§&mﬂ@o_amﬂfrﬂWM¢%ﬂwﬂ
T x . N = mﬂ,;,__io_aololulﬂmﬂldémﬂlmowz_o:_otMman__ou%M%
o M i A K %ﬂcymﬂﬂo%go715mﬁmma%dommﬂ]ﬁj_/lWﬂu]M7
o To D._ I ol ﬂqﬂomaoqe_aaﬂo,ﬂllﬂ,uTu ‘mﬂu_u,olwﬂ%lu@ OV,A'_
= .._AI_._._ ﬁﬂAE__.}o_ao_eEn_onzT_:Tmﬁﬂl_lﬂxoﬂ}]dlxooathw
up = Bl xo NO_EQL_L%%ﬂﬂﬁ@lw@xﬁ,iﬂumﬁuiwl}oﬂu#ﬁm
- 5 g1 T Hm41ﬂﬂmMEEEHMEﬂﬂumﬂmﬂ%ﬂ%%oﬁan&
o i : u_wrovurAA_oﬂ]ﬂmo&mﬂﬂz{Hagi&%ﬂ%x
BT @wﬂwwmand%wwz%ﬁwmnmw¢qqé
wrﬁmlﬁu,mz_:%m%é%mﬁﬂ?x@%dﬁ&
= Hl H IR 4o s Al
_— _urL_fmﬂHoLuLo_;?]ﬂﬂmA_gw&w_aﬁ
— > hd Nk
ﬂ%@y%ﬂgmﬂlﬂ oo_:%mﬁ;%wma%oﬂmv_h
No o N X ,WIO_IJ%U_I]_ N N KT A
IWE, ._A/_ ,.,_A.E MT‘OI,WE NMZAJIOT_M\Olw:A o 1H =% N T <
L_Lmﬂﬁ&ﬁ@ﬂ}o%ﬂai KT ED T T E M
ﬁM,w.JI_ZL_L A_]Xq_olon__ﬂga_._,ol]Jlﬂ EwonﬁTE‘;nUlﬂ]l
) X 5 = A~ 2 T K| om X B = ) To o N TN
) g © . ~ E A ™ No TO ol %ﬂuaol] 2 o W o 7l Uo ®r ur KO H
EH.B,@_uliNH%CL%ﬂl%%&oﬂEE@7%uﬂ%%&&ﬂuﬁ.@uw_/ﬂmﬂoﬂ
om%ﬂﬂoﬁtuﬁwoai)oumoﬁoz.maﬂﬂﬂoﬂuﬂaJ@uﬂouoﬂjpﬂ@@%ﬁ
ﬂgBfloeﬂgﬂNﬁ%mWﬂf%ﬂ%mf:.im_@%u%ﬂuw%auw;,ﬂ
;ﬂnurma‘.%g@umﬂzmfmﬂéeﬂ%@umﬂ@]ﬂ.aneﬂoel%mq»oo%
I %@@%%P@L Jguii:_auﬂﬂd(u:._iﬂc_.%%.é}ﬂ#ﬂjdﬂ
3/ ‘c_le Q_Oﬁo‘l_lll—/,z*o _Lalm‘mmol_l_lul‘OIllumodﬂqﬂ._ ac_lq‘._y.m%o‘mull__o7
qu_.mo 1MaL|A7E Exoﬁﬂ}ﬂu]ﬁ__o_%ﬂlxﬁ]ﬁ ,mM;oourmﬂwl,mﬂurmZ_mu_
O vor#EL;o__o_o TR o %o gmm@ga%q@ 7 op r
]WO,UIO_EMH&XM ,WLOM_AT_:_MMDM%ENW&EZTEWMOML_ATMMMBﬂ_o]dﬂn_mou_n,,l
waﬁqmgﬁﬁén%#ﬁmgwmwmmwgwMﬂa;w%mga
_ ol 4 i _.1em]ﬂ]91r11 T < X0 . o
Hﬂwwﬁvwg%wiw”qm%Egtmwwiggﬁgﬁqqam%
Xﬂqu\_Mumo,lemﬂg,Oli]XOUTrﬂﬂ‘mulllE a}vo—o_,.__ula,umo‘._fl‘__lo_.ﬂMM N
o = ~ =@ o oEy T o W E 5 ® | o J.oB__oLﬂlz_.,_ o o B L_L:._ﬂ'
uomﬂmmMA@uo@Miwgo?_ﬂmurmimﬂmwmn%ﬂﬂ%mm%m;51&%5@@
T < ~ T B NE7= Mo & = o Neoor ROF R vz or W
W oo ‘_n_h‘.mlo_vm_nao]Mq,A_M_,:le7ﬁﬁw_qﬁ%ﬂ”ﬂﬁdoﬂoﬂxﬁﬂﬂz*ow]
7ﬁq~.__L,IX_|..A..__I1_.1,|H.._ _L_IHO_H OE,UI [=e]
u%ﬂmﬁDu@ﬂo%ﬁ_ Jo@utwl%:.@
uAlﬁEMﬂmLMLWLtﬂoaﬂm_/ﬂﬂ;vﬁﬁE
7E10c._%oﬁ?_utw
0° T of

Al 3 ]

?_

Fich o)< what

[e)

S XA}

01:1_



MIMH| A 7|59] QoIstet 2|2 BHES| A B

7t obid 7194 9] Aeolut 2pgo] m27] o] of

A
=

tHOliver 1999). 7]

2 2HA7} OJQ15HE A I A H| A4S o] &

RS
oV

4] e

&

=Ll
St

4

=
=
= 19

o] AMA 80| A

S}H (Dick and Basu

]
=i

the

1

Z
Lol

F2 0]

__OO

o %

_z__u

—_—

a4

Ao A Tr=A

wrh 2HAe] BEd w7} o 27

<

ol
~

<P
o
S

m

= A

=
=

gk

BER oA &

= &

Z a1l
==X

=
—

& GFE ALAE2T]E 0] &R} of fof u)

shA ekt

o5

e FHEo| 2ol g o o

A H] A

of w]ojQIshl A1

Yl Wigelt. A& =

7l&

a0 2A AFgEol4, 2

o
~—

=}

3

slge] o]

o]

a1z

7e A

.

o

of

1! 2011; Eriksson

and Nilsson 2007). ¥t o] 2]915}5 A xAjH| A7)

&2 asle] 57189l

=
1

e,

o= olsid

RS
o
[y

ol

TH(Mori, MacDorman, and Kageki

2012). FA) A © & Mori et al.(2012)2 AH]-8 25

1 2+ (Landwehr

215 A

ohje} ofelstz ¢

a

Tt
etal. 2011)°]4 BA|(AAE 5 2017; Kim and McGill

HH
L

of 250] QI AP AL} o] o

AL
__OO

e R el kg T

1,

x

1ol

oA A2ls

=
=

=
o

2(Oliver 1999), $1452.2

I} o

&

T
™

Jl
ol
ol

Hr

AdE 47 E

0ge &9 7
1 Q152] jglaf of ol mhe ;AU 2] %2

ol

Z+7)| Eth(Mori et al. 2012).

