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: This study argued that the key factors of perceived

anthropomorphism for a chatbot are the combinations of
gender, conversation styles and emoji using. Moreover, the
mechanism that chatbots influence consumers’ purchase
intentions would be perceived anthropomorphism and social
presence. Three between-subject experiments were performed
to examine research arguments. The results of experiments
confirmed that only gender characteristics cannot increase
perceived anthropomorphism; however, compared with the
competence, the warmth conversation style has a higher
perceived anthropomorphism. Moreover, when the gender of
chatbots is female, compared with not using emoji, the
warmth conversation style with emoji using will cause
higher a perceived anthropomorphism; on the contrary, when
the chatbot’ s gender is male, using emoji with competence
style has a higher perceived anthropomorphism than those
who not use emoji. Finally, the series mediation effect
from perceived anthropomorphism and social presence was
also confirmed through experiments. The contributions and
implications of this study were discussed.

: Chatbot, gender stereotypes, emoji, conversation style of

chatbot, perceived anthropomorphism
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Abstract

This study argued that the key factors of perceived anthropomorphism for a chatbot are the
combinations of gender, conversation styles and emoji using. Moreover, the mechanism that
chatbots influence consumers’ purchase intentions would be perceived anthropomorphism and
social presence. Three between-subject experiments were performed to examine research
arguments. The results of experiments confirmed that only gender characteristics cannot increase
perceived anthropomorphism; however, compared with the competence, the warmth conversation
style has a higher perceived anthropomorphism. Moreover, when the gender of chatbots is female,
compared with not using emoji, the warmth conversation style with emoji using will cause higher a
perceived anthropomorphism; on the contrary, when the chatbot’s gender is male, using emoji with
competence style has a higher perceived anthropomorphism than those who not use emoji. Finally,
the series mediation effect from perceived anthropomorphism and social presence was also
confirmed through experiments. The contributions and implications of this study were discussed.

Key words . Chatbot, gender stereotypes, emoji, conversation style of chatbot, perceived
anthropomorphism
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HENARAE TR 7HER) MEHEEIE - 2l SERSHFEFRYNBRERER
EEER) ABEFRBEREEERRAT REHEKNREBRADHURBERBY S
UpA B E(FHERBEPHREUpARATE) ERFT=FT7THER -



T;T!%’fﬁiﬁ

B HXF =B ARMNII RS AR - 2RISY - LHeamMERl - M ANOVA 5
éhmaﬁﬁi%aET SHARMNMERDEM=2.6)EEENREMRIHM=3.86 - t=4.95 -
p<.001)  MEZEAERM=51HAIEESREMRIBGC=-5.11" p<.00]) BEER M4
BUERFRTS - IESh - = HRIETE UpA AEE LR BBEEEF(, 187)=.36,p

= 70) °
B

H1 R BB MR ENIIR R A ATEHER AE(a= 80 AEBEZES NS A MR
RIIIA# =R A - MERF ANCOVA(EmEFEENTE RIEHZE)NERER - R

AFEFEURFR2, 185)=.74,p= 48) - MEBEMENERTER - AwIESBMHEM = 4.40)%
ERUMM=44DNIIRERA - EANERACHEIHLEBZENSREMRIM =4.59) ;
Hl REBZH - B3 - 2SS (0= .86) U KEERE (0 =.86)TEM X AR £t
EHORBBENZEE(FQ2, 185)=.45,p=.64 ; F(2,185)=.05, p=.96) - EIEI KRB ITEBERIE
BYRDT -

= Fa T
B A —

A B E B RN

ER_RASERAERTERKG  BEMEMRERABEEE (B vs. BEH) -
MERRAGZZBRABEEIES  UTRHHERTEAREERRESRN KBS 2 UT
AlE - HIFREFEBBIEZS AEE, BRERA 80 IHEt 20 IS - 60 Ikt - N AR LA
K 25% ~ 75% - FHOFHEE 25.82 5% °

BB RIBUE 2% Kull et al. (2021)% Roy and Naidoo (2021)E RV K3 A EHEAR
ZE8F  DEERE RRERAEENRS  MEAFRRENIRFKEZHEHEEEEEE
7 (FE2EMWEE2) - I BER_HWEEEmtCEER—EE  RAPMER "B, -
RIERERRIBIITE - BRELMIEFI  RENREREREYE  SERERFHEFARATZRE

BAmE—5 -
T EREFHSNEE
HER—EE  EERA  SABTERSNEE—HHRIBMB MW XERARE - =

AERESHEESIREMAERANED—A - BEZBED  EREELEZIEREECE
EMF R EREEARE - 7 UpA BRI ERBEIEIEE 2R - 10 UpA MR8 A8 AE
WHWEE - TREHETHRASTHNERE B2 T —HEZESEENREIE - HERBR
FMENEZEFREE B Roy and Naidoo (2021) - MR GEEE - MEREHEL - tHES
= (RETHFBPHIIRER ASHRUN/EEN/BRENNEZERN) - MERTNEE (A8
BAL 12HES5E)  BEH (BERE ) HEHE28 (EnSHE - ATE ) HER—



HE -
RFMUEE

AREZUNEESEENEORZIIMRERAN TRE ., 2 T8N, - BAFREERE
(r=.83)EBENEE(r = .66)F19%EAE(D) - & D KEHARRLREERSE  BHARRKGD
BE RS - T ANOVA AR - ZREFERERIRD = 1.29)EaEN1FIRD = -.66)iEE
BERN B AREIRE FEEAR(F(1, 78) = 49.79, p < .001) - ¥ EERASIBRFRIN -
s E

