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Abstract

This study examines the impact of voice and appearance consistency in digital avatars on customer interactions
in remote service. An experiment analyzed how matching or mismatching voice and appearance influences the
number of spontaneous questions and conversation duration, while psychological effects were assessed through
a subjective evaluation questionnaire. The results showed that the consistent condition (male avatar + male voice)
led to a slight increase in questions and conversation time. However, no statistically significant difference was
observed, indicating that consistency did not have a decisive impact on conversation activeness or continuity.
Even when participants perceived incongruity, it had little effect on ease of questioning, psychological stress, or
conversation smoothness. This study focused on short-term interactions, suggesting that voice-appearance
consistency may not significantly affect customer interactions in such cases. However, further research is needed
to explore long-term effects and other potential factors in designing remote customer service systems.
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