O
=

Aol A

ok

N

—_—

T

= <" 1>014 ¢

<o

Al e 27

o]

chE

N T
B
B U
OL O_E
a5
TR
E 5
o %
o
BN
K 5
oF wu
*
X
oy
®E oo
oM zm
A=
Mm ,.__1_
of ™
" O
D o
o o8
BT -
_IA
Ny
iy
o ¥
TN
KT
| X
= ol
T X
Hl 8
= B
Nr
—~ _z_.o
o X
& o
o B
NE o mld

Z1A k2] BA

"

)
~



= A7 212+ Zo]thMori et al. 2012). HHH o] <]
olshy A Au|A7]E0] A Sigt 7] A7} 27k
S Lot Ak YA AH 2 At
A 2T 85} 22 7]& A af A 2 o]
VA <17 1504 Q17 GAA o]

AU =2 &2 50% LA H;q 3 71
o}

H—1
lo

o]
O,
ol
N
N
O
e
i
j
;L;
M
2
¢
ru n
2 o
XL
R
e
o=

o Uncanny Valley o Healthy Person
e
= Toy Robot
(=
g
g Bunraku Puppet
E Industrial Robot
2
2
=
<
Human Likeness 50% 100%
Prosthetic Hand

<7l 1> 23ffst

3]

Bt7| 2§ (Mori et al. 2012, p.99)

ach
_O'L
q,
ro
re
-
10
R
19
ro
lol
ri,
nx
=
>
R

Mo
o
oL

>

o
N
o
r\o Ir I ox
(DA T RS N (U D

==}

1o o
Iz o |0 Ho

M fol U

o o N
oy ®

LI
o)
i

Jot= < Stu=E 77k
7S o]n|sl=t|(Sternberg 1986) ©| A
H|z}o] 74 2] Ezte} AlZ| S oF7|gtrh(Elliot and
Yannopoulou 2007). = 74l A4 =7 o] AH]|
2ko] A A ol = oloj k= A2 27he M|
2ol 32 €lelshe A Aw| 27| o] et e
AT Bop & AJE ofn|gte). whebA ot
7

e 7t e A S B,

WL Ho

7bE 1. H|2lQlstE AT MH|AY| &1} o QletE A
ME|A7|52h 2B WEY SHE0=
Xpo|7h gle g ofQlstE MEMHATY|E
2 H|2|letEl AEME|AT| S L AR
Bed 59271 o 2 Ao|L.

w2714 o] gof
59 2 =75 (enjoyment)= Al
S7hel A8 B olE Ani
2300 Qo] BEA s mep R
o] OJ) _n_q]@o] 7| =g 7+e Ao ZFA o
. 27

Dabholkar(1994)“ =710l " =

U(fun)2 FESHATE 1By A2 &
2Rl A4S dof Fffell it HAgat we
(AEA, 4A1L, el 4 2015). & Av|7F £

|tk slElE 7|5t = W E71e2
Zol Zxmul ol g HAHE I5ksl= )
THAEA 5 2015). o] A= 7]& 7N A H]
el 483t BT 7IAE S5l A=

= “ﬁqﬂ 437k Aejet QAReRE

ED
ol

o do T

e

o)

ofy
[» oo do o i

Nty
o rlo %o 1o

'L
a
g
a
('D
&.
O
S
9
HE
o
i
O
=
He
_O,L
kl
30
o
T
Jdo o

%Eg%ﬁﬂﬂ~ﬂt$éﬂﬂi§k?%

A AL 68 3 SRS 21 4

A
N x &

1‘416&&.

ORIV EARS I = U= 2 A=
=5 tiz]el 2 A (Epley et al. 2007)7 A AL
ol Aol 7hssitt ¢4 fE =<l

ﬁ

Al
~



WIAH| £ 7|59] OQIstt AH|ZF BHE B0 BEr A7 | 9

~
o
=
Q.
[¢]
o,
o
aQ
[¢]
=
-
—
8
]
=
o
o,
a2
o
N
lo
=
0,
o
)
)
ro
2
[
4

do T 2 lo T I & |

> o

5171 91o Aol Kot &2 q1zto|u 2t
gk AAo g2 AHgH FE2& ol AW

(Epley et al. 2007). 2]Q15} A= E5] &
FH SHollA HQIZE o 2] Q1 Q1717
HE=t|(Epley et al. 2007) A A H]

it

[» do N
D )
o

lo
N
> o

dm
ox M
Y
N
1o
ro
i
i
N
)
rr

10 o of
N oo rr
Hel
b
>,
N

lol
i
)
KT
v
rO
(Y
R
1>
=2,
)
z
iy
rd
o,
In!

o
o
Kl
o,
:CIJL
ek
>
%9,
0
I
T
Mz
=]
)
Ry
[> =
)

i R
(%]

=
[>
i)
o
Q
o)
o
e

1o
o
18

ol

ol
flo
fu)
_—)&‘

ol

]_

b o
ofm kl
o
o
rd

2 o oW

oo L my
Lo O[> o orr S pd o N ook

o
-

@ x>y

I,
e
<
=
rol
B
i)
filo
e
ofo
Ol
N
)
I
|t
Lo h

P
e
1o [»
Y
d0 oz

T H A ] A0 A A H] A
PAZF 28|72 B
g 7]&7 WP I A H| Ao A AH] R}
stet 1 s at-gol HEto = A
102 7|t 22 SAES T
Uzt vhAlE 28 e
%71 TZolth(A24] 5 2015). o
EfQlS] A7k A4l Al Ao]
S=Z2(HAA, 1A 2007) 2
A= BRle] Aot dA|sHA
= ch(Miller, Stiff, and Ellis 1988). A 4 of] st
ATELZ AU A ol A A AAF2Le] AR/Y
Aol ol wh 17 0] 217 (73/442] 2007; Hennig-Thurau,
Groth, Paul, and Gremler 2006)°]H FA L 2] A A
A FE2(,259, A7 2013) 5 F2 o
Ql 7+ Ao atgo] 2He FAThAAA], AL

=

s
POV S N
r
o
ol
of
lo
l.n
il

fr

R
o

o

Lorr B LN

Lo
o,

olo

2

d

>,\1

o |r
o
-,
O

filo
[T
o M2 RERIN
> o r
g o A
of

B odge & rlo do N oox
<
w flo

2o ojlo X
el
o
=

o
!
R}
r
1o
o

Tm= T 85, T
2007; Howard and Gengler 2001). 2]Q13}7} H|Q17F
o] Qlof] tholf F-= Q17ko|uf 2pAlof gt A
of Z1z35te] s ti/del et 571u o=, A4
FEol= B olgk= H2(Epley et al. 2007) H]
Zh 7R AAAEE 7Hse Ao = ofsf
4= 9t} 9 & o] Landwehr et al.(2011)2 A|Z

r

0

1o wol o o 1>

[¢]

oQist 84S wet AHAA 1 92 BAE A
ASAY TA A A0z A2k ol Ho] A%
oLt §710F Ze AAH Mg} Aol §oI5t
@2 mAhe 22 AEsHAch AAH whgol 7
44 m@e] dE AZeld guEts ge

(Duclos, Laird, Schneider, Sexter, Stern, and Van
Lighten 1989) H|Q17ta} QITEZFO] AF 9 2F-gof A A
Ao TS| IsiAl= A v ITE T2 919
242 B8] ZAF FS FAFT = w29l

A0 o|aet 2= glrk. weta] 4u]7
Q18 A A H] A7 &Ry o] 15} Al
g o8 u] 27182 o A =7 Al

g ANt gt

i
R
k)
mlo
i)
™
rlo
N
.ﬂ‘ <L

7td 2: olQletEl MEMH|AY|E2 HIQQletE 2
ME|A7| 2 2C0F 28| XH7F BHotks 282
& 2 Ao|Ch



10| 9597 254 25

22 oQlgt M MH|AT|E1} EIEH SEE
of 2o S 32l o7 =1t

27182 oJQIst AIAR| A7) 4} T B4
=] FAE WA Aol o Z ol AT} kg

7Ho] TAE wirfgitts H-E 112]5HH(Mehrabian
and Russell 1974) A T A H| A 7] & 9] o]Ql5}at= 2;
=o| &H|ZLe] EARE FEAZ|AL o= HEA

FTAE FF= v A or FES 4 . Dick
and Basu(1994)+= SA LS AA5H= AtiA 9l H)

To] JgacloR IAH, P, 191 o
291 58 AN, A4 axoh AA-G 3
o] gl thw AmLA H] 27| Zo] ofQlshe 9}
) FAE] g BAA 2219] Ggelo] o 2
Ao J\dgek. upeb e Tt e 7HIE A4
skt g,

7td 3: Q|QletE AEAMHATY| S0 AH[XO| Bl X
SgEo A= A0 2l3f o7 Ao|Lt.