ER_BHEBERBEAFHEHNNT  URRFERSHEAATER DTSR - I
PIRER A CMBIREER - GREUR - DRiE  HREBNHNERAEM=527BESRK

TBED L HEEEAE(M =4.34, F(1, 76) = 19.60, p<.001) - # H2 A1I °

EPNAWREBELE - SO TRE ) HEASHEEN 1 "8 HEEBHEER
O EBREZEENUBENEBMARSER) - WEA Process (Hayes, 2013) model 6 LUK ELE
(Bootstrapping)3#£1T 10,000 REEIMIX - TEFIP TR R @5 L ((BIE 58 AR>S 5
ANE>HERBR->BERE)EE 7 MER AMEETERSHIOTNTRRD = .40, SE = .16,
CI95% = [.14,.75]) - WL TSP  (HEFERBHMNER N EEBBENIEETFZ (Db =93,
SE = .21, CI95% = [.51, 1.35]) ; Q)AEH ACBEERFEM FEEIH (b= 1.03, SE =.10,
CI95% =[.83, 1.23]) ; Q)L EEFRHtTEEIE O EEERE (Db =51, SE=.15, C195% =
[.20,.81]) = E9h - M EAERMBE 7 SINMIEP T B AREZENBE RS >MERA
{E>BEREE - b=.05, SE=.16,CI95% =[-.27, .39] ; HEAK > EHREH>BEEE b
=-.04, SE =.09, CI95% =[-.23,.12] - B3R 1) - L—4ARBE r HRARAREEEEEESEN
S ETVRFBHER N CEMZESRME RS - KL HS BRI -

x1 FAIPFNZHEE[ERFER

Model 1 Model 2 Model 3

HEHEAEMI) HERSEM2) EERE
b SE t p b SE t p b SE t p
BE 378 46 8.15 <001 -1.27 .56 -229 <05 238 .77 3.09 <0l
R 93 21 442 <001 -10 21 -48 .64 -38 28 -1.38 .17
HMEHEEAL 1.03 .10 1023 <001 .07 21 .32 .75
HERS 51 .15 329 <01
EREHE 15 11 128 20 .09 .10 .89 38 -03 .13 -20 .84
EEHMEE  -05 09 -52 60 .02 .08 22 8 01 .11 .07 .94

— R2 = .23, R2 = .65, R2 = .30,

F(3, 76) = 7.66, p<.001 F(4,75) = 34.47, p<.001  F(5, 74) = 6.24 p<.001




]

ER—HER_ SRMIT TMEERFABER - o RIRIII RS AR B E5E E S
Eéﬁti'ﬂﬂﬂﬂl]f%%“/\E’J%ﬂ%%ﬁ/\{tﬁﬁ%ﬁ;ﬁ‘ - MERBE - EFMRIRHENEFAIE IIWIK
e AREEA(E - BEI R AMEEREZ T UBMAEMMBEAL - —4ERRBHIX
WRAEDLBAAENING  EFEURNGEE - BEEANNMEBEMET Y - BAEAR
Re TAE, ; RZ - AIEREBE ARG - BEAIRAAEN S VETRE - BIsEHZEE
WAL TERSIABEEOHNI SRS  E—PHIRESEERE - MEkERRE
tERAR 7 M R R BT 5 AT ED - R AMBENAER AL ; MER=FEERELL
—ERE -

== —
B A —

BEX - ERFNEER
BRI (HERSE REE vs. BE ) x2 (IIRBEIAMR] : B vs. L) x2 (X
BRI B vs. ) Z=HFERRET - ERNFABAKEENAFER TR ITIE
HiB5 497 I RZE - HIRETEBEEZ AT E, AR 286 It 185 USBEH -~ 312
ULt BIMBEAK 37.22% ~ 62.78% - FHIFHRE 23.48 5% °
ER-R TR AR YRR FERAZN - UINARBRERETRS - HREFEES
MIRFRBEER —B— KBMEE ; TSR - MIRAeXRAE WA ETES  m&E
HERASE BER-NRENEEHFERSPNATZEEXRL  FEEEINERZIEIR
SEENENHEHERRE - HFRNRBEFHRHRFAEEMERE  ENERBESHEETT
%%WE%ﬂ'H%FEWFﬁ'%ﬁ%ﬁ%?mhL%%Eﬂ% EE - FTDIMERIBRS
- RBIIRESR ANE ST RSN EEAT - UIRSEEBUGEESRMEE3) -
s%m&%ﬂ = R— B 8 SAUEBERERSHER— D HBERME MRV X 23
ARE  RAEBBERBEEDIRE/HERAWEP—A - BZBET  FEBAERE
BCRTEMFARKEEREERHE  Hit EEFFEENBENE M - WE UpA BIHIRH
R AAEBERERNEE  BEHEHRANSTWER - MEBBERERNANTHEENER
HE - R 7IRFRES BN AEHENASTEIRERRNER - ERTEMA
ZHE R YLUEE email 2NIERNHERMBER -
EMER
BRFEUEE
EHFRBSHNRFRESHE - HER_EE - RREEEC=.73)HE1ENEBEF = 82)F
191EMRB(D) - Bl ANOVA WA RETR - ZREZEEREIBIRD = .95HEEENIFIR(D = -.34)i#
BRI EI AR EERAEF(, 284) = 65.59 p<.001) - WEFEREARRFHRI - TEII RS
ANMRIEAR BRI D - AR TIRIE " FREEED UpA IR EANMEIS? 0 &



FERENSEASPALIRBRIBERS ? o BESAEB DA R 18 A 894 5l &
BEMARBERR  ETRFERREH ZRE  REMLNEIEZBUEEREAPRER -
ERER1EE
MRBAZER ~ HERAZHARBEFREMEBRAZUR

