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[Abstract]

Career stress has increased among young adults aged 20-39, creating a growing need for tailored support systems. With recent
advancements in Al technology enabling real-time interaction through AI voice services, Al-based personalized counseling has
emerged as a promising solution. This study empirically examined the effects of empathy approaches and Al voice on user
experience in Al psychological counseling through experimental research and two-way analysis of variance. The results show that
both empathetic approaches and the Al voice medium enhance counseling satisfaction, trust, and intention for continued use. More
notably, their combination produces a synergistic effect, further improving counseling satisfaction and intention for continued use.
These findings underscore the critical role of empathy and voice communication in Al counseling services. This research provides

a foundation for developing effective, customized AI psychological counseling services.
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Table 1. Example of scenario 1(solution approach)

Speaker Contents
Recently, as I'm preparing for job hunting, I'm
Participant | feeling very stressed. | don't know where to start,
and the preparation process feels too long.
Job hunting preparation can be challenging
because there are many aspects that need to be
approached systematically. First, | recommend
defining your target companies and desired job

Counselor positions more specifically. This can help you set

priorities during the preparation process. For
example, you can plan out steps like resume
writing, portfolio preparation, and interview
preparation in sequence.

Participant Yes, | think my preparation isn't going well because

my goals are too vague.

In such cases, it's helpful to set small weekly
goals. For instance, you could focus on resume
writing this week, and then work on strengthening
your portfolio the next week. As you achieve these

Counselor ’

small goals one by one, the preparation process
will feel more efficient and systematic. | can also
provide more specific preparation methods if you
need them.
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Table 2. Example of scenario 2(empathy approach)

Speaker Contents
These days, I'm really struggling with my career
Particioant preparation. | feel anxious because it seems like
P everyone around me is doing well and making
progress.
It's completely natural to feel increased anxiety
when the job preparation process gets prolonged.
| truly understand how you feel. | can empathize
with how burdensome and challenging this
Counselor | Process must feel for you. Which aspects are you
finding most difficult? Feel free to share more
about whether specific elements like resume
writing or portfolio development are particularly
challenging, or if the overall preparation process
feels overwhelming.
Particioant Yes, I'm feeling more anxious because I'm having
P trouble even getting started with the preparation.
Yes, | understand. Anxiety can intensify when it's
difficult to begin the preparation process. Let's
work on reducing that anxiety by breaking down
Counselor this process into smaller, manageable steps. We
can think together about which aspects of the
preparation would be good to tackle first, and
gradually find solutions as we go along.
3-3 3442l
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Table 3. Dependent variable and survey question

DV Survey Question
1. Did this counseling session meet your
expectations?
Counseling 2. Did you feel comfortable during the

Satisfaction counseling process?
. Do you think the counselor's advice was

appropriate for your situation?

-

. Would you rate the counselor as professional?

. Did you find the counselor's advice and
information trustworthy?

. Did the counselor show consistent and
predictable responses?

Trust

1. Would you be willing to use this counseling
method again?

. Would you be willing to recommend this
counseling method to friends or family?

. If similar problems or situations arise in the
future, would you be willing to use this Al
counseling tool again?

Continuous Use
Intention
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Table 4. Mean and Sds of dependent variables

DV Approach Text Voice
Counseling Solution 4.22(0.52) 4.51(0.67)
Satisfaction Empathy 4.87(0.61) 5.60(0.64)

Solution 3.75(0.85) 4.60(0.77)
Trust
Empathy 4.64(0.84) 5.47(0.70)
Continuous Use Solution 4.32(0.59) 4.35(0.70)
Intention Empathy 4.42(1.11) 5.19(0.85)
I 5. O|YELEN Znlx
Table 5. Result of two-way anova
DV v MS F p
Empathy 24.93 71.69™" 0.00
Counseling Voice 842 | 2422 | 0.00
Satisfaction
Empathy X Voice 1.57 451" 0.04
Empathy 24.92 39.49" 0.00
Trust Voice 22.97 36.39" 0.00
Empathy X Voice .001 0.00 0.97
Empathy 711 10.07"" 0.00
Continuous Voice 5.23 741" | 0.01
Use Intention
Empathy X Voice 4.45 6.30" 0.01

""p<0.001, ""p<0.01, "p<0.05
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