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Abstract

This study aims to overcome the limitations of previous studies and empirically
verify the structural relationship between the chatbot service quality dimension
and wusage intention in the chatbot service environment. To this end, we
summarized the concept of chatbot and service quality through literature study,

reviewed the chatbot service quality dimension, and proposed and empirically
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verified a research model based on the arrangement of concept and dimension of
technology acceptance model. The results of this study reach the conclusion that
it 1s important for users to recognize that the service is easy to use and useful
by improving the quality of the chatbot service, to expand the chatbot service
and secure a competitive advantage of the company along with the development
of chatbot technology. The significance of this study is that it confirmed the
mechanism by which the improvement of chatbot service quality leads to the
intention to use it and proposed a direction for improving the competitiveness of

the chatbot service of domestic companies.

Keywords . Service Quality, Technology Acceptance Model, SERVQUAL,
Chatbot Service
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RERE .862 .044 23.573

A=A 21EA2 .839 041 22.663 4l 799 912
A=EA1 871 .042 23.977
A4 3 .815

kAl 2d A2 .816 .049 20.032 .892 733 .864
Al .842 .051 20.725
343 .866

74 1842 .904 .035 27.91 951 .866 923
3841 917 .036 28.54

=49l 73 ﬁ?ﬂ: S.E. t CR. | AVE Aclg?{a
343 .877

T2 A2 .861 .045 23.718 916 784 .879
T4 .789 .046 21.112
543 .845

873 542 .905 .040 27.047 .937 .833 922
541 .934 .039 28.351

&4 F845 .862 .945 .811 .935
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MR MHlL~ FHO| 0|8 2|=0f O|X= &

3.+84 H01™ | 443 | 931

4,334 5257 | 413" | 415 | .885

5.8 D67 | 574 | 4717 | 4967 | 913

6. 8% 626" | 634" | 518 | 554 | 6477 | .900

78014 6207 | 586" | 490" | 587 | 694 | 6627 | .926

g.olgolw | 6417 | 5627 | 523 | 523" | 643" | 680" | 683" | .929

note: *x p<0.01 ZF A S 2 qkel

flo
N}t
o
g
ro

o] Au

4.2 A7t AF

ZARE AZ I MEAAAS 98 FREYY AN Az, xR A
T 7t A3 ¥df = 1.978, RMSEA = 0.044, RMR = 0.029, GFI = 0.919, CFI

= 0.978, TLI = 0.974, NFI = 0.957% 7}7}9] 7]%X 2 =359},

4.2.1 A¥2FAF AR E G844, AR E ALELo]A, o] &E FFAA
AT AnaFAY 57k Al A, g, §84, Fd, a8
AAE 84, AAE AFERo]A, o] &ol% Atole] FxA HAE dolrY] 93 7}
A& AASL <19 3>?+ ol FxUAAS T3 ATdrh B A, <i 4>9
2ol A 7S e & 137 7 F 12707F g a kA 2-3S 71 ZE Aok
AR Qe H o] 271wl A 17%% APAoloE NS T3 A= FH7E o)A

AERE 7] 98 oJe dAE AXTAE Snjze ARE ol&ste W B =
o] dasirti =7t AFH o) AY #gk I H | AE AFstH AR[A7E AR
771 E (e Y 9], 2021).
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-fl)g 2d 11 57 é)
Op{ s s, oie
D= Ti243
<X 4> F2EY A2AF #4249 2 ASA
714 Az StEsti | g ¢ p ZE!
mate
71 AR A =FE - F84
1-1 A=A — 784 .150 .062 2.832 | .005%x A el
1-2 g — 784 276 .061 5.180 ok ) e
1-3 34 — 84 111 .045 2.894 | 004 A el
1-4 s — 784 157 .054 3.503 ok )| &
1-5 s — F84 195 .055 3.832 ok ) e
7142 AR Mg - AHEgol4
2-1 | Agd — A&8ol4 .165 .063 3.175 | .001#x ) &
2-2 | SIA — AEEolA .152 .061 2.958 | .003#x A el
2-3 | #3834 — A88olA .056 .046 1.465 | .143 712}
2-4 | T — g8l | 244 053 | 5761 | s A=
2-5 | H&4 — AEEolA .373 .052 7.982 ok A el
7HA3 | &old — AEREA 113 054 | 2.012 | .044x ) €
7Hd4 | 8 o ol&9 451 .050 9.586 ok A el
745 | &old — o] &% .409 .047 8.864 ok ) &

#xx p<0.001, ** p<0.01, * p<0.05
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% qlvk,