ER—ERBEIIR=-EFHEEEI N URKERSHEE - ABEMPUES - £ER
BHERATHEFERE2) - XM =4.80)EEMHM = 4.65)E’\JHDI]9ET%%%§/\E’\J%I]E}fﬁ/\ﬂ:%
REBREEF(,276)=5.31,p=.06) - BER—HNERKBEER - MAREHFERBETEAL
BOABIRBE ARRE(F(1,276) = 5.95,p<.05) - b - TR, HEABHANERALCEES
B TEE] s HEERABM RE=4.87 vs. M BE/1=4.59 , p<.05) - &4 H2 BREBEERE - REER
BRTNEYR  ARBEIRNNBACEBZSNEBNEIEMs =4.86 vs. Mgs =
4.61 , F(1, 276)=4.46, p<.05) °

£ H3 RIBREE /o - MRl B 58 RSB R B EREBEZEKX#E(F(1, 276) = 10.20, p
<.0l); BRTERARNMMPUETEAFEVNRNIEER - SWREEAERHLHE - &
MmESS TRERL  AHRR TN SERSMNANBRAEM gr =513 vs. M g5 =4.52,
t(280) 3.93,p<.001) ; BEEW XA MR SEMR - HEEBS TRE . (M =4.60)3

TEET 0 (M =4.68)RMEREZE(1(280) =-.02, p=.96) - EIt - KIFFEERER H3a AL IZ1E H3b
DAV

E=ERXEFR7AHE - ANCOVA NERBIR=_IERXGIFRZEBRZKEF(, 276) = 7.48,
p<.01)  BERENE—THWZEBNREDEYR - ENRERAZLHEMBRARE
MEEEREER - BARBETIRM=543)NANERAN LEBRESNARKERARBERTTRM =4.83,
t(276) =2.81, p<.01) - It H4a A7 ; (BAWM AR ARBE MW IRABE N EERE - BB
RARBEFTRNANERACEZEBZE SN ARERNIIBIERE M5 =488 vs. M g =4.47, 1(276) =
1.93, p=.054) - H4b ABL1T °

Fx2 ER=-FHEAEENER AT BEITEEES
]l
54 5
Pk At Pk At
BRIBFR 5.43(.15)  4.76(.15)  4.31(.16)  4.88(.16)
mEBERW® 4.53(.15)  4.32(.13)  4.88(.13)  4.47(.14)
i1 BMARERER

MEBRACEMZHRSR Z2PNTUR
EERIBANERACEAZHRSHNINUE - KIFFLIEE Process model 83 + L1 " &
EEE, MABERGEENEERASER) D "THE, A TEEZH(EURERSE



A WiF TAMEBRAME, B THERISK, PARERFE—HE_EBINELY - HEL
"EERE . HAKEY  WHREMNMAERSHERNBEMRERIEZE - BRUIRHE
(Bootstrapping) 31T 10,000 RE I LUEEE TEEARIP IR  Process HI4E R
(B5=3) -

FAZWRTEPNEBENRKR MR ; RPN B EN SRS R _EENEEEEAE->H]
%kﬁ/\ﬂ:»ﬁ%ﬁ%%@»ﬁ% 2 E) - AA/MAT "Hhl, MaREER - FHItoELRE
HEE AR BRI MHREMERAL  WiE—PHEEBERE(D=.15, SE
= .08, CI95% = [.02, .34]) ° ﬁﬁ%igﬁa%iaéﬁzm%m*aﬁ BEYRENHEE B> E 5>
BEEEE - b=-.01, SE=.03, CI95% = [-.07, .07]) - ﬁﬁ% - PR R A BB R IR ¥ 58 B4R
/- EEANERACEMSHRSRRTEESSE (b =21, SE=.07, CI95% = [.09, .37]) -
I H5 BRI

%3 EEM:F%_gquj/l\ («FIEﬂ LEt =] %

Model 1 Model 2 Model 3
HMEHEAEMI) HERSEM2) EERE
b SE t p b SE t p b SE t p
BE 380 .23 1621 <001 -81 28 -294 <0l 141 .35 4.00 <.001
R -001 .15 -05 9 -0l .10 -15 .88 -32 .13 -2.52 <.05
1l 13 .15 -89 .38
$EE A x
62 21 286 <01
MR
HMEHEEAL 1.04 .05 1941 <001 .25 .10 246 <05
HERS 34 .08 448 <001
EREHE 20 05 410 <001 -08 .04 -1.76 .08 20 .06 3.49 <.001
ERAEE  -03 04 -8 42 10 .04 270 <01 -15 .05 -3.00 <.01

*

St

R2 = .14, R2 = .60, R2 = .32,
F(5,280)=8.92, p<.001  F(4,281) =105.02, p<.001 F(5, 280) =26.19, p<.001

i
e
&
i

x4 BREEBEUR

2R 4 Rl b SE  CI95%
. s X 15 .08 [.02,.34]
HEREBS>HERAE>EBEEE

3] -.002 .04 [-.09,.09]
HERB > EREH>EERE - -01 .03 [-.07,.07]
o o o 58 21 .07 [.09,.37]
HERB>HNERALC> A ERSH>BERE

5 -003 .06 [-.12,.11]
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ER-RE TIRER ANMRIRESERRMURRBERFRERNVREL - AXHRNER
M TUNIIRESEABSHRAEBENEERSE  WHEARBEFS, ;| BEBMrONRes
ARBECREN AR ANEAFERRERBHWIER AMCAL - EXIEROBEER RN ZIRENZ
o ZHNEBRIRSEBRENSGE  MBEMMENRERMEBAIRE - EILS a9
AR AL REEREENRZIEZERASKR  MENWMNEBR AN EEL - 5—E
OBEMRRATERIAEBANLTER "EFR%E ., - MAMCEEEESEPREREEIR
t) - WIR N AESWEIE - MERSENTRE - olfeRsS 7 SHEE N EBREBE - s 1
ER B R ASROERL -

