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The Role of Emojisin Voice Interaction Error Feedback

CHEN Cang, CHENG Kun, WANG Wen-jun
(Southwest University of Science and Technology, Mianyang 621010, China)

ABSTRACT: The study investigates the effect of applying emojis to the error feedback of smart TV voice assistants on
users’ emotions and perceived anthropomorphism, and provides new ideas for the feedback of smart TVs or view-
ing-oriented intelligent products when responding to errors. By analyzing the human psychology in dealing with conflicts
and combining psychology-related research and questionnaire surveys, the hypothesis that “grinning”, “shyness” and
“facepalm” can reduce the negative effect of voice assistant error feedback is proposed, and then an empirical study is
conducted on it. It is concluded that whether the feedback is apology or humor, emojis have a significant effect on users’
emotions and perception of anthropomorphism. The analysis shows that the application of emojis in the visual feedback of
voice interaction can significantly improve the user experience, with apology feedback combining best with “shyness” and
humour feedback combining better with “facepalm”. Apologies are preferred for error feedback types. The interview re-
sults show that when users encounter continuous error feedback, the same or similar feedback will bring dissatisfaction to
users, and users prefer variable feedback.
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Fig.1 The voice interaction process of smart TV
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Fig.2 Interaction map of factors influencing valence Fig.3 Interaction map of factors influencing arousal
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