’m Check for updates

o] 774 813 4] PISSN 1229-2060
247 A28, 2022 eISSN 2287-5743
<OAFI=R> Fashion & Text. Res. J.

Vol. 24, No. 2, pp.183-194(2022)
https:/doi.org/10.5805/SFT1.2022.24.2.183
=2l M AEE MRl F{FL{A|0[ Mulol cHet AH|Xfe| FEH HIS
Melg'
Eoista o) Fekt

Consumers’ Negative Responses to the Communication Failure of Chatbots
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Abstract: This study aims to understand the consumers’ negative responses to communication failure of chatbots caused
by their imperfections. Specifically, this study examines 1) the relationship among chatbot’s communication failure, dis-
satisfaction, negative behavior (complaint, negative word-of-mouth (n€WOM), and inertia); 2) the moderating effect of tech-
nostress on the relationship between chatbot’s communication failure and dissatisfaction; 3) the differences in the
negative responses between the generation MZ and the previous generations. Data were collected via an online survey.
First, the participants interacted with the chatbot developed for this survey, to experience the chatbot’s communication
failure. Thereafter, they responded to a questionnaire. PLS-SEM was conducted using the R software environment to test
the hypotheses. This study empirically identified that chatbot’s communication failure positively affected dissatisfaction.
In addition, the customers who were more dissatisfied with the chatbot’s communication failures were more likely to com-
plain than engage in nWOM. Compared to the generation MZ, chatbot’s communication failure caused a higher level of
dissatisfaction in previous generations. The results suggest that online shopping malls should carefully introduce an
improved chatbot service after minimizing its communication failure rate. The chatbot developers of online shopping
malls targeting middle-aged and elderly consumers should strive to develop and implement strategies to further alleviate
consumers’ dissatisfaction in the situation of chatbot’s communication failure.
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Fig 1. Consumers’ negative behavioral responses in the context of chatbot communication failure.
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Table 1. Confirmatory factor analysis results for measurement model
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Construct Indicator Outer loading AVE C.alpha DGirho eig.Ist eig.2nd

icati CF1 719

Communication 696 600 833 1.428 572
failure CF2 936
TS1 813

Technostress TS2 .885 733 822 .894 2217 532
TS3 .868
DS1 .890

Dissatisfaction 831 799 909 1.666 334
DS2 933
CP1 .809
CP2 .896

Complaint 787 910 937 3.157 396
CP3 .940
CP4 .897
nWOMI1 961

nWOM 925 919 961 1.851 .149
nWOM2 .963
INT1 782

Inertia 772 744 .887 1.593 407

INT2 .966
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Table 2. Descriptive statistics and discriminant validity of the variables
Mean SD 1 2 3 4 5 6

1. CF 6.566 817 .835

2. TS 3.904 1.375 006 .856

3. DS 5.319 1.465 384 207 912

4. Cp 3.877 1.603 245 204 528 887

5. nWOM 4.132 1.697 032 304 241 420 962
6. INT 4.207 1.298 022 -019 -072 —-.389 -239 879

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia
a: Bold numbers on the diagonal represent the square root of Average Variance Extracted(AVE) for each variable.
b: Numbers below the diagonal are the correlation estimates of two variables.
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(Yoon & Kim, 2014).

Ao AFUA | Aol tisk ¥4 kgl Altizk 2}
o|7} QEA| Yolry] Lsf 404 o13R= MZAIUI(n=62)F 41
Al o2 Mz o1 Ath(m=90)2 F-&3le] PLS-SEM U=
IFEAS AAEITE Table 40 AAE ZAAH MzAHet
MZ oA At 7kl BAZ R feldt 2jol7} U ARE A
B AFYAIA Aoo] tig BrtEe] BE2p=38, ¢
=237y} f43te] H5= w9 mu|skA] A7 = Ack AR
o] ARFYA 1A Aulle MZAIHH (5 = .10)9} B3] MZo]A Al
(B= 48l O 73t EVES op|dit). o ARe 544

g

e

lm FUE [o):H}

2=

Z

2

L
pu

0] e A AR Bl o s Agske A o= foIgk 2tk glo] MZAtSE MZ o) Al 7hol] A5
o7 gRIFATE WA H3a%t H3be AA7E HAch ol2h o] AFUA I Aol thgk 84 whg-2 A9 fFAlsithaL
g BUEe BHB=-09, =-T001E BAHCE fFoF  F & Y
Table 3. H1-H4 testing results
Structural path Path coefficient Low CI High CI t-value Result

Hla CF — CP .049 —-.092 .184 673 Reject

Hlb CF — nWOM -.071 —-.245 .095 -.760 Reject

Hlc CF — INT 057 -.117 208 .650 Reject

H2 CF — DS 398 195 522 3.510 Accept

H3a DS — CP .508 374 638 7.358 Accept

H3b DS —> nWOM 267 115 440 3.186 Accept

H3c DS — Inertia —-.093 -303 .185 -.703 Reject

H4 CF X TS — DS 138 -.233 261 .874 Reject

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia
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Table 4. HS testing results

Path coefficient

Structural path la-b] t-value Result
Generation MZ (a) Previous generations (b)

CF — CP 015 069 .053 428 No
CF = nWOM —.143 -.008 135 285 No
CF — INT .071 122 .051 .642 No
CF — DS 104 480 376 2.365 Yes
DS — CP 4S5 574 119 933 No
DS - nWOM .266 283 017 242 No
DS — Inertia -.119 -.090 .029 .070 No
CF X TS— DS 156 -.133 289 391 No

CF = Communication failure, TS = Technostress, DS = Dissatisfaction, CP = Complaint, nWOM = Negative word-of-mouth, INT = Inertia
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