MEBEFRNFERL - BAMRERETHOE - KENIIRER ARAREBERASE - &
BERAREBERT - BEEW - SUNIIREREATRARENRBRR - RMBLERIHWEL ;
HEFTRNEASACRRAAZBRNTEBETEEREANAN - BIERBEFRNER
BEBEANNBI A CERBRHIROEMR - M5 =4.86 vs. Mg =4.61 ,F(1,276)=4.46, p
<.05) - HAXMRRAHBEUHRARBETRHZRBEENAE - BRERKE - kM
EAERIEEBERENRESE LHNMERAL - BRNERAMER 4 O BIRIRAA BT
RNAXER  AOMISEERRIBEGTR  RIEBRRENEBNEMEBRFEAL - B
EREASHNEMREABEAEE BRETHMERAL - REXKE - BHIIRESEANS
AmEAREKERRNERL  EREFRREMRUERANRIEES -

RESHEYRNEEE - HER AR BER-_tEE rHERA CEASHRSHNE
Hp AR - TEZ MR RE RS EERARET R EAEERERIINEEFERAENE
ERE - BERES B S BSR4 AMS AR -

o+ A
:%l:l aff

FMRETEBREEWMREBANNBRA L - LEH2E AL ETHIRE - BIEREREA
SRS EE EMEFZHEE - EUAH R SRR ARSI EEE SRR
% WEMEYRBFROER - SiERLZEINRERA "BA L 97530 - 1EA - REfFFED
E—THRBMAERANMNBRANCENBUTEHEENBERE - LHEENBRIH
ANE® - EEESRMZRS G EEARNAE - BRERMANRR  HLET=EE
fo - WHERBRNGER THRRLEMETEAHIR
R AR AR EREIESEEEEEEAREZENMNER AL

KRR EABR MR EAS S LIR - MEERE JEB ABIMERENEFEA N
IIREEHEZ B R ERARNRAL , K2 - HREREBEAREEZERRIMEBRAL -
BN "B - TRE . NIRESRABREEBE SRS AR - BEEER=
RYERNAT - BENEREREEEER  ZRBESTILIBRGH - BEHEER "8t



o TREL WIARBRARNFREBE S IERSHMERAL  MEKNERTEABEN
LB EHLU(Abele & Wojciszke, 2007; Judd et al., 2005)

BR T MR AN IR - AR mMEBNEREEEREEA - St
ANMRIALZ R - AERREENERE  HEERRSEERARSESIERSHMERAL ; EZSH
HWERAMRLSEME  FAREEASASERERSEN BEREEFE MERNGERKRTH
BEHEAMRIZIRENSELLRE - 8 Ahn et al. (2022)BLERE - EEH R D - BERIIX
R ARNMRETZIRNENERNEBIRL M EBEUNII RIESRSANEFEEZ RRESE NN
Z2RENS - BELARMEN "HMEH AL, BRLENEE - SHOIIRER ABRENER
BB ERSTENERA A EINEARRNER - [REW LR - asEER BB HEENZ
WENZ RIS E B A MBI EARMTRE - dJREERE FREAN BB ZH AL - mMBATIX
R ANBRMERINMEE BV - ARENRIRLTEB TR A AEANRE L RER
BEEZER  MmMEAEMAEHERBSNEAL  tWREESFEIHEENHERAL -
RIBFIRAIIR

LS - KRR E T RIBTRNEANEZY  BEERRBETHRRIEFERE
FroRE A _ LRI INBE R B TR B (Chen et al., 2018; Haberstroh, 2010; Li et al., 2019) - {BEAM IR A
RSHRERACKEFEAREBERTR  BIEANERANRRFRIBERFEMREHNFEREEN
MR AREINSRENMR - SR ARBHT RN RLERE —ENNEREL - ZHER
WER  AMRRIREEFEARBERRR  WARSEABRLMEHFERERHRERSE 858
BRENHMERAL - B ERBMNRERAHFEASBERARBELTRE - LAZS(EH
AR ANGREHEHFRBRENRBSHEALE - RMBRETEDRBHMR ; LEIRBA
RUABRER B ANEEHERRBEN RS RIEEFIRIRNEEE N 2 HIRAER (L et al.,
2019) - 1 LFAER - AMRIEAIRS AR B BB ENRAE LEAKREBERST - FIEN R
ABBERARERRR  BrlRNEEHFEREBSTNMAERIAUINYR  EEEEEERHEH
FRMRIEEE N EAE - Fit@E 7T BEHEENRBNIERE AL ; MEENIBERESHFER
R REARNEE - ERRB/FROUETRIRE FBMINRERBNARH - B ESE AN
HE TR - Ib—R&AER - BARIFITH Hob ReEX T - BUREBLEEMII R R AREEE
[E &R ER R ERRRA -
MEBERACRAESHRZRENXER AL EEZEESEN EE

HER_KER-—NERPERIR  SREABERENERT  HEZHIIRESE
ARMERHALLHS  BENDEMEANTSREEMES  TEEREFEIHEEN
BERE - IL— &R NEBEMEMR - WXERANRZARZZGA @ BHENGE
F— AR AUt X1 E 1T 7 (Go & Sundar, 2019; Gong & Nass, 2007) ; MAH R ZEERE
THERACETEHRSHNFEINPTNEG  FE THNERACEBNNEEH T ESEEN
K& BB T RERATEHEERBEREHS -