<
nx
o[N
Hr
1x
st
my
=

‘8

>
oot
nx
-l
ps)
00
(L
A
Aim

ME

B A7 BAL M EAN| L7140 0918} o
W2 FHEot Z7 )40 ol 2 usl L ©]olst
%@Eﬂﬂ*ﬂ%#ﬂE4Z“Eﬂ44ﬁ1H

o) et a5l & éﬁ 4
Sl olqls) ekt wlelgls) Agie] 212 54
W, 720] 2292 HdE|g

407, AR 860l o Bk AR T 2194
= vehiet

2 A2 HA, A7AEA EHE 4 B
AL GAFol M O] S ARt & Aol SEE A
= Q75kith APAZRALE Sl AlFE AP G4
& AA Ave] @ K23} ofof Z]Hket BA A
MO AFY FEo= vk AR FA
O] A WAy Fito sfgshs 2 AR Ayl e
77t 7}”—4 Ao AR E HAAA-E o]

goto] AAR SAE FESH= G o8 AA5HS

31 0JR1s} Heka} vl oIt e B Fdst
A A= G AZARAT]EE SA AGHE

Yol 7|7 A A Abe| e} Fo] AFAE

Z57|9H Fulo|lt 2E71A] thoFsi, 1

% %

of whet AH| 27} <>HE1r 71AE ol-&dh= 1t
A /golsttt. & AU O] -5 AH| 2}
AlJNAHH ﬂi‘:* , TIQHg 7Y, Fulj7kA] B
AT of| Zrofsh= HiHof 7] @~
ZFA QI ME|AE Qe A o=w 11 it
o}, o] whet 2 A= A=
A2 FE= 34 F1
H 7SN Al vl A
AAste] A o= Ao W
12 SEIT AlTE 2 AluE] e
oAl 7|&7|FH T AH|AE A A
< AH|Zpe] B Bt o] tigt 7]&
I o] JFE s wiAIsh ] figolt.
A RO Ay @ = At A7l 9
T2 ol whet A AT -] S 5
Ad, A4 5 Al 71 o=z 74
+ oJQlet T APATLE FTHS
Ak e ofQlst 212 A A4, A
olo] T (Kim et al. 2016)°l|A] 2}o]
gho|E= Mo HAAa ™ 3
H3E 7]4(TTS: Text To Speech)=

o _V,L

fr

I
qL st or
_l

H

I >
o r—?l:
L o |
-{Oh —04

e o
o
>
ofo
o
lo
HU

=

i,
o
R

]_ﬁl_l—]

d

I‘lr JZi I:H
AN

N
—

oy
_)\i:

ol
-

3 o ofl M | o ogi W St rlo o o FlO

Y
of > rr 1o ox i W
> O o
T — = 1o
Y
LI NN T

>

Pt !
=

1o
ro, -
ok
e or
—Lx

£ o % go
o
e dr

N
i
¥
o
BB

= )
4
32
o)
H

_k\;_l‘
Mo
N
o
o,
oy rn
oty



MIAH| A 7|59 oQlstel AH|Rt A EQ| BAY| Bt

A | 1

o143 2S4S R £ A0 o918t 27
2 HAAARY 3t Y& 71 dF(Aggarwal
and McGill 2007; Arnheim 1969; Guthrie 1993)}

Al Az} A2 AR FEi(Kim and McGill
2018)E AAsk o H, 53] oQlete Tl &5
o] S L7A et A2 1125 (Tremoulet
and Feldman 2000) =2 Z8Fel-S tlstict. gt
Z}7}o] &eto| B AH|AZ Q9] A Aol
o] QhFshA| 82 AASAE S T FF YU
Ao A Fwol FAL., A NA AEsHA
adH FAL, AoA AAISH FA L. F
Hola. 7”\}‘*‘4‘:}’ 9 ol mAS QIxt
S4J(Fan et al. 2016) .2 Hl*‘}ﬂﬂr ‘{
15t 242 O glo] 2R FAF &%
2016)THS AHESH] CAAFAIH O] 1 /\] Eﬂ:]?:}
Uk 28 A12hE g2s) A8, Ak ot
A
o] g=HFUH 522 A A5

q.p_o_a._ 7P =2 A2 oJlske] 22 4
2 9190 ‘Lol A o] B LTBL ARAY A
b, ‘Ul Al o] A AT L k2] Algro] Y&
Sk AT} Zo] ofAZIL, o] HAAAHE A
o] EAE 7HA A = A Zh S(Aggarwal and
McGill 2007; Kim and McGill 2011) 37] &-=°f -&

259 tH(Cronbach’s a=.864). °]% dF52 4

e}

]LE
=

o

=1 o
T, A SAE, E7=00 et S8 E5S AA
skt WEA FAEE e o] HA228E 7|

L2 0= o] g Aoltp, ‘«go = o] HAATHE
AL ol &S 7HsAdol & S(Fournier 1998;
Keller 2001; Yoo, Donthu, and Lee 2000) 27 &5-©
Z(Cronbach’s @=.939), El=4 SALE= ‘L= o]
SR Eat= A R ] ﬁoﬂ/ﬂ E}E 7174] aﬂr ety

499 §AA2DL $AH 0w TelshAry, Ut
= 2 o2 AFEIA F5H
b’ (Boulding, Kalra, Staelin, and Zeithaml 1993;
Fournier 1998; Keller 2001; Yi and Jeon 2003)2} Zo]
570 FEC 72 A&t Cronbach’s @ =.793). T3t
2A%e FUEA YRy, APIUP, S
ETHR)’, ‘3 olTh (Dabholkar 1994)2} Zo] 47} &
EO 7 o|FojHt(Cronbach’s a=.843). L& =4
FE2 AFAF g F3loH, 74 gAES

Awg Z359i1-r1e] 187 g}, 7-fe 1

Poh, st 2 S-S AFEAS WeE
38, o, shele] eshsiet
3. =% M

A I H| A7) 0] 0015} 27 o] & o] 2ol
A& SIstal A} Aluz] oA AARE B R A2
of thet A7HE9 S A5k 24

o] F71AHE(M=3.28, SD=1.51)°] H]
o1} Hto] A7FAH-E(M=1.96, SD=0.99) 1.t} E] 2
A3 9 A 2ol szl oH 1 Zpol= A
GoJ8H 9 th(t=-5.56, p=.000).

