Journal of Digital Convergence ISSN 2713—6434 / eISSN 2713—6442
Vol. 19. No. 11, pp. 181-199, 2021 https://doi.org/10.14400/JDC.2021.19.11.181

Tg AR u)se AFE o Lo o3

A Qualitative Exploration of
Intentions of Financial Chatbot Service

Wonil Kim!, Hyun Shik Yoon*
'Ph.D. Student, College of Business Administration, Chonnam National University
?Associate Pofessor, College of Business Administration, Chonnam National University

8 °F FHT w8Ae 03?3@ S0k vt Au] 0] gof FAlleh stEe MG Aujse] BAdstE Fxlska 9L
ey 71EA A9k oS el o F $ o] Aleko] EAThE Aol Al AR AR|=E
whebaA S Aqu] 2] ARt S B skl dAE R B Thest EAlE dAlH o w Slskal &
2a7tk ek ool & A= T A ARl AREARe] AR ol Bl dleS uEey] flel A Avak 2 At
12‘3jg o s AEF-E X8dsta, o]5 Al8d s o]&(Theory of Planned Behaviors, ©]8} TPB) 2= 3418}
T A, ARARES A AR AP Sal 2 | A Fely =9 o g B HE, o5 Ay Bl
el Alel SO A gt AR ARE ] ofeFolu Aelgtel tigk 1Al wE e A T
| =25ttt o] & T3l o] 54do] AR&Ate] AL Auzol] gk A4 AR o|kmof A g JIFS vH &
A= Al AREAE o ® dto] A AR ofest F alS ATA R AT

S 0, i ol :—‘4
o d

o O o)
55 4 5 AT 45
2 3971 9t}

N
X
2
ol
oo
2
e
=
>,
>
ofo
>
o2
oft
)
=
=)
>
E

CAFE PEelE, A

y ™

of

e

Abstract Recently, financial companies are promoting chatbot services in line with the reduction of
branches and the expansion of non—face—to—face services. However, it is difficult to expand the chatbot
services at once in the presence of technical limitations and constraints of internal and external
environment. Therefore, it is necessary to analyze the various situations of chatbot service to
preemptively identify problems that can occur in stages and seek solutions. This study conducted
interviews with 12 field practitioners and researchers to examine the intentions and behaviors of
financial chatbot service users and interpreted them using TPB. The study revealed the characteristics
of 'feelings and attitudes' such as convenience or inconvenience from the chatbot experience,
'subjective norms' such as herd behavior or the yearning for empathy of others, and 'behavioral control'
according to the recognition of difficulty or convenience of chatbot use process. This study shows that
this characteristic can affect the intention and actual behavior of users to use chatbot service
continuously. In the future research, it is necessary to empirically study specific intentions and
influence factors for actual users.

Key Words : Financial Chatbot Service, User Behavior, Non—face—to—face Service, Theory of Planned
Behavior, In—Depth Interview
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Fig. 1. Overview of Financial IT Service System[29]
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Table 1. In—Depth Interview Participant Profiles

D Field Working Area E@gﬁf:tg’gm) Age
P1 Research Tourism Chatbot - /3 40s
P2 Research Communication - /2 30s
P3 Research Chatbot UX - /3 20s
P4 Planning Call Center 15/5 40s
P5 Planning Financial IT 28/5 50s
P6 Planning IT Strategy 21/2 50s
P7 | Development Chatbot Sytem 15/5 40s
P8 | Development Chatbot Sytem 15/5 40s
P9 | Development Modelling 12/6 40s
P10 | Development Modelling 2/2 20s
P11 | Maintenance | Chatbot Service 13/2 40s
P12 | Maintenance | Chatbot Service 20/2 40s
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Table 2. Factors Affecting the Intention to Use Financial
Chatbot

Themes Subthemes

o High intent understanding of
short—answer questions

o Communication Completion is a

transitional period

Needs close connection with the

legacy financial system

Knowledge expansion is changing

based on machine learning

Current Chatbot's
Technology Level

=]

=]

Select the domain that matches
the chatbot attributes

When targeting actual tasks
Assistance in daily work
Various attempts

Success Story
& Directing Points

o © ©

Increase user confidence
Concise answers and non
unresponsive answers
Consideration for the chatbot
input environment

Maintaining artificial intelligence
technology

o o

Considerations in
Chatbot Devlopment

=]

=]

o Expectations for reduced time
Preference for text input
When access is limited

Why Users Use the
Chatbot

o ©

Fast information navigation and
reduced navigation costs

The convenience and speed of
Why Users Use the | establishing a relationship

Chatbot Continuously [0 The convenience with simple
questions

Accumulation of experience in use
and satisfaction with previous use
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b Save time and effort

» Low expectations

Usage Behavior for |0 Preemptive learning about chatbot
Chatbot Users o Heard Behavior

o Curiosity

o Yearning for empathy
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Table 3. The TPB Model to understand Intention to use

Chatbot
Notation TPB Model Empirical Keywords
Positive feelings/advatage:
o Expectations for reduced time
o Preference for text input
Positi o Unlimited Access
. ositive or - - .
Attitudes Negative Negative feelings/disadvatage:
toward using A tof |0 Understanding of
Chatbot ssessment 0 short—answer questions
Behavior

o Communication Completion
is a transitional period

o Not Fully Supported
Financial Service

o Low Expectations

Subjective |Perceptions of o Heard Behavior

Norms Social Pressure |o Curiosity
o Yearning for Empathy
Factors that facilitate:
o Select the domain that
matches the chatbot attributes
o When targeting actual tasks
. Perceived o Assistance in daily work
Perce%ved ease of o Various attempts
Behavioral . .
Control Derformlng the  |Factors that impede:
Behavior o Need to learn how to use Chatbot
o Answers that users do not trust
o Negative Answer
o If the input environment is
not Considered
Intention | Intentions abput o Whether to switch to other financial
to use how voluntarily you .
Chatbot |are trying to act services
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Behavioral Beliefs
Positive
feelings/advatage
o Reduced time

o Text input

o Unlimited Access

Negative > Attitutes

feelings/disadvatage

o Short—answer

questions

o Transitional period

o Not Fully Supported
Financial Service

Intention
Normative beliefs to use
o Low Expectations Subjective Chatbot
o Heard Behavior R o To ]
o Curiosity Norms Switch
o Yearning for Empathy Other
Service
Control beliefs
Factors that facilitate
o Proper Domain
o Actual Task Perceived
o Various Attempts .
—> Behavioral
Factors that impede o Control
Learn to how to use v

o Not trusted Answers
o Negative Answers

. Behavior
o Input Environment

Fig. 2. The TPB Framework
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