BHEE

MEEBERBS MALEERIMED - RBBANUZERFTERES - WEEBRZT
RRETEMAMERNN R ER AL REZRREREE - AARNAARRANCERETE
fo - R EZEERY - DR RHEZERFTIRERAR - REARBERRERESEN
HE  BEEARRSHHAMEERMAAERSRTENMFEHEENEERE - RFEEHR
BHWER - F—  EMARBARIINETE - MBEEABRREEZNMRREZ— M
BENAREANBRIMRBELUARRA - HIRLIER - BARNRRINES RHNARIBEIFR
% BEBE - SURA TIEARL SMERWEEAN) - RIRFFRRMRIRF SR (MR - BR)
BIZ RS RANBINREBNaIREERIRBS RN - 5 - ERNREBACHRBRZEIHEA
£ MM REHREREB L NLIX  MAEENAERAZSWERDRASNERE - T2
2 MRIZEHNERBER - BNARSEABIHER - KERENHEEBL AN ERERS
RNEAZARHFNUR ; EMRERIARSHER - RAENNHEREBSEIREN LRIBF
RNERSZEELNR -

BE  BEERURERAHROMRERVIMATHBENEN - EmEBRES - B
ERMAERAZHRELARMELHNERT  HEAERTCHREZT  EE2EEHE
mhE - BRFREENARBIAHZPNAREERERS DN ERESEZBIAABER
FRIZIN - MAMARNEERRIR  HEEEENRERABER - HURRB A EBNE M
AR - AL - ZERBE DRI AEBRANBEEEUMEZWR - IHEARZE
BBHREAN - ERZAS "HEE, 2l "XBE8 ., WAL - DXKBAHZRELEES
HE  ZRUFEIFERNERERIEEE  AMERVEEZESHERE - IBNNEEN
SEWA ; Bt - EATEERFESHRN  DRXEBSANABRAEUESFEZME
=,

Bt SE PRI EL SRR 75 [

R RBARBREPEENRRERNVERELD 2, BIALUN o BEa0H TR KR
AERPRABZEE - BT - AR EHHEENHENHFERABRFDRIR - ARAMIEHR
ENEmARKRDZERABEBAN - ZERERELENA LBORBRAIRER - BRMFFTH
AHEEESE LE2REEES  MESNS - ARERENERGEENA)ERAL
ERNHEEESREEEEFNUR - AILARRAEI L Z R ERAR LIRS AEHFE
MR ERVFEES - BE - RSB ARNBRAC—REIZL " A, FEWMBZEE  AHFEHE
BEEMAINRE L - BARRFFTHN OIS HIEABNRAMCET® - AINEENSH
Y BES - BERFABNRACHERZEENHZZAHZRABBES - LERRMAE
AR - =B RBTRNEREEERSENAREZ T - E22MEE GIF BRVEH
RABNFHEZRSERWBEL N - AMREERTEMA—ERBEREBERT - NET
IAREESTEMIRIIRE - KRR K I LU HRBRGR - MESEIERSEWMRESARNER



EETERANME -

£Z R

Abele, A. E., & Wojciszke, B. 2007. Agency and communion from the perspective of self versus
others. Journal of personality and social psychology, 93(5): 751.

Adam, M., Wessel, M., & Benlian, A. 2020. Al-based chatbots in customer service and their effects
on user compliance. Electronic Markets, 9(2): 204.

Aggarwal, P., & McGill, A. L. 2007. Is that car smiling at me? Schema congruity as a basis for
evaluating anthropomorphized products. Journal of Consumer Research, 34(4): 468-479.

Aggarwal, P., & McGill, A. L. 2012. When brands seem human, do humans act like brands?
Automatic behavioral priming effects of brand anthropomorphism. Journal of Consumer
Research, 39(2): 307-323.

Ahn, J., Kim, J., & Sung, Y. 2022. The effect of gender stereotypes on artificial intelligence
recommendations. Journal of Business Research, 141: 50-59.

Akerlof, G. A., & Dickens, W. T. 1982. The economic consequences of cognitive dissonance. The
American economic review, 72(3): 307-319.

Alshengeeti, H. 2016. Are emojis creating a new or old visual language for new generations? A
socio-semiotic study. Advances in Language and Literary Studies, 7(6).

Araujo, T. 2018. Living up to the chatbot hype: The influence of anthropomorphic design cues and
communicative agency framing on conversational agent and company perceptions.
Computers in Human Behavior, 85: 183-189.

Baylor, A. L., & Kim, Y. (2004). Pedagogical agent design: The impact of agent realism, gender,
ethnicity, and instructional role. International conference on intelligent tutoring systems,

Brandtzaeg, P. B., & Folstad, A. (2017). Why people use chatbots. International conference on
internet science,

Chairunnisa, S., & Benedictus, A. 2017. Analysis of emoji and emoticon usage in interpersonal
communication of Blackberry messenger and WhatsApp application user. International
Journal of Social Sciences and Management, 4(2): 120-126.

Chen, Z., Lu, X., Ai, W., Li, H., Mei, Q., & Liu, X. (2018). Through a gender lens: learning usage
patterns of emojis from large-scale Android users. Proceedings of the 2018 World Wide Web
Conference,

Chung, M., Ko, E., Joung, H., & Kim, S. J. 2020. Chatbot e-service and customer satisfaction
regarding luxury brands. Journal of Business Research, 117: 587-595.

Diekman, A. B., & Goodfriend, W. 2006. Rolling with the changes: A role congruity perspective on
gender norms. Psychology of Women Quarterly, 30(4): 369-383.

Edwards, C., Edwards, A., Spence, P. R., & Westerman, D. 2016. Initial interaction expectations
with robots: Testing the human-to-human interaction script. Communication Studies, 67(2):
227-238.