[¢]

Gl
21}
9

|

4. 718 85

41. 2o MH|A7|E9| ofQls} offtof mME
8k Ao

ol
N,
E{l
Z
Lh
W
S
w2
U
B



12 | S5971 253 25

o] A9 oJ¢lst Hh(M=3.53, SD=0.99)°] H] 2] <]
o} Ath(M=2.84, SD=1.03) 2t} Bl = 4 A =7} ¢
A YEstom 11 atol= FAA S 2 §-o5kitt
(t=-3.79, p=.000). TepA] 7Hd 12 2] 2] = et

42 AZMH|A7|E0 2|Q1%t ofof HE &
HE Kol

M=3.88, SD=1.06)°|
00)5} 27180
2 ehtont 1 x}o]%% EECERELEE!
(1=-4.68, p=.000). e 714 2= 2] 2| 5] 9iet.

BN
o

0x 0

H1 0
]
Off ofi
H1 H1

g

213t SST Hlelel

g

<03 2> WEMH|AT| 20| 0915} 0f 0] w2
YEY YEEH ZHE

22

9 Qi3 ST H12/ 213 sST

<33 3> AnMH|AT| =2 of st o 70 HE S F

43. 203t MEMH| A& =Y SHE
off 2o S 52| o7 =2t

R}
N
i

,
=

AMHE|A7]& OfRISte} A S E
A= Wl axtE AE okt 9
4+ © 2 Baron and Kenny(1986)7}t
2} ﬂ:HHH = /\1/\101_011;]_ o=

)
=2

o
i
L

W
L e

i L g =
_&

[> mN Jf 2 o i
ool >

Wy do r® o

N

Q}L ﬂﬁ(m 322, t=2.539, p<. 05)01] Rkl

Fe A= Ao E e o8 T HA £
A/} AT MH| A7) & ofQletet B e FAd = of
S AHESTRY 1T). EA447 XA A7
= ORIet= " FAL(B2=518, t=4.365,
p< 0Dl FoJ3t FFE w|2|= Ao YRt
a2t A A 2R M2 AT A A7]& o
Qetet AR REE FUSIYle i 242

T2 FAE(B4=309, t=2.592, p<.05 Ell
Fe U A= AR UERL *él_ AE| A7 9]
SPF Bl SAE A= G ofsty
ol 7] o g} 1P o]r,].(xﬂuk]u]i ]% 9491_@]_:

of &

0,

kor

M= A Hdad 5
B2=.518 — [3=.415). TtetAd AT HH|A7]& ©
Q13tet B A F/d ool TA oA EA 2] F-
AR = Qs AR ASEHJNoH 7Hd 32
A 5= Ao = ettt oelet Ayt <19 3>
I} <3 2>of A|A|5F T



MIAH| A 7|59 oQlstel AH|Rt A EQ| BAY B A7 | 13

<H 2> MIMH|AT|E QQlste} Ef= 2 2/H 7t ot 217t 584 T 22 A8 SH
pr =7{]20 7-|7~ 247 _ -
20N S22 oi7H F Lf 7S oYW E, 0|1 2011; Dabholkar
zaus
dB 2002; Erik d Nil 2007). L&
sypa | 252 BEX 245 mkﬁ?wjk sj%mjﬁ s F
AL -
Model | | Model I | Model Il H DA AT E 0] Abe] At F4e] AU
o015t |.322(2.539)*|.518(4.365)%* | 415(3.477)** = Ao 4utd difoletal gttt o] A= A-84
=8 - 309(2.592)* =ol ofd 7y Aolw A S gt 2
F 04487% | 19.0547%% | 13.934% 3P 293 Aot} o] g3t SHA 2 A=A
R2 _ ) )
au A 0] olo]g =S =710 3]
(adjustod Ry | 110093) | 268(254) | 353(328) 1 AH| A0 0915} BlE A 2AE, 270 24
*p<.05, ¥*p<.01, ***p<.001 = Fom AFAayt

T/ ol A o] 2ol E 4
Herzberg et al. (1959)4 2-Q0lo]| RS ALES ]-oq A
B 4=300° TAH|A7]& 0] 7T o QlekrEE 2H2 9
eyt FrjaQlo=w HOkth B0 Mori et
al.(2012)9] £ =#7] o] &2 AH| A7} H]9]]]
+ Foor o eaaus shel AmAE) 27| SR ololek AmAH| A7)

o|ol3| 424
B =i £2 08 U] o FHHOE TolB A A
<02 3> MIMH|AT|& o|015}e} EfE 2 2 M T SHA=Tl ol A2 AT FAMY B ol whet 2| 2He
AN 27432 7=t HS A 7to] Z7}ely] WTolch B ATt A m Ay
£7149] 2JQlst ofvo] nhe YEH A% Aol
V. ZAE 5l =0l L EAH o= qofshA kAT B H S w
== xE= QoL ©J918e I A 2] &0] u]o]el5}E
cimol oo Az 27 et o 37 vebee
1879 8 Geos ¥ ATl frd el 447} A
Aol 2& ALgate] 2|27} <]elshR 4 A
g ] I X 1468}
T R 2ol ol8T T L7 4 9 AA Mo
z A o T = Al 1T 2~ e}
o) 2HE T ol A ERANAANEA AL e spse) sxat wge R EAGEA
SFE AN o =M P54 2 B4 FA LA 9] olstgict = ololsty] A H|AY]|SS B3] O
1 AR - LS T =2 —_— = O
Ztol et S A Q1 Q1 A= wiZf B E Bl 5 AH) A9 AAL xR A T AFE AL
gl —= = = o =170
AR AFATSE ARSFENT AE o0 27480 gaeln 34 BEE Tkl
H|A7]|&o] AH|ZEO] 2pFA o] AL H)d & Q1 A H] A St Aotk B 23t ololshE Al A H| A
h il I WG LT 2 Rl 1l 2— -
JAFS Q]3] 2ol A x4 =5l
= AAE g TRt A8 WIS TIE o) wojshn mm e A SR 4n)% 24
A QElol gl RS ol old) A oD s s e
_ AR T = — his il =2
Hlezieed] tieh 2R Ak, ALS AR g o s e 24500 BAE el
Te WEA FUTOIE AT A2 S8l oo
- A— AR



CEZ I PN

1

—

35}

Y

S

O~
T

[e)

™H(Warneken and Tomasello 2006) 2] 9135} of F-o} A

3} g

o

=}

oA ot

2. O|EX AAPH, 2575 AARE

PHXTTEHRG HEPTTHRNS PRI R
PHER Ty PRTTEN g o R
KB AR pIT Tmx TEBTTBE T dop T NP
s pldrguh PNIATawoTEH G T T
‘_._..__.ﬂ__oo_E,__lm*lHdlLA.EO# JIJL,mEﬂ_onLMHaU‘LI‘mﬂ ‘liﬁllll_._
SR R RIS IR TN S S
— B oo e X N -
Mﬂﬂmmg.%gwMPﬁié o T H oo AR o d
e L EF T g TEMLSRAWm I TR
" 0 . N O — NI
MﬁmuAMAJHM_ﬁinWwaHHh%A_%MMMHEW%MEM.%ﬂg
o m <] N o R T Koo m A NG
Mmlw_mﬁﬁéﬁﬂmhmﬂﬁ%ﬁﬂ@l%lwm%ﬁ
T oo TR WT E KO T T T ~
immownzwMi@ﬂﬂﬂ@@%ﬂzﬂom__ww_zﬁm_
R Sl -l i - S B e B Rl
T o NPT R R =R BT P Wy
NP SR = e oL oy X
op X gy ok o R MT oM oE R o o N o ma |
E#ﬂénuuu%ﬂiyl_ﬂ%ﬂm_.mx.uumﬁi%?%e_am_c
Top K E oo MR N oy ooy Wor )T oy R g
Pz o WO N E T E T Wb T T oW EWE
NR T ®Y TR RN B RN T BN R
%AWMﬁi,Wa.ﬁnﬁmWMAfkwﬁﬂwﬂﬁﬂ ﬂomﬂ”az;&
N 9% =5 B850 ° o ey T R K S g W
m.ﬂwwa.%dﬂmm%oam.ﬁawA+5 A Mﬁm.%wmﬂ,%
G glilEgPegdpgagfp NExaT b
ot_ﬂ_ﬂ_m_‘ﬁu;m_mﬁo_ao"_o_umqﬁoqiﬂooﬂlio_ﬂmo.UIﬂwL,M
pm LS RER T g T T By wE R
L B T - Il I R T R
B om o nso e ] — SR H| o dp o
I R A e R ST AL M
ﬁn@mAﬁﬁﬂme PR ﬁwwwmﬁaﬁm;wﬂau.wﬁ%&?1
o e o4 = = o T ogp B R T S P RT
Wl o T M T IR Ha T 2T B =
e T N oo X oy N2 R oH 2 g EC R
Ml%%ﬁﬁ%ﬁ.ﬁﬂ:nﬁ%odl%ﬁa7 oEELz_ﬁ_h_ulH
=N RS X W NN o N el oo " AT J ] ﬂﬂ.ﬁ K5
WEZQR B RSP el afam T o pw el oy
Tz aT R RN T T e WYy B
ﬁ%ﬂlﬂo%ﬁm@ﬁﬁA;gemﬂﬂﬁiogelmmuﬂuanmﬂam&
o LEH AT AT e RT3
TR T HNEERTTIYNRTRITT FXKX 3

