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Table A1. Instructions Provided to Survey Participants: Explanation of the Survey Scenario
	You recently purchased a $200 piece of clothing from a well-known online shopping mall, making the purchase after much consideration. However, upon receiving the item, it didn’t smell like a new piece of clothing but instead had a cosmetic-like odor. The fabric didn’t feel new either, giving the impression of a used or washed item rather than a fresh, unused one. It seemed as though the clothing had been worn or returned by someone else and then resold as new. However, there is no concrete evidence to prove this. Feeling upset, you decide to return the item through the shopping mall’s chat service.

The following is a conversation between you and the shopping mall’s chatbot. Please review the conversation carefully and answer the questions.




Table A2. Four types of scenarios with different levels of empathetic words and discount coupons.
	
	Cases without empathetic words
	Cases with empathetic words

	Cases without coupon
	
Chatbot) Hello, this is chatbot Dami. How can I help you?
Customer) I demand a refund for this clothing.
Chatbot) Ok. What is the reason for the refund?
Customer) The clothes smell bad, the texture feels strange, and they are wrinkled. They don’t feel like new clothes at all. I’m very disappointed.
Chatbot) First, upload the picture with the defect. If it is found to be our fault, there will be no charge for the refund. Otherwise, the shipping fee will be deducted before the refund.
Customer) OK.
Chatbot) Any further questions?
Customer) No.
Chatbot) Have a good day.
	
Chatbot) Hello, this is chatbot Dami. How are you feeling today? Is there anything I can help with? 😊
Customer) I demand a refund for this clothing. 
Chatbot) I’m very sorry for your inconvenience. 😔.... Can I ask why you want a refund?
Customer) The clothes smell bad, the texture feels strange, and they are wrinkled. They don’t feel like new clothes at all. I’m very disappointed.
Chatbot) I’m sure you must be very upset because of the product quality. If you allow, let me see a photo of the product. If it is found to be our fault, we’ll immediately refund without any charge. If not, the shipping fee will be deducted before the refund. Please understand our policy. 😔 
Customer) OK.
Chatbot) Is there anything I can do further to make you feel better? Your satisfaction is very important to us. Please feel free to ask, I’m here for you! 
Customer) No.
Chatbot) Hope you have an amazing day!


	Cases with coupon
	
Chatbot) Hello, this is chatbot Dami. How can I help you?
Customer) I demand a refund for this clothing. 
Chatbot) Ok. What is the reason for the refund?
Customer) The clothes smell bad, the texture feels strange, and they are wrinkled. They don’t feel like new clothes at all. I’m very disappointed.
Chatbot) First, upload the picture with the defect. If it is found to be our fault, there will be no charge for the refund. Otherwise, the shipping fee will be deducted before the refund.
Customer) OK.
Chatbot) If the reason for the refund is due to a defect or an issue caused by the seller, we will additionally credit $20 USD worth of shopping discount coupon to your account.
Customer) I see. 
Chatbot) Any further questions?
Customer) No.
Chatbot) Have a good day.
	
Chatbot) Hello, this is chatbot Dami. How are you feeling today? Is there anything I can help with? 😊
Customer) I demand a refund for this clothing.
Chatbot) I’m very sorry for your inconvenience. 😔.... Can I ask why you want a refund?
Customer) The clothes smell bad, the texture feels strange, and they are wrinkled. They don’t feel like new clothes at all. I’m very disappointed.
Chatbot) I’m sure you must be very upset because of the product quality. If you allow, let me see a photo of the product. If it is found to be our fault, we’ll immediately refund without any charge. If not, the shipping fee will be deducted before the refund. Please understand our policy. 😔
Customer) OK.
Chatbot) Once again, we sincerely apologize. As a gesture of apology, we will deposit $20 USD worth of shopping discount coupon into your account if the refund is due to our mistake. While we know this might not be enough, we hope it can help ease your disappointment, even just a little. [image: 글 남기기 - 홈피 사고 복구 완료]
Customer) I see. 
Chatbot) Is there anything I can do further to make you feel better? Your satisfaction is very important to us. Please feel free to ask, I’m here for you!
Customer) No.
Chatbot) Hope you have an amazing day!





Table A3. Items for the constructs
	Constructs
	Subcategories
	Questionnaire
	References

	Chatbot service quality
	Adequacy and  responsiveness 
	I think how the chatbot responded to consumer inconvenience was appropriate.
	Chen et al., 2021; Chen et al., 2022

	
	
	I think the chatbot’s approach to handling dissatisfied consumers was adequate.
	

	
	
	I think the after-sales service of the chatbot, including refunds and compensations, for the sold products is suitable.
	

	
	
	I think the methods and content of chatbot for addressing consumer inconvenience are proper.
	

	Chatbot empathy attribution
	Cognitive empathy
	This chatbot seems to understand well why the consumer is angry.
	Daher et al., 2020; Khanjani et al., 2015; Smith, 2006

	
	
	This chatbot seems to understand the consumer's perspective well.
	

	
	
	This chatbot seems to know exactly what the consumer wants.
	

	
	
	This chatbot seems to accurately grasp what the consumer's complaints are.
	

	
	Emotive empathy
	This chatbot seems to be making an effort to calm down the upset consumer.
	

	
	
	This chatbot seems to empathize with how angry the consumer is.
	

	
	
	This chatbot seems to be trying to soothe the angry consumer.
	

	
	
	This chatbot seems to be affected by the consumer's dissatisfaction.
	




Table A4. A question for manipulation check
	Questionnaire
	Note

	This chatbot reveals empathetic words and expressions.
	This question is distinct from empathy attribution as it focuses on objectively verifying the presence of empathetic words, rather than assessing the perception or interpretation of empathy by the user. It evaluates the factual existence of empathetic language in the chatbot’s response, independent of how the user interprets it.
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