Epley, N., Waytz, A., & Cacioppo, J. T. 2007. On seeing human: a three-factor theory of
anthropomorphism. Psychological Review, 114(4): 864.

Fiske, S. T., Cuddy, A. J., Glick, P., & Xu, J. 2002. A model of (often mixed) stereotype content:
competence and warmth respectively follow from perceived status and competition. Journal
of personality and social psychology, 82(6): 878.

Forbes. (2019). AI Stats News: Chatbots Increase Sales By 67% But 87% Of Consumers Prefer
Humans. https://www.forbes.com/sites/gilpress/2019/11/25/ai-stats-news-chatbots-increase-
sales-by-67-but-87-of-consumers-prefer-humans/?sh=11002cbc48a3

Forbes. (2021). The Massive Marketing World Shift To Quality (And Performance) Over Quantity.
Forbes. Retrieved 10/26 from
https://www.forbes.com/sites/forbestechcouncil/2021/10/26/the-massive-marketing-world-
shift-to-quality-and-performance-over-quantity/?sh=600b915fbb09

Gefen, D., & Straub, D. W. 2004. Consumer trust in B2C e-Commerce and the importance of social

presence: experiments in e-Products and e-Services. Omega, 32(6): 407-424.

Go, E., & Sundar, S. S. 2019. Humanizing chatbots: The effects of visual, identity and
conversational cues on humanness perceptions. Computers in Human Behavior, 97: 304-
316.

Gong, L., & Nass, C. 2007. When a talking-face computer agent is half-human and half-humanoid:
Human identity and consistency preference. Human communication research, 33(2): 163-
193.

Haberstroh, S. 2010. College counselors' use of informal language online: Student perceptions of
expertness, trustworthiness, and attractiveness. CyberPsychology, behavior, and social
networking, 13(4): 455-459.

Hayes, A. F. 2013. Introduction to mediation, moderation, and conditional process analysis: A
regression-based approach. New York: Guilford Press.

Heilman, M. E. 2012. Gender stereotypes and workplace bias. Research in organizational
behavior, 32: 113-135.

Hill, J., Ford, W. R., & Farreras, I. G. 2015. Real conversations with artificial intelligence: A
comparison between human—human online conversations and human—chatbot conversations.
Computers in Human Behavior, 49: 245-250.

Jenkins, M.-C., Churchill, R., Cox, S., & Smith, D. (2007). Analysis of user interaction with service
oriented chatbot systems. International Conference on Human-Computer Interaction,

Jeong, S. G., Hur, H. J., & Choo, H. J. 2020. The Effect of Fashion Shopping Chatbot
Characteristics on Service Acceptance Intention-Focusing on Anthropomorphism and
Personalization. Journal of the Korean Society of Clothing and Textiles, 44(4): 573-593.

Jin, S. V., & Youn, S. 2021. Why do consumers with social phobia prefer anthropomorphic
customer service chatbots? Evolutionary explanations of the moderating roles of social
phobia. Telematics and Informatics, 62: 101644.

Jones, E. E. 1990. Interpersonal perception. 'WH Freeman/Times Books/Henry Holt & Co.



Judd, C. M., James-Hawkins, L., Yzerbyt, V., & Kashima, Y. 2005. Fundamental dimensions of
social judgment: understanding the relations between judgments of competence and warmth.
Journal of personality and social psychology, 89(6): 899.

Juniper. (2021). Conversational Commerce Statistics.

https://www.juniperresearch.com/infographics/conversational-commerce-statistics

Kim, Y., & Sundar, S. S. 2012. Anthropomorphism of computers: Is it mindful or mindless?
Computers in Human Behavior, 28(1): 241-250.

Kull, A. J., Romero, M., & Monahan, L. 2021. How may I help you? Driving brand engagement
through the warmth of an initial chatbot message. Journal of Business Research, 135: 840-
850.

Lee, C. T., & Hsieh, S. H. 2019. Engaging consumers in mobile instant messaging: the role of cute
branded emoticons. Journal of Product & Brand Management.

Lee, K. M., Peng, W., Jin, S.-A., & Yan, C. 2006. Can robots manifest personality?: An empirical
test of personality recognition, social responses, and social presence in human—robot
interaction. Journal of communication, 56(4): 754-772.

Lee, S., Lee, N., & Sah, Y. J. 2020. Perceiving a mind in a Chatbot: effect of mind perception and
social cues on co-presence, closeness, and intention to use. International Journal of
Human—Computer Interaction, 36(10): 930-940.

Lerner, R. M., & Shea, J. A. 1982. Social behavior in adolescence. Handbook of developmental
psychology: 503-525.

Li, X., Chan, K. W., & Kim, S. 2019. Service with emoticons: How customers interpret employee
use of emoticons in online service encounters. Journal of Consumer Research, 45(5): 973-
987.

Li, X., & Sung, Y. 2021. Anthropomorphism brings us closer: The mediating role of psychological
distance in User—Al assistant interactions. Computers in Human Behavior, 118: 106680.

Liu, B., & Sundar, S. S. 2018. Should machines express sympathy and empathy? Experiments with
a health advice chatbot. CyberPsychology, behavior, and social networking, 21(10): 625-
636.

Luo, X., Tong, S., Fang, Z., & Qu, Z. 2019. Frontiers: Machines vs. humans: The impact of
artificial intelligence chatbot disclosure on customer purchases. Marketing Science, 38(6):
937-947.

Ma, X. (2016). From Internet memes to emoticon engineering: Insights from the Baozou comic
phenomenon in China. International Conference on Human-Computer Interaction,

McDonnell, M., & Baxter, D. 2019. Chatbots and gender stereotyping. Interacting with Computers,
31(2): 116-121.