5

o] w7}

H|Ao] B I

o

h=3

=71

s

T ol

sfo] o Lhopr} th ARREE A 4

Z1&7 M A H| A o A ARt

To A A LA E 275 O

o O
A=

o

ofe]

o

15} Av]=}

=l

g

(helping)

[e]
™

o] oJQlstz
o4 elelshe oAE 25

0|27
]_

ok
o]
Jolet. ey =

o Al

Al

1

-

:’7_
thel 5 7o) A7} Aol of

21-&712 Kim et al.(2016)°] =t

1] o)
7} 2E)2] 7|

9



QA SN FajS
FollM o] ALATES E3to}
4H|Z7} 2429 BOPIS(Buy Online Pick up In
Store) AHIAE o]-§oFAL FIZ A o] 2w
JNAZA 717 g FJAHEE F-8ote=
AeNA 571U 2|7}
&7t Fa5HA st
HF-82019; 3H
o= opAY 9 &
e 2ol H
I A A7) & QIZF

zd
al

719, 789820

o
o
1o
=
e
P
o
o|»
22

©
o\
o

to rr Mo mx op

g,
=
[¢)

H Ly

o s Mooy

za
ﬁFF
i F;
Hir X
-
=
45 of
e}

M
1=l
o)

oy

AEsfof s, ol
e DR

L7 4 QS A olo}

Am
o,
> o
Hel
ok
>,
N
rr

N,
>
1o
iN Lo
do Mok

Moo

st
o H
23
Sl
>

=2

2 1o
o,
[P
B~
il
in}
_O'L

ko
R 1 O~

kT

%

Q ox

)
ol rr

N,
o
),
lo
N,
i)
N,
=
Mz
=
> o
)
FLU Iy ro
>

X

fiu)

__)lil“

L)

rr

)
Lol

w 1o,

£ >

==
2,
ol
ok
4T
O
o
filo
o
4
o)

R
2
=
[>

o
©
)

17 _
)
o
i)
[
1o
18
ol
o
=
1o
%
il T
RN

o il

= A=, AHA7L tiHA
St A2 AH| A2 h1te] H]
|TH(Meuter et al. 2000). £
7h GuretE 3 Q= A1l
[ A H| A 0] Z7He A

=7 AR

= |> o
2

o
0N
o 2=

fo

_0|L

o
|m
ol

>
m
2 Ho
M
(1=RE
>,
=
>

pua v}
—_

222 913}

oo ol
2
it
rE
2
il

i
I of
JI‘N rE
> )
g =
fo 4 o N | N oo T

B

)

Norr 2o = oo orle
il

oy = s

> jus

O

E it

S,

o,
N
AT !
Y
r
= = 4
A o,
oy mlo
ot N
Jn E
_O|L
t o
S 3o
= i
SEs
~|
>4
S 2
N,
ful mln
OO
0,

S~
X
=
[~
>
s
=
)
o,
H
il
3
rr
o,
Ho

R )
ofo %0,
fto o

)
™
e
o,

Hoox @ o o o ¥ oo x &
m
)
(e}
)

oot =

Jo
of
o2
o
oM,
o
j:‘
I
[>
i)
1
i)
1o
2
fo
X,
o

TH(Meuter et al. 2000; Meuter et al. 2005; Dabholkar

and Bagozzi 2002; Gelderman et al. 2011). ©] 23t 7

S 7)ge olefd RAH wits geAIZ oA

7|7 |RHA Z | 2 0] S-S =ofoF & Aol
H

oJelshe o] SIa 3 712 ol B 4 e,

Q15kgl 7] AL 9171 24, 37)
E5E 52 e & gonz oelstd /1A
He) Bk o ATAEHS 2tk 3 oJelsh
LA AT S AT A 94 BEE BE6
T 9] whel 7 AE Fmsty AT G &
7} 52 aulAel ] ofelRt /|4 AR 4 9l
L 7312 A5 Aoltt

w [
re
-
fr
i
=
>
=
[>
N

W2 o

N

N

)
= o

i

Nl

[o

N

N

il

)

>

>

o,

[o

2

oK
[ <V

N9

N

=
fu)
rg
o)

o,
>
u
re
rr de
i)
o
o
oo

> 38
rlr
__\“1_,1

4 ra o
og

o
U
[
10
o

e

Y
o St ok
o x> R

%2 ofl
u)
Hob g o
H

ik

Lo |
ok ol
! o

ol

o

£

S
¥0,
39,
ftlo
pocs
)
)
ol

_O|L

_&Eﬁﬂ%rﬂmbmix&
o
ol

R,
-

oo oo o

ne oy
oS

> i

o 1o

ol

=

A 32 2]

e
fo
5
%9,
q
r
=
(T
re
-
I

[>

N

40

rlo

ik

2

i

[

(oo

i

|r

o »
E
> T

|~

7
of| A1 €] AH]
FAlol AH[A
B E oF£0] o

A= thH(Lovelock and Wirtz 2011). 53]

i
o
|
4
oz
|o

o N

o 2
oH %
N o
o o

2 M
e
mlm
i,
o
_O,L
=
> N>
; 2
i)
2oae &L oy Hn

=
5y
Eolﬂ



H A AW 719 7he] FdA
Wirtz 2011) AJH] A% ¢19] AE-S tA|5h= A LA
H| A7) TR vt A sl 719 AAI= 2] ZF

fr
~
-
]
<
R
o
[¢)
=
o
=
[oN

e, o
Hoo e

o o oY 2 MY o @ ol U

=2
0%, ‘:lni
ko
»Lolo
2w
T
g
fjr r;’l
o T

Y
I oL
% i)
S

olo

rlo

N

)

g
S
N
o2
1o
ol
s
N
N
or
Ol

o
rr
1o oN
ro,
oy
fr
o

=2
P
)
ilo

il
e
e
.

N

N,
o ¥

(

G oo oS 2 ol
IS B

o H N 2
i
oflh
S

4 Q oX 44

ol
ol
2N o
)

=2
-l
HT
X
ko ofk
o,
H
o it

& Jo
=
o

%0,
i

E=2H4A:2019.11.12
12 2 -H 2 2020.03.07.
AAEA L 2020.03.20.

