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[Abstract]

As technology advances and experiences Al in various environments occur, many users feel technical limitations and fail to
meet them, increasing the number of cases of considering discontinuation of use. This stems from the increase in users who are
familiar with the device itself equipped with artificial intelligence. Based on this point, this study viewed the degree of familiarity
of the device as the cause of discontinuation and departure of use. As the usage experience accumulates, the overall expectation
is lower, and at the same time, the immersion experience that may occur in the process of using the device is also expected to
decrease. In order to solve this problem, an experiment was conducted by paying attention to the humanity of the device, and
classifying it into devices with humanity and devices that do not. As a result of the study, it was found that the device that gave
humanity had higher overall user satisfaction than the device that did not, and the expectations after use were satisfied. These
results suggest that giving human character as a way to solve technical limitations can provide an optimal experience.
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Classification of User Segment

[1st Research] Survey

- Change in expectations before and after use
- Discontinue use
- Satisfaction

[2nd Research]
In-depth Interview

Device Using Journey Map

T8 1. A7 2y
Fig. 1. Research method
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Table 1. Survey

Classification Question
How old are you?
What is your gender?
\ Do you currently use Al speakers or Voice
Basic :
. Assistants?
Information

How long have you used it?

Which Al speakers or Voice Assistants are you
using?

| think the device will be easy to use.

It seems that it can be used intuitively without

Expectations using methods, learning, or help.

before use

| think | can use the function | want on the
device.

[Watching Video 1] Conversation with devices that have a human
side

| think the device will be easy to use.
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Table 2. Conversation with devices that have a Human
side

Type Conversation

Q. How is the weather today?
A. Today's low will be 14 degrees and the high 29

Satisfy It seems that it can be used intuitively without
expectations using methods, learning, or help.
after use | think | can use the function | want on the
device.
) ) | will use the device as less as possible.
Discontinue - - —
use | will use the device only when it is absolutely

necessary.

| am satisfied with the way the device speaks.

Satisfaction | am generally satisfied with the use of the

device.

[Watching Video 2] Conversation with devices that have a
Mechanical side

Weather degrees, hotter than yesterday! | recommend you
go out in light clothes.
Traffic Q. How is the traffic around Yangjae Station now?
information A. There's a traffic jam right now. | recommend
Search using the subway!
Q. I'm a little depressed today.
Daily A. Do you want me to play a song that you enjoy

Conversation  listening to? Listening to your favorite music can

make you feel better!

| think the device will be easy to use.

Satisfy It seems that it can be used intuitively without
expectations using methods, learning, or help.

after use | think | can use the function | want on the
device.
) ) | will use the device as less as possible.
Discontinue - - .
use | will use the device only when it is absolutely

necessary.

| am satisfied with the way the device speaks.

Satisfaction | am generally satisfied with the use of the

device.
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Table 3. Conversation with devices that have a
Mechanical side
Type Conversation
Q. How is the weather today?

Weather A. Today's low is 14 degrees and the high is 29
degrees.

Traffic Q. How is the traffic around Yangjae Station now?

information

Search A. There's a traffic jam.

Daily Q. I'm a little depressed today.

A. It is also a way to improve depression through

Conversation )
exercise on a gloomy day.
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Type All User Heavy User Light User
Human 2.33 2.25 2.4
side
Mechanical 3.34 3.58 3.1
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<Discontinue use>
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Table 5. Comparison of usage satisfaction
Type All User Heavy User Light User
Human 4.6 4.7 4.5
side
Mechanical 2.51 2.53 2.5
side
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