Mockel, P., & Makala, B. 2019. Artificial Intelligence and 5G Mobile Technology Can Drive
Investment Opportunities in Emerging Markets.

Nass, C., & Moon, Y. 2000. Machines and mindlessness: Social responses to computers. Journal of
social issues, 56(1): 81-103.



Nass, C., Moon, Y., & Green, N. 1997. Are machines gender neutral? Gender-stereotypic responses
to computers with voices. Journal of Applied Social Psychology, 27(10): 864-876.
Nowak, K. L. 2004. The influence of anthropomorphism and agency on social judgment in virtual

environments. Journal of Computer-Mediated Communication, 9(2): JCMC925.

Nowak, K. L., & McGloin, R. 2014. The influence of peer reviews on source credibility and
purchase intention. Societies, 4(4): 689-705.

Powers, A., & Kiesler, S. (2006). The advisor robot: tracing people's mental model from a robot's
physical attributes. Proceedings of the 1st ACM SIGCHI/SIGART conference on Human-
robot interaction,

Rice, R. E., & Case, D. 1983. Electronic message systems in the university: A description of use
and utility. Journal of communication.

Rodrigues, D., Lopes, D., Prada, M., Thompson, D., & Garrido, M. V. 2017. A frown emoji can be
worth a thousand words: Perceptions of emoji use in text messages exchanged between
romantic partners. Telematics and Informatics, 34(8): 1532-1543.

Roy, R., & Naidoo, V. 2021. Enhancing chatbot effectiveness: The role of anthropomorphic
conversational styles and time orientation. Journal of Business Research, 126: 23-34.

Sands, S., Ferraro, C., Campbell, C., & Tsao, H.-Y. 2020. Managing the human—chatbot divide: how
service scripts influence service experience. Journal of Service Management, 32(2): 246-
264.

Short, J., Williams, E., & Christie, B. 1976. The social psychology of telecommunications.
Toronto; London; New York: Wiley.

Statista. (2021). Customer wait time when using live chat worldwide in 2020, by industry.

https://www.statista.com/statistics/8 1 8698/customer-wait-time-when-using-live-chat-

worldwide-by-industry/

Swan, K., & Shih, L. F. 2005. On the nature and development of social presence in online course
discussions. Journal of Asynchronous learning networks, 9(3): 115-136.

Thomas, J. S., & Thomas, S. 2018. Chatbot Using Gated End-to-End Memory Networks.
International Research Journal of Engineering and Technology (IRJET), 5(3): 3730-
3735.

Toader, D.-C., Boca, G., Toader, R., Macelaru, M., Toader, C., Ighian, D., & Radulescu, A. T. 2020.
The effect of social presence and chatbot errors on trust. Sustainability, 12(1): 256.

Van den Broeck, E., Zarouali, B., & Poels, K. 2019. Chatbot advertising effectiveness: When does
the message get through? Computers in Human Behavior, 98: 150-157.

Voss, K. E., Spangenberg, E. R., & Grohmann, B. 2003. Measuring the hedonic and utilitarian
dimensions of consumer attitude. Journal of Marketing Research, 40(3): 310-320.

Wirtz, J., Patterson, P. G., Kunz, W. H., Gruber, T., Lu, V. N., Paluch, S., & Martins, A. 2018. Brave
new world: service robots in the frontline. Journal of Service Management.

Ybarra, O., Chan, E., & Park, D. 2001. Young and old adults' concerns about morality and

competence. Motivation and emotion, 25(2): 85-100.



Zarouali, B., Van den Broeck, E., Walrave, M., & Poels, K. 2018. Predicting consumer responses to
a chatbot on Facebook. CyberPsychology, behavior, and social networking, 21(8): 491-497.

Zhou, X., Kim, S., & Wang, L. 2019. Money helps when money feels: Money anthropomorphism
increases charitable giving. Journal of Consumer Research, 45(5): 953-972.

Zierau, N., Flock, K., Janson, A., Sollner, M., & Leimeister, J. M. 2021. The Influence of AI-Based
Chatbots and Their Design on Users’ Trust and Information Sharing in Online Loan

Applications.



B 8% 1
e el

« (Y @ o0

A5 A LS

REEZRE—LHE - HHRE
HEms 2 I

AR -
gL EUpA
ww.UpAll.com

NAEEAIRE - fFB#; &
BT AR 3-7452432

o3

e U @“PA_ ooo

43R LR

. BEBEES R
TLEBENEE -

REEZBE—AH - BBRE
HEERRHIE ? j/

o] UFAERFB#Y S
: 03-7452432

000 _w@ U 9

RiEBRRH

3

&R

O  ENEE BHS-BASHAE
1 SHWERH

- JTRR B
AqUANE -
mod. IIAqUwww :

Rl :
ISNCINELE



B §% 2
i R ¥ 5 ELAR

‘4) @upa_
< M AHHAILS

B~ ~ 5 2 G E W UpA MBI E,
Q“/ EERRRG RBENBHE,

WEHEZXBHOEER! BREASK
VYV 5 EEE 2R AR B ENIE?

H $10900

I 00 ~ BRI |

ERRMAHEERSNEERN
ERENZRU2EEEE!

TERE~REERAERE!

MEEEMEABETNUE EEFRK!

ERRMNBI4ESE: 03-7452432
YV R FERGED A BAFT4R FRIE ~ TR B R IE !

@ s ©

FE N ¥R B

‘1) @upA_

< \iv/ A5 §ERI LR

E%E!—u‘:ﬂﬁ’lﬁ. #E 0 ©
ﬁﬁﬁ'fi HI5?