HOEH

Aaker, Jennifer L. (1997), “Dimensions of Brand
Personality,” Journal of Marketing Research,
34(3), 347-356.

Aaker, Jennifer, Susan Fournier, and S. Adam
Brasel (2004), “When Good Brands Do Bad,”

Journal of Consumer Research, 31(1), 1-16.

Aggarwal, Pankaj (2004), “The Effects of Brand
Relationship Norms on Consumer Attitudes
and Behavior,” Journal of Consumer Research,
31(1), 87-101.

Aggarwal, Pankaj and Ann L. Mcgill (2007), “Is
That Car Smiling at Me? Schema Congruity
as a Basis for Evaluating Anthropomorphized
Products,” Journal of Consumer Research,
34(4), 468-479.

Aggarwal, Pankaj and Ann L. McGill (2011),
“Partners and Servants: Adopting Traits of
Anthromorphized Brands,” in Advances in
Consumer Research, Vol. 38, Darren W. Dahl,
Gita V. Johar, and Stijn M.J. van Osselaer,
eds. Duluth, Association for Consumer
Research, 193.

Arnheim, Rudolf (1969), Visual thinking,
Berkeley: University of California Press.

Baron, Reuben M. and David A. Kenny (1986),
“The Moderator-Mediator Variable Distinction
in Social Psychological Research: Conceptual,
Strategic, and Statistical Considerations,”
Journal of Personality and Social Psychology,
51(6), 1173.

Besmann, Anna and Kimberly Rios (2012), “Pals
in Power Armor: Attribution of Human-Like
Emotions to Video Game Characters in an
Ingroup/Outgroup Situation,” Cyberpsychology,
Behavior, and Social Networking, 15(8),
441-443.

Boulding, William, Ajay Kalra, Richard Staelin,
and Valarie A. Zeithaml (1993), “A Dynamic



M| 7|0 oolstet AHIAF SO BA B AR | 17

Process Model of Service Quality: From
Expectations to Behavioral Intentions,” Journal
of Marketing Research, 30(1), 7-27.

Butterfield, Max E., Sarah E. Hill, and Charles G.
Lord (2012), “Mangy Mutt or Furry Friend?
Anthropomorphism Promotes Animal Welfare,”
Journal of Experimental Social Psychology,
48(4), 957-960.

Choe, Byung-Don and Joon Kyo Lee (2011). “The
Influence of Customer Readiness in Advance
on Service Quality and Customer Value in
Self-Service Technology: The Case of Online
Shopping,” Korean Management Review,
40(5), 1347-1373.

Choi, Nak Hwan and Min Ji Kim (2012), “The
Mediating Roles of Store Salience, Perceived
Ease and Meaningfulness of Store Use on
Habitual Store Loyalty,” Korean Management
Review, 41(4), 897-922.

Dabholkar, Pratibha A. (1994), “Incorporating Choice
into an Attitudinal Framework: Analyzing
Models of Mental Comparison Processes,”
Journal of Consumer Research, 21(1), 100-118.

Dabholkar, Pratibha A. and Richard P. Bagozzi
(2002), “An Attitudinal Model of Technology-
Based Self-Service: Moderating Effects of
Consumer Traits and Situational Factors,”
Journal of the Academy of Marketing Science,
30(3), 184-201.

Dick, Alan S. and Kunal Basu (1994), “Customer
Loyalty: Toward an Integrated Conceptual
Framework,” Journal of the Academy of
Marketing Science, 22(2), 99-113.

DiSalvo, Carl F., Francine Gemperle, Jodi Forlizzi,
and Sara Kiesler (2002), “All Robots Are
Not Created Equal: The Design and Perception
of Humanoid Robot Heads,” in Proceedings
of the 4th conference on Designing interactive
systems: processes, practices, methods, and
techniques, 321-326.

Duclos, Sandra E., James D. Laird, Eric Schneider,
Melissa Sexter, Lisa Stern, and Olive van
Lighten (1989), “Emotion-Specific Effects
of Facial Expressions and Postures on
Emotional Experience,” Journal of Personality
and Social Psychology, 57(1), 100-108.

Elliott, Richard and Natalia Yannopoulou (2007),
“The Nature of Trust in Brands: A Psychosocial
Model,” European Journal of Marketing,
41(9/10), 988-998.

Epley, Nicholas, Adam Waytz, and John T. Cacioppo
(2007), “On Seeing Human: A Three-Factor
Theory of Anthropomorphism,” Psychological
Review, 114(4), 864-886.

Eriksson, Kent and Daniel Nilsson (2007), “Determinants
of the Continued Use of Self-Service Technology:
The Case of Internet Banking,” Technovation,
27(4), 159-167.

Fan, Alei, Luorong L. Wu, and Anna S. Mattila
(2016), “Does Anthropomorphism Influence
Customers’ Switching Intentions in the
Self-Service Technology Failure Context?,”
Journal of Services Marketing, 30(7), 713-723.

Fong, Terrence, Illah Nourbakhsh, and Kerstin
Dautenhahn (2003), “A Survey of Socially
Interactive Robots,” Robotics and Autonomous
Systems, 42(3-4), 143-166.



25

18 | 8591 25

rd

Fournier, Susan (1998), “Consumers and Their
Brands: Developing Relationship Theory in
Consumer Research,” Journal of Consumer
Research, 24(4), 343-373.

Gelderman, Cees J., Paul W.Th. Ghijsen, and Ronnie
van Diemen (2011), “Choosing Self-Service
Technologies or Interpersonal Services-The
Impact of Situational Factors and Technology
-Related Attitudes,” Journal of Retailing
and Consumer Services, 18(5), 414-421.

Greenbaum, Michael (2000), “Emotional Intelligence
Takes Customer Loyalty to a Higher Level,”
Boardwatch Magazine, 14(7), 120-121.

Gronroos, Christian (1984), “A Service Quality
Model and its Marketing Implications,”
European Journal of Marketing, 18(4),
36-44.

Guthrie, Stewart (1993), Faces in the Clouds: A
New Theory of Religion, New York: Oxford
University Press.

Han, Sang-Lin, Ki-Hyung Kim, and Young-Yong
Jang (2019), “Understanding Consumer’s
BOPIS(Buy Online Pick up In Store) Choices,”
Journal of Channel and Retailing, 24(3), 1-25.

Hennig-Thurau, Thorsten, Markus Groth, Michael
Paul, and Dwayne D. Gremler (2006), “Are
All Smiles Created Equal? How Emotional
Contagion and Emotional Labor Affect
Service Relationships,” Journal of Marketing,
70(3), 58-73.

Heo, Chang-goo, Jungyeon Jo, and KangHyun Shin
(2013), “The Role of Empathy (Emotional

Contagion, Empathic Concern) in Service

Relationship,” Korean Journal of Industrial
and Organizational Psychology, 26(4),
579-597.

Herzberg, Frederick, Bernard Mausner, and Barbara
B. Snyderman (1959), The Motivation To
Work, 2nd edition, New York: John Wiley
& Sons.

Howard, Daniel J. and Charles Gengler (2001),
“Emotional contagion effects on product
attitudes,” Journal of Consumer research,
28(2), 189-201.

Jeon, Jongheon (2017). 4 new robotic bank clerk
‘Pepper’ at Woori Bank. Maeil Business
Newspaper, Seoul, Korea. Retrieved November
5, 2019, from https://www.mbn.co.kr/news/
stock/3357607

Jun, Sung Youl, Sora Kim, and Hye Kyung Park
(2017), “The Effects of Anthropomorphized
Brand Positioning on Consumers’ Brand
Evaluation: The Moderating Effect of
Social Connection and Perceived Power,”
Journal of Consumer Studies, 28(6), 45-74.

