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Abstract

This study is to identify that empathic listening affects empathy, and that empathy influences the
formation of rapport. The purpose is to provide basic data for designing the algorithm of the counseling
chatbot. 159 in their 20s to 50s were surveyed, and regression analysis was conducted to confirm the
influence of each variable. As a result, it was found that 'content-recognition' and ‘process-recognition' of
the cognitive factors of empathic listening had a positive effect on empathy, and the former had greater
effect on empathy. It was also found that ‘sensitivity’ and ‘emotional communication’ of the emotional
factors of empathic listening had a positive effect on empathy, and the former had greater effect on
empathy. In addition, it was found that empathy had a positive effect on sub-factors of rapport, 'trust' and
‘conflict resolution’, and empathy had greater effect on the former. The necessity for designing the
counseling chatbot algorithm was suggested, and limitations were described and follow-up studies were
suggested.
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[Table 1] The results of the analysis of the respondents' characteristics
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[Table 2] Factor Analysis and Reliability Analysis of Antecedents/Result Variables

Component
1 2 3 4 5 7 e
A™HAE] 831 140 205 021 021 -.094
™A= 807 254 134 063 036 096
2HAET 767 078 243 079 183 047
A™AES 688 262 048 142 150 097 0.899
A™AE] 685 391 225 042 031 .098
PAESENC -.666 -117 -310 220 1050 -141
U256 -621 -077 -.168 213 1059 -259
M2l 218 837 063 -.049 015 .189
ME|Z3 253 781 148 -126 .000 .099
ME|Zh 336 733 202 -.104 040 151 0.886
M| 24 067 729 014 -.074 -.038 232
M| .080 703 -.004 077 .093 272
L8 QlAl 139 260 72 .009 011 026
L& 215 170 111 746 034 088 .030
LiE2lah 119 015 716 028 074 208
L8 QlA 339 120 716 071 -.034 137 0.886
LiE2lIAl3 235 025 693 -.046 031 228
LigelAly 150 .099 613 046 069 -.025
L& 2lMe 403 1093 471 042 1109 115
pSISIES] 029 047 029 801 118 -.099
g elAh -016 -.036 -.046 798 -072 094
g QlMe -.059 -035 -015 751 175 -014 0852
IESISIENS -.079 -183 043 737 145 067 :
nipSISlENE] 092 -079 050 722 087 -.080
g QlAl 065 030 058 678 017 -121
2=l 102 -.100 -.091 062 774 092
s -.046 1094 -122 .194 728 -013
Z=44 -.042 -023 188 081 724 .008 0832
a3 156 088 089 036 721 053 ‘
== -.030 259 162 067 717 131
g6 179 -025 055 111 620 125
! 115 209 137 -.062 123 810
Pt ) 183 322 173 -.026 159 755 0.844
ZSol 24 105 457 158 -072 .189 599
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[Table 5] The results of the analysis of the influence of emotional factors (sensitivity, emotional communication)

of listening on empathy
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