@/ W, ®BEET.

UpABR

MBEEZEHMAR, B
www.UpAll.comB#H & 2 &,

)

UpABR

@ @A ©




B 8% 3

ZEHRE AR+ R BRI BM+eE N R+ R BRI
@UpA
Uph_ @UpA
bidessnios s <::>49nmrﬂ

NE o REBRDBHE! REINH

RERMRUpARIGN B HAEE
EE, TORMERHERE

ﬂ%K~~§£E@$ﬁE’\JM’J\ﬂB¥ @ ﬁ%%%%ﬂ@é?u%%‘ﬁﬂ@

&
@ Bp#R, A 32 H B R HRIRETE @ 38R
o SKREMTEER AR ERHNG?

BEAZ@E—a8K, F8 -
REtEEER?

BEGEEEE—a8K, B/
R EEEEIR?

{

g E § $10900

ERUpAHEERSHRERAEN:

4~ W e (NERBERNBERRE, FEsE
e BRAEE /1.8

EREMHEESSNERRN
SEr7 N 1 (2)mE16EZIFRER
e (3)&!*!&15%500%,; el 1o

TERE~RERSERE @

MREEHRETUE EERK!

ERBRMNBIBERE: 03-7452432 MEEZEMAL, BEUE
1ERERFER O] AT 4R FRIE ~ TR B RIE! www.UpAll.comBHEZ E ®

FEREERNEE  BEFEXHRFESE
1. https://mork.ro/JD5v6 (& 14+ EiE EIE+RE )
2. https://mork.ro/c3Zxp (B ME+EE T EAR+FEIERTSE)




BEAMEFRBHLER A FAFNTTTHRBER

$ 4Rk
SR
BHg: 112 10 A 5 B
FE %R 111-2629-H-110-002-SSS
o YA B AR R AR A S A SR A &2 BRI R
TEEW | smzus akmERAE ST’
L KRE AT
H B A H 5 TRAFARAR | SH1R3EE AT AT
e o F HRA
& # AR
11244 A 19 B ~
BHRIEM 1248208 e T B A48

(F X) 2023 BB R S AT A A
kG

(3% X)) International Conference on Gender Studies and Gender

(P L) WP RAKEAPER 094 B 2 38 BAS o & 1 A 9%

AR AH 18 7 ) 45 &

(3% X) The Role of Chatbot Gender: The Combination of

Conversation Styles and Emoji Using

—. S meH4Ei8
® 2023 ICGSG P %A

® 7zt e %32 (International Conference on Gender Studies and




Gender )

=. #EHEHF

ZORBNE RS — R S A S B3R (Z AT 2021-2022 AIB, 2022 AMA
ARG L HE), BREEA RN ARG HME-FHE, HH. SDGs ¥
RALY B Al B HAT AN HE, AR REE ICGSG A%

hizA

7N O

u\

K 4§ #e % /m Aarhus University #9 Zakarrivya # 4% 49 workshop,
I RIR T TS AR S FE R PP R g, Zakarrivya
FAR B L E B E WA ARG, WH DB M A AT R EE
B TAE 0948 B #F %0, ok workshop 2L4% 40 A 43 & TAE % 49
ERBRR, RIFFR., 8. RAZRHE OIS RPN E AL
RE| g I BAR L AT IE S o SRR R LT KD R BB R I5 B %
R, DA BRI 693 SN I S R
FBTHR, FHMERE RB QLA LI H PRI

% K %) 89 7 Rajiv Gandhi Institute of Petroleum Technology % # 9 4%
+, I BZRARFRRIRLEHELEOBE, RERRRGEEE

B su R AAR B AR T, maa sy = KE 6 Arora £, LEBIKIT N
5] B 69 7~ & 74t (Corporate environmental irresponsibility) =2 B

AEEFP RGO G, BAROTLRZEFTEHEHORK, L



Hbok 695 50 o AR R A3 AP 693, 2ok 4T 4 SDGs #9
FEFHRBRFSZNEE, LELEIFREG T, LERLEHZ
SRPER YA A LA H S e A,

i KA1 E % 92469 # Gender and marketing 35k, "X EE
ARBEEHRBBEAGHERN R G — R gHEAFERZRITE T H
BB A ERNRE, AR ERHRATREZ, B TRESH
FHEBRBAFILRQR G LR FARER, BRERAMNTAS
M BB INGE H A EEOBE, REAREET MM T RIF, T4
MZNEF, KA, IWRRKOBEABENZAEBR EER AN

% % 7L SDGs 84 %o

EAN & PESER E
Abstract:

This study focused on the role of gender for chatbot; that is, whether
different gender would cause users having different anthropomorphic
perceptions because of stereotypes? To answer this research question, we have
added conversation style of chatbot and emoji using into model and conducted
an experiment to examine our arguments. The experiment is a 2 (chatbots
gender: male vs. female) x 2(conversation styles: warmth vs. competence) x 2

(emoji: yes vs. no) between-subject design. We can find out how the adaptation

3



of chatbot's conversation style, gender and emoji will affect anthropomorphic
perception, and the effect of anthropomorphic perception and social presence
on purchase intention. When the gender of chatbots is female, compared with
the competence, the warmth conversation style will cause higher
anthropomorphic perception; however, when the chatbot’s gender is male, it
has no significant interaction effect of gender and conversation style. When
emoji is used, it can’t only enhance anthropomorphic perception that the
chatbot is female and conversation style is warmth, but also enhance when the
chatbot is male and conversation style is competence. Finally, the academic

contributions and practical implications are discussed.

Keywords: Chatbot gender, conversation style, Emoji, anthropomorphism
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