Jung, Seoung In and Jin Yong Park (2019), “The
Technology Acceptance Model on Vein
Recognition Payment and Unmanned
Store,” Journal of Channel and Retailing,
24(1), 73-96.

Jung, Sung-Gwang and Jaeho Yang (2013). “A
Study on Relationship among Relational
Benefits, Satisfaction and Customer Lotalty;
Focused on the Moderating Effects of
Consumer's Innovativeness & Rationality,”

Journal of Marketing Management Research,



MIAH| & 7|0 ooIstet AHIAF B EY BA B AR | 19

18(2), 47-72.

Keller, Kevin L. (2001), Building customer-based
brand equity: A blueprint for creating strong
brands, Cambridge: Marketing Science Institute,
3-27.

Kim, Hye-Young and Ann L. McGill (2018), “Minions
for the Rich? Financial Status Changes How
Consumers See Products with Anthropomorphic
Features,” Journal of Consumer Research,
45(2), 429-450.

Kim, Joong-In (2016), “Asymmetric Effects of CSR
Types on Corporate Attitude: Differentiated
Implications on Resource Investment and
Marketing Communication of the Bank,”
Korean Journal of Marketing, 31(2), 55-72.

Kim, Jungsik and Wan-Seok Kim (2007), “Emotional
Contagion as an Eliciting Factor of Altruistic
Behavior: Moderating Effects by Culture,”
Korean Psychological Journal of Culture
and Social Issues, 13(2), 55-76.

Kim, Sang Hee (2007), “Effect of the Verbal and
Non-verbal Communication of Salespersons
in Service Encounter on Customers' Emotion
and Behavioral Intension: Focusing on the
Emotional Contagion Phenomenon,” Journal
of Consumer Studies, 18(1), 97-131.

Kim, Sara and Ann L. McGill (2011), “Gaming
with Mr. Slot or Gaming the Slot Machine?
Power, Anthropomorphism, and Risk Perception,”
Journal of Consumer Research, 38(1), 94-107.

Kim, Sara, Rocky P. Chen, and Ke Zhang (2016),
“Anthropomorphized Helpers Undermine

Autonomy and Enjoyment in Computer

Games,” Journal of Consumer Research,
43(2), 282-302.

Klinger, Eric (1971), Structure and Functions of
Fantasy, Oxford, England: Wiley-Interscience.

Kwak, Hyokjin, Marina Puzakova, and Joseph F.
Rocereto (2015), “Better Not Smile At The
Price: The Differential Role of Brand
Anthropomorphization on Perceived Price
Fairness,” Journal of Marketing, 79(4), 56-76.

Kwak, Sona and Eun Ho Kim (2009). “Design of
the Emotional Robot for Human Empathy,”
Archives of Design Research, 22(5), 27-36.

Landwehr, Jan R., Ann L. McGill, and Andreas
Herrmann (2011), “It's Got the Look: The
Effect of Friendly and Aggressive “Facial”
Expressions on Product Liking and Sales,”
Journal of Marketing, 75(3), 132-146.

Lee, Moonkyu and Sung-Tai Hong (2001),
Understanding Consumer Behavior, Seoul:
Bobmunsa.

Lovelock, Christopher H. and Jochen Wirtz (2011),
Services Marketing: People, Technology,
Strategy, 7th edition, Pearson Education.

Mehrabian, Albert and James A. Russell (1974),
An Approach to Environmental Psychology,
The MIT Press.

Meuter, Matthew L., Amy L. Ostrom, Mary J. Bitner,
and Robert Roundtree (2003), “The Influence
of Technology Anxiety on Consumer Use and
Experiences With Self-Service Technologies,”
Journal of Business Research, 56(11), 899-906.

Meuter, Matthew L., Amy L. Ostrom, Robert I.
Roundtree, and Mary J. Bitner (2000),



25

20| 959 25

rd

“Self-Service Technologies: Understanding
Customer Satisfaction with Technology-Based
Service Encounters,” Journal of Marketing,
64(3), 50-64.

Meuter, Matthew L., Mary J. Bitner, Amy L. Ostrom,
and Stephen W. Brown (2005), “Choosing
among Alternative Service Delivery Modes:
An Investigation of Customer Trial of
Self-Service Technologies,” Journal of Marketing,
69(2), 61-83.

Miller, Katherine 1., James B. Stiff, and Beth H.
Ellis (1988), “Communication and Empathy
as Precursors to Burnout among Human
Service Workers,” Communications Monographs,
55(3), 250-265.

Mori, Masahiro (2012), “The Uncanny Valley
[From the Field],” in /[EEE Robotics &
Automation Magazine, 19(2), Karl F. Mac
Dorman and Norri Kageki, trans. 98-100.

Mourey, James A., Jenny G. Olson, and Carolyn
Yoon (2017), “Products as Pals: Engaging
with Anthropomorphic Products Mitigates
the Effects of Social Exclusion,” Journal of
Consumer Research, 44(2), 414-431.

Muniz, Albert M. and Thomas C. O'guinn (2001),
“Brand Community,” Journal of Consumer
Research, 27(4), 412-432.

National Institute of Korean Language. Standard
Korean Language Dictionary. Seoul, Korea.
Retrieved November 8, 2019, from
https://stdict.korean.go.kr/search/searchView.do

Oliver, Richard L. (1997), Satisfaction: A Behavioral

Perspective on the Consumer, New York:

The McGrawHill Companies.

Oliver, Richard L. (1999), “Whence Consumer
Loyalty?,” Journal of Marketing, 63(4_Suppl1),
33-44.

Puzakova, Marina, and Hyokjin Kwak (2017), “Should
Anthropomorphized Brands Engage Customers?
The Impact of Social Crowding on Brand
Preferences,” Journal of Marketing, 81(6),
99-115.

Puzakova, Marina, Hyokjin Kwak, and Joseph F.
Rocereto (2013), “When Humanizing Brands
Goes Wrong: The Detrimental Effect of
Brand Anthropomorphization amid Product
Wrongdoings,” Journal of Marketing, 77(3),
81-100.

Puzakova, Marina, Hyokjin Kwak, and Joseph
Rocereto (2009), “Pushing the Envelope of
Brand and Personality: Antecedents and
Moderators of Anthropomorphized Brands,”
in Advances in Consumer Research, Vol.
36, Ann L. McGill and Sharon Shavitt, eds.
Duluth, Association for Consumer Research,
413-420.

Shen, Yung-Cheng, Chun-yao Huang, Chia-Hsien
Chu, and Chih-Ting Hsu (2010), “A Benefit-Cost
Perspective of the Consumer Adoption of
the Mobile Banking System,” Behaviour &
Information Technology, 29(5), 497-511.

Sternberg, Robert J. (1986), “A Triangular Theory
of Love,” Psychological Review, 93(2),
119-135.

Suh, Munshik, Jaeeun Yoo, and Taeseok. Rho
(2015), “Customer Participation: The Effects



MIAH| A 70| ofoIstet AHIAF S EY BAY B A7 | 21

of the Perceived Enjoyment on the Product
Evaluation in the case of Kit Assembly
Process,” Journal of Marketing Management
Research, 20(1), 67-90.

Tour¢-Tillery, Maferima and Ann L. McGill (2015),
“Who or What to Believe: Trust and the
Differential Persuasiveness of Human and
Anthropomorphized Messengers,” Journal
of Marketing, 79(4), 94-110.

