g AZof ek AH[x}F BS A HIOIMES} HAX] 78 RIS SHLE

A Study on Consumers' Responses to Shopping Chatbot:
The Effects of Agent and Message Types

£G4, Yulin Song*, 71913], MinHee Kim**, Z| A%, Sejung Marina Choi***
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Abstract As AI technology develops, its application has been extended to diverse fields, In
particular, Al-enabled Chatbot services have garnered growing attention and such services are
more important as a tool of communication in mobile shopping, However, research on chatbots
is in its early stage and the understanding of chatbots in the context of mobile commerce is
very limited, The purpose of this study is to empirically investigate consumer responses to a
shopping chatbot with a focus on the effects of chatbot agent types and message types.
Specifically, a 2X2 between—subjects experimental design, with the agent type (secretary/friend)
and the message type (factual/evaluative) as the independent variables, was employed, The
results show that although main effects of chatbot agent and message types are not found,
interaction effects between chatbot agents and message types on consumer responses are
significant, Specifically, when the agent type was a secretary, consumer responses to product
recommendation with a factual message were more positive, On the other hand, in the case of
the friend agent, the evaluative message led to more positive responses, The findings suggest
that communication elements are important in the understanding of consumer responses to
chatbots in mobile shopping and effective strategies for utilizing chatbots for mobile commerce
should be considered,

&/ 4/o]: Chatbot, AI, Mobile Shopping, Agent, Anthropomorphism, Message Type
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