<E 6> T WE vTHAE 4= 23

23] (n=259) £33 E(n=250) A <
AR 7 2 3} o]
§] t p §] t p (t)
A - 784 0.154 | 1.961 | 0.05% | 0.168 | 2.276 | 0.023%| 0.120
S — 84 0.305 | 4.333 |0.000#x% 0.182 | 2.163 | 0.031* | —0.774
394 - 7484 0.108 | 1.966 | 0.049x | 0.128 | 2.318 | 0.02* | 0.264
F2H — 84 0.245 | 3.813 10.000%+x 0.037 | 0.561 | 0.575 | —2.205
e — F8A4 0.131 | 1.928 | 0.054 | 0.325 | 4.071 |0.000#*x 1.585
AEA — AFR8olA | 0.199 | 2.728 |0.006=| 0.151 | 1.992 | 0.046x | —0.273
AA — AFgRo]A | 0.104 | 1.606 | 0.108 | 0.201 | 2.353 | 0.019* | 1.232
34 — AF&-80]A | 0.158 | 3.088 | 0.002+ | —0.058 | —1.022 | 0.307 | —2.722
T — AFR8o]A | 0.247 | 4.346 [0.000%xx 0.262 | 3.985 [0.000#x# 0.589
-S4 — Ab&-8olA | 0.339 | 5.689 [0.000#x% 0.378 | 4.898 |0.000%*x 0.363
{0l — AFRH84 | 0.073 | 0.853 | 0.393 | 0.15 | 1.967 | 0.049% | 0.554
84 — o]®9% | 0.398 | 5.842 [0.000%xx 0.501 | 7.78 [0.000#x% 1.537
AFggolA — o] 8% | 0.43 | 6.354 [0.000%x% 0.386 | 6.166 |0.000#%+x —0.609
* p<0.05 ** p<0.01 *x* p<0.001

(2) GFd 2 A2 zpo] £4

HEel weE  2HARe] A4 ZelE: BAs] fd deEE AuaEd
(SERVQUAL) 9] 12} ztol& EAHT. &4 23, <x 7> o] 233 28Qls
BEol hEt ke AL SN FIA, HSANM Kol Aot sl AL
2 yehstth 23 AR AuAE o] &3 AHAbEe] 2eagES o] &3 AHAt
ST Auadde] B4, 134, s o =A A A e
AFro]l Aol B FTAS sfdst= I ddo] glom, A ARE ol&t=
A, APISE #& QEaAE o]gshe=Aol w2l A Ve kdte] zpolrt vr] i
oz N = Jdrh ggoR JFHEE ARV V&S FEIE "R Jdx=
T8 AAE AREEol el tE A4 Aols AT £ At el HE
2 Abe] A 84, AAE AREE ol ol 2Elad e Fod Aot Q=
Aoz Yepstth o= 28 AR Mu[AE o] &3 LA ZlEEol uid dAE
ol AAE AHEEolE S U wA dATRHE As vdn

412 M) A7 483 A mMosH x3E 2023 092



MR MHlL~ FHO| 0|8 2|=0f O|X= &

<E 7> 4Tl wE Q1A Apeo] B4 A
e %3 N 34 { y
A4 =4 259 3.520 1.221 0.223
e L= 250 3.442 ' '
&3 259 3.545
A4 3.569% %% 0.000
Rk AYE 250 3.300
23 259 3.278
o 31 3.313%* 0.001
T3 AP E 250 3.064
271 =3 259 3.519 0.407 0.684
°me LR E 250 3.492 ’ :
&3 259 3.602
©
WY 9 oo0 5401 2.666%x 0.008
23 259 3.350
o 9 23 2.534 .012
878 &YE 250 3.162 534x 0.0
x o3
+& =Y 259 3.622 2.946%+ 0.003
g0]4 AFE 250 3.408
V. 2 &

AT =W A Al AR AHAEE I o] § ok FFE A= &
59 #

Aee #AE sk f A" 71%?%3%101] A ] 2=3% 4 (SERVQUAL) 2+
& dgste] 4" 29S AN 7‘“‘H, A3 Al F2I AA " 78449
A4 SERVQUAL AFlo] &5 x| F87dol A4 d&= vzt 2nAt
7F AR Mg o] &S W AR Mn|x9 ﬁﬂ*é, A, +E8A, TRl e
5 AR Aujze §84S = Jrida i ¢ v 24, AR Aus 54
I A AREEol el BA A SERVQUAL &9l A 5 7342 AAE ARE
Soldel FEFe mAA Atk AR A H oAV WiH Aol AxE FI U=
drol We7E A AY o dAE AHF i A= ARE olgst]
e B2 wgo] dasirtal =7]7] witolvh, AlA, AXE ARS8l dAE
Skl ARl X | AFEEold ol AAHE FEAl A A ™, Davis(1989) ]
7NEF &R (TAM) O] Aolgts M2 7lEde A88s i A, Ax-
T8 ol gt B, A AREEol gt ol gomete] AALE o]t
= o] AE Wdem I Aol AR Aux w4 A T A 78443
of FANMTE FoFt FEFE TS XA AxE FIA LAHJ] FES 7Hsst
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