Tremoulet, Patrice D. and Jacob Feldman (2000),
“Perception of Animacy from the Motion
of a Single Object,” Perception, 29(8),
943-951.

Van den Hende, Ellis A. and Ruth Mugge (2014),
“Investigating Gender-Schema Congruity
Effects on Consumers’ Evaluation of
Anthropomorphized Products,” Psychology
& Marketing, 31(4), 264-277.

Warneken, Felix and Michael Tomasello (2006),
“Altruistic Helping in Human Infants and
Young Chimpanzees,” Science, 311(5765),
1301-1303.

Wen Wan, Echo, Rocky Peng Chen, and Liyin Jin
(2017), “Judging a Book by Its Cover? The
Effect of Anthropomorphism on Product
Attribute Processing and Consumer Preference,”
Journal of Consumer Research, 43(6),
1008-1030.

Yi, Youjae and Hoseong Jeon (2003), “Effects of
Loyalty Programs on Value Perception,
Program Loyalty, and Brand Loyalty,” Journal
of the Academy of Marketing Science, 31(3),
229-240.

Yoo, Boonghee, Naveen Donthu, and Sungho Lee
(2000), “An Examination of Selected Marketing
Mix Elements and Brand Equity,” Journal
of the Academy of Marketing Science,
28(2), 195-211.



22 | 959 25H 25

A Study on the relationship between Anthropomorphism of
Self-service technologies and Consumer Loyalty:
Focusing on the Mediating Effect of Enjoyment

Hyoa Jeon”, Sang Hee Kim*

ABSTRACT

Self-service technologies(SSTs) are defined as technological interfaces for customers’ independent production
of a service and give economic benefits to service firms and utilitarian benefits to customers. These benefits
should be preceded by customers’ continued use of the technologies. However, given the importance of service
encounters, customers’ emotional engagement with SSTs is able to make the encounter more meaningful. By
suggesting anthropomorphism of SSTs, the present research explores the difference in consumers’ behavioral and
attitudinal loyalty according to whether to be anthropomorphized or not and the mediated effect of enjoyment.

Anthropomorphism is to include humanlike external characteristics or internal characteristics such as motivation,
intention, and emotion in non-human agents’ behavior. By definition of anthropomorphism, consumers using
anthropomorphized SSTs will have different emotions, attitudes, or behavior intentions compared to those using
non-anthropomorphized SSTs. This study applies the two-factor theory to understand the difference and
particularly with regard to attitudinal loyalty, the uncanny valley theory is presented. First, according to the
two-factor theory, we are able to consider the technical levels of SSTs as hygiene factors and the
anthropomorphized levels of SSTs as motivators. Second, the uncanny valley theory suggests that an affinity with
anthropomorphized SSTs be perceived higher. To sum up, considering that consumers’ behavioral loyalty is
related to the continued use of the technologies, behavioral loyalty will not differ between anthropomorphized
and non-anthropomorphized SSTs that have the technical levels. However, as their attitudinal loyalty is related to
emotional engagement, consumers’ attitudinal loyalty of anthropomorphized SSTs having the human factors will
be higher than that of non-anthropomorphized SSTs.

The relationship between anthropomorphism and enjoyment can be explained by elicited agent knowledge and
emotional contagion. Especially, adding human factors to SSTs elicits knowledge about service employees from
consumers and then causes their perceptual differences. That is, while non-anthropomorphized SSTs are related

to result-oriented and use verbal communication, anthropomorphized SSTs are related to process-oriented

* Ph.D. Candidate, College of Business Administration, Chonnam National University, First Author
** Professor, College of Business Administration, Chonnam National University, Corresponding Author
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services and both verbal and nonverbal communication. Thus, anthropomorphized SSTs are able to be associated

with consumers’ enjoyment compared to non-anthropomorphized SSTs.

H1: While consumers’ behavioral loyalty does not differ between anthropomorphized and non-anthropomorphized SSTs,
consumers’ attitudinal loyalty of anthropomorphized SSTs are higher than that of non-anthropomorphized SSTs.

H2: Consumers’ enjoyment of anthropomorphized SSTs are higher than that of non-anthropomorphized SSTs.

H3: The effect of SST anthropomorphism on attitudinal loyalty is mediated by enjoyment.

This study used an anthropomorphized vs. non-anthropomorphized between-subjects design to test the
differences in consumers’ loyalty and enjoyment according to whether to be anthropomorphized or not and the
mediated effect of enjoyment. A total of 126 undergraduate students participated in the study (68.3% female,
MAge =21.9) and they were randomly assigned to one of two conditions.

The study showed that the difference in behavioral loyalty between anthropomorphized (M=5.19, SD=1.30)
and non-anthropomorphized SSTs (M=5.54, SD=1.21) was not significant (t=1.55, p=.13), but attitudinal loyalty
was rated higher in the anthropomorphized condition (M=3.53, SD=0.99) than in the non-anthropomorphized
condition (M=2.84, SD=1.03, t=-3.79, p=.000; figure 1). Therefore, H1 was supported.

% Behavioral loyalty
1 Attitudinal loyalty

ool
Anthropomorphized SST Non-anthropomorphized SST

<Figure 1> The difference in behavioral and attitudinal loyalty between anthropomorphized and
non-anthropomorphized SSTs

Enjoyment was also rated higher in the anthropomorphized condition (M=3.88, SD=1.06) than in the
non-anthropomorphized condition (M=3.02, SD=1.00, t=-4.68, p=.000; figure 2), hence H2 was supported.
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Mean

Anthropomorphized SST Non-anthropomorphized SST

<Figure 2> The difference in enjoyment between anthropomorphized and non-anthropomorphized SSTs

To test the mediated effect of enjoyment, focusing on participants in the anthropomorphized condition we
performed an analysis prescribed by Baron and Kenny (1986). First, SST anthropomorphism significantly
affected enjoyment ( 5 =.322, t=2.539, p<.05; model I). Second, SST anthropomorphism significantly affected
attitudinal loyalty ( 8=.518, t=4.365, p<.01; model 2). Third, when both SST anthropomorphism and enjoyment
were included, the effect of SST anthropomorphism on attitudinal loyalty decreased (SST anthropomorphism: 3
=518 — [=.415; model 3). These findings revealed that enjoyment partially mediated the effect of SST
anthropomorphism on attitudinal loyalty and H3 was supported (table 1).

<Table 1> The mediated effect of enjoyment

Dependent variable
Independent variable Enjoyment Attitudinal loyalty
Model | Model |l Model Il
Anthropomorphism .322(2.539)* .518(4.365)** A415(3.477)**
Enjoyment - .309(2.592)*
F 6.448%* 19.054%** 13.934%**
R2(adjusted R2) .110(.093) .268(.254) .353(.328)

#p<.05, #*p<.01, ***p<.001

This research focuses on consumers’ emotions in technology-based self-service, which has theoretical
significance by applying various theories such as the two-factor theory, the uncanny valley theory, elicited agent
knowledge, and emotional contagion. In fact, it was reasonable to theoretically and practically underline
pragmatic aspects of SSTs and behavioral loyalty to them in terms of customers so far but the findings practically
implies that marketers should set new goals for consumers’ emotional engagement with SSTs beyond their
adoption of them. Moreover, this study suggests that adding anthropomorphism factors to SSTs improve the

negative effect of technology-based self-service with poor human factors.

Key words: Self-Service Technology, Anthropomorphism, Attitudinal Loyalty, Behavioral Loyalty, Enjoyment



