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The Study on the Factors Influencing on the Behavioral Intention of
Chatbot Service for the Financial Sector
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[Abstract]

Overall Industries have improved by adopting Artificial intelligence followed by development of artificial intelligence. Financial
sectors are attempting to build chatbot service to satisfy and create user-friendly services. In this study we found that
performance expectancy, effort expectancy, social influence, trust of information and trust of security were significantly related to
intent to behaviour of chatbot service using the UTAUT(Unified Theory of Acceptance and Use of Technology) model. Based on
this research, it is considered that it will be a practical reference to the successful introduction of chatbot services in the financial

sector.
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1.

Table 1. Measurement of the constructs

Construct

Item

Reference

Performance
Expectation

EXP1-Chatbot service is useful for banking.

EXP2-Chatbot service enhances banking
services’ efficiency.

EXP3-Chatbot service makes banking service

(8]
[17]

(EXP) faster. (18]
EXP4-Chatbot service makes banking service
more convenient.
EFE1-Chatbot service is familiar to user.
Effort EFE2-Chatbot service is easy to use. [8]
Expectancy S [17]
EFE3-Chatbot to 1 .
(EFE) 3-Chatbot service is easy to learn. (18]
EFE4- Have clear understanding of how to use
the chatbot service.
SOI1-Using chatbot service will be affected by
the surroundings.
) SOI2-1 am willing to use chatbot service, if
Social | someone recommend. (8]
Influence — )
(SO SOI3-1 am willing to recommend using chatbot (18]
service to my friends and family members.
SOI4-1 assume many people will use chatbot
service in the future.
BI1-I have a plan to use chatbot service for my
financial services.
Behavioral | BI2-I am willing to use chatbot service. [8]
Intention g3 1 haye o plan to use chatbot service [18]
(BD regularly in the future. (191
BI4-1 prefer to use chatbot service more than
other service tools.
TIF1-I trust information provided by chatbot
Trustof | gervice. [19]
Information - - -
(TIF) TIFZI-I t.rust information provided by chatbot [10]
service is accurate.
TSCI-I trust that chatbot service provided by
bank will insure secure financial services.
Trust .Of TSC2-1 believe chatbot service will collect [10]
Security personal information without having ethical [17]
(TSC) issues.

TSC3-I believe chatbot service will work for
bank customer’s ultimate benefit .

http://www.dcs.or.kr



o
Ral
Th
T
[
il
o
i

2X|(J. DCS) Vol. 20, No. 1, pp. 41-50, Jan. 2019

4-1 X2 £ L B2 SM

7ol Atz o] W 204 ol QTEP WA A
o] & o] &A= Ao E F|H 25559 HEX
A3k 2552 A3 F 23055 ASEA | AFE3}

o 19} 2.

o] QAT 54 [ 2

o

o

=
%
&
o ¥

32 off |

\:&:

E 2. AFEAH BN
Table 2. The Demographic Characteristic of Data

Measure Frequency Ratio
Male 125 543
Gender
Female 100 45.7
20~29 96 41.7
30~39 24 10.4
Age 40~49 55 239
50~59 47 20.4
60< 8 35
Yes 47 20.4
Experience
No 183 79.6
Housekeeper 22 9.6
Inoccupation 6 2.6
Office job 40 17.4
Production worker 16 7.0
Job Group Sales 12 52
Self-employment 21 9.1
Profession 39 17.0
Student 55 23.9
Other 16 7.0
4-2 BHAR 201 BA O MRS BN
Aol Ao 7HEE HF8h] 4 SPSS TR
B olgalo] P14 aei g }Oﬂur =49 FBE
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Table 3. The result of Validity, Reliability test of EFA

1 2 3 4 5 6 [Cronbach’s a.
B4 | 803 | 217 | .189 | .140 | 210 | .153
B3 | .800 | 297 | 256 | .144 | .175 | .103
940
BIl | 784 | 278 | 290 | 214 | .149 | .175
B2 | 737 | 340 | 340 | .190 | .157 | .078
EXP2 | 264 | 812 | 144 | 121 | .138 | .113
EXP4 | 279 | 789 | 080 | .186 | .003 | .124
EXP3| 108 | 788 | 265 | a1 | 036 | oss |
EXPI | 274 | .774 | 208 | .186 | .166 | .155
son | 211 | 262 | 766 | .122 | .126 | .000
som3 | 331 | .179 | 755 | .121 | .195 | -.010
som | 298 | .100 | 750 | 076 | .177 | -.027 "
SOl | .046 | .151 | 718 | .155 | .015 | .339
EFEL | 207 | .198 | .027 | 818 | .140 | -.027
EFE2 | 246 | .083 | .090 | .807 | .167 | .061
EFE4 | 029 | .119 | .134 | 720 | .132 | .050 820
EFE3 | 049 | .165 | .179 | .699 | .076 | 296
TSCI | .110 | .119 | .094 | .136 | .880 | .186
TSC2 | 159 | 042 | 206 | .174 | 848 | 211 896
TSC3 | 245 | 091 | .148 | 210 | .783 | .166
TIFI | .141 | 199 | 096 | .138 | 372 | .779
TIF2 | 257 | 220 | .064 | .151 | 337 | 733 s
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Table 4. The result of Convergent Validity

Constructs Measure Fact.or CR AVE
Loading
EXP1 0.863
EXP2 0.840
EXP 0.906 0.708
EXP3 0.811
EXP4 0.851
EFEI 0.805
EFE2 0.760
EFE 0.863 0.617
EFE3 0.758
EFE4 0.706
SOI1 0.682
SOI2 0.797
SOI 0.863 0.616
SOI3 0.818
SO14 0.791
BIl1 0.919
BI2 0.909
BI 0.904 0.703
BI3 0.897
B4 0.848
TIF1 0.772
TIF 0.859 0.761
TIF2 0.772
TSC1 0.834
TSC TSC2 0.872 0.855 0.663
TSC3 0.787
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Table 5. The result of discriminant Validity

‘oA AlE R HE
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Table 6. The Result of Path Analysis

Standard
Hypothesized Path | ized S.E CR | p-value | Result
Estimate

H1 | EXP—BI 480 .060 7.953 **%  ISupported
H2 | EFE—BI 149 .069 2.176 .030*  Supported
H3 | SOI—BI 489 .063 7.769 **%  ISupported
H4 | TIF—BI .100 .046 3.051 | .002** |Supported
H5 | TSC—BI 129 .042 2.163 .031*  |Supported

* p—value <0.05, ** p—value <0.01, *** p—value <0.001
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