siss EREERELETSEY
-+ Journal of Digital Contents Society
ot Vol. 25, No. 2, pp. 573-584, Feb. 2024 M) Check for updates

Factors of the Behavioral Intention to Adopt Chatbot Services for

Real Estate Complaints
Yeon-Bi Jeung' - Junho Choi*’

"Master's Course, UX Track, Graduate School of Information, Yonsei Univercity, Seoul 03722, Korea
ZProfessor, UX Track, Graduate School of Information, Yonsei Univercity, Seoul 03722, Korea

2 o
o] Fs Ak A 91 v, A AL, 878 B8 S 0w Q] HA Al AbE o] B4l Eete] Al stskar Qlek o] el w)
2} FEAk B W19 el gk F 8= SFekaL AR Al A QI Al A A ko R Q1 W o] 5ol S ek Al
S A Sakar gl o] 2l gk el A Fg Ak vl G A 2Tk A 2 tfobo 2 Fgshar Qlek Hs Ak Wil Ake] =8 o
FL A QB T2 RO PG A}, AR A, ek 2, AFE, F-84, A4 71T 0 Jke) ALg 9
Lol S S A= A o= Utk W, S, 53, o1k Ao 8ol frefr] gk aiE X 4] Hoke Ao
2 ekt o] A7 52k vl Ate] =gl e A AV S Al Fela, B ThFeh 38 4] 2 Boke] Abek A A
H| 0] g9l m=Rlol] 7]ojd Aoz ViEn:
[Abstract]

The real estate market in South Korea is facing escalating distrust and anxiety among lease contract holders due to issues such
as false listings, lease scams, and administrative uncertainties. Despite a growing demand for real estate complaint consultations,
many individuals face challenges accessing sufficient support due to limited professional resources and spatiotemporal constraints.
In response to this, real estate complaint chatbot services are emerging as an innovative alternative. Analysis of a structural model
shows that trust in information, security trust, automation, usefulness expectation, and ease of use expectation positively influence
chatbot behavioral intention. However, enjoyment, habit, and humanization have no significant impact on chatbot adoption. This
study aims to provide practical insights into real estate complaint chatbot acceptance, with expectations of contributing to the

successful implementation of counseling chatbot services in the future field of diverse public service sectors.
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Table 1. Fit analysis results of the research model
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Table 2. Convergent validity analysis result

Constructs Measure standar@zed AVE CR
coefficient
UE1 0.642
Usefulness UE2 0.815
Expectation 0.593 0.853
(UE) UE3 0.690
UE4 0.715
Ease of Use EUE1 0.651
Expectation EUE2 0.738 0.539 0.778
(EUE) EUE3 0.676
] EN1 0.850
En‘fg,g”)em EN2 0.887 0.682 | 0.865
EN3 0.729
HA1 0.872
Habit
(HA) HA2 0.870 0.665 0.856
HA3 0.802
o HU1 0.751
Humanization =, 0.731 0.570 | 0.798
(HU)
HU3 0.631
) AU1 0.762
Automation AU2 0.832 0.595 | 0.813
(AU)
AU3 0.639
Trust of Tol1 0.727
Information 0.609 0.757
(Tol) Tol2 0.708
Trust of ToS1 0.762
Security ToS2 0.773 0.592 0.812
(Tos) ToS3 0.623
) BI1 0.652
Behawvoral BI2 0.632
Intention 0.588 0.851
B1) BI3 0.726
Bl4 0.630
Perceived PI 0.694
Innovativeness PI2 0.679 0.501 0.750
(P) PI3 0.598
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Table 3. Concentration and discrimination validity analysis
result

UE |EUE| EN | HA | HU | AU | Tol | ToS | BI Pl

UE [0.593

EUE|0.610/0.539

EN 10.482|0.448|0.682

HA [0.350/0.260(0.696/|0.665

HU [0.274{0.195/0.172|0.194/0.570

AU 10.246/|0.373|0.192/0.241|0.164/0.595

Tol |0.575|0.453|0.444/0.398|0.301(0.346|0.609

T0S|0.516|0.420/0.511]0.392|0.279|0.229|0.659|0.592

Bl |0.516(0.516/0.305|0.199]0.218|0.383|0.701(0.549|0.588

PI 10.733|0.731|0.669|0.545|0.445(0.432|0.635|0.596|0.780|0.501
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Table 4. The result of path analysis

Hyoothesized Standard
ypotnesize ized S.E | t-value | p—value Result
Path )
Estimate
H1 UE—BI .193 .054 | 2.852 | .004"™" | Supported

H2 | EUE—BI 153 .050 | 2.381 .017" | Supported

H3 | EN—BI .006 .049 | 0.080 .936 Not
Supported
Not
H4 | HA—BI -.110 | .039 | -1.544 | 123
Supported
H5 | HU—BI .013 .042 | 0.234 .815 Not
Supported
H6 | AU—BI 192 .040 | 3.420 | .0017™" Not
Supported
H7-1| Tol—BI 242 .050 | 3.780 o Supported

H7-2 | ToS—BI .227 .051 | 3.458 | .001"" | Supported

" p<0.05 ™" p<0.01 """ p<0.001
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Fig. 2. Validation results of a research model on chatbot
behavioral intentions
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