F 44 % % 38 O £2 5 5 Vol. 44 No. 3
2022 %3 A Foreign Economics & Management Mar. 2022

DOI: 10.16538/j.cnki.fem.20211017.101

ARFSERETINHRESN: IRATSRE

FLEERD, B X, S, sk 5

(1. IR BB, KHE 300071 ;2. R T ARG, KHE 300384)

e e et T S ot e e e T S St et St SO

O E ALRAWRET SRS THAR T R EALTRIRS LK, A LFAL
BRI ANIR GG N B A R F QAT T @B RS ASHEN TR ES SR
BAYEE ’Ji’@ﬁﬁﬁLﬁTﬁL FVERBA B X AT =, e MELETALFRY
T TR ETHEGRIEATREAAGT, BB TALFROABHFIER BRSO LBE, A
IK% H&%Jﬁféfﬁﬁ’faﬂ R R AR, mE A e S Ae T RS, AAL

"f}%ﬂﬁ%‘ﬁﬁf’ﬁm’k& TG B AL THRAET, L—, QA LAk K %A TR Lkt
BRI BEAEA T BN T T ETRATRE, RRERE AT, TEE i
ﬁ\’/}}\ﬁ!-—ﬁt—— ALH RO LIRS TR EE R E AT TAL, M E SRR ER Y AT
HRIR SR ITTEE, R T ETREA AW T, ARROFRTRET Foy, A
A LA ARG AE T B 0 FL AT R
KR ATHRE RS T4 RS 23 RETHEREL
FESES: F270 jzfﬁ}thx 170: A 3CEHRS:1001-4950(2022)03-0019-17

e e e B e e ST S o ST S e o T S S o

—. 5l

FEAR DARAS - T 50 AR 2 R 55 (A 1 6 R R 55 AR 36 A B % P 5 R S5 $ L R 1Y) X R
(Ostrom%5,2015; RustfilHuang,2014), 55V FN TR 68 HLAs NERAR I K R IEL T & %
AU Bl ARG A Bt 1007 59 F 34 A CRE IE AR 7 B b 4 R4 b 146 2 v oW iR 55 28 A5 e &
2% (Heater,2019) ; 7F 4 Bk, HLAS A0 )45 B4 /1 8. 642 35 JTT M I % (Statista,
2019) ; = B FHIBM Y Watson A i Wiz i FLC IS 5 78 28384 7ll %}\7’“5’93 TR AT BERIIR
A BB D RIEURE P AT R B YOI IESU ) TR 8 B S AT R S R
AEAL , 201 84 SIS0 4k HLAR AT T 9 4 L VR PLas N PR CAR R AR 45 i

il

ks B #5: 2021-02-02

EE£WME: AR aAHF A28 (71972107, 71832002)

TEZ BN AR (1968—), 5, T K F W F IR,
Ak (1998—), 4, B FF K F A LML A GERAEE, 13502071066@163.com) ;
F A (1998—), 4, B FF K F A FHRAM L4,
k F(1990—), 4, RiZF I K 358 530,
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AR 5 AL PR IR BRI T —TF S T, 2203 54F 30 5 LL RS2 2 TE N B R 2
di RERIA G T 1925% (Jorlingd5 , 2019) .44 $ev b B Refb T i A B5e4 )
HAZ O 7RI CHE IR S PR 2 (SR RIS, 20195 3K MEVKZE ,2019) X IR AT T 5, M 4 1
FR G MR G AE B RS (SISD) M EPR RS 52 5 e, N TR ReC 4 BI85 3
B B BRI 2RSS DL BRI A5 22 AR S5 AT, o 3 e AN AU iR 5575 B SR e | AR
KA EATH
Ve AR E S AU A DY R TR TIIMR L JM L JCR \MSS, IR 55 5 540 TR TSR L ISM, {5 5 R 40
ST HIISR JMIS JREE 144 R th AT AR R Y, B A SCHE 72 “AI”OR“ Artificial intelligence”
AND “service”OR“consumer” OR “marketing”, Z84¢ 5 0 06 , TR A T4 X Ak 555 45 40tk i) A T3
RERTSE TR 3 T 440 SCHk , -7 T HHEAIZE4 . 20004 2120204F AT5 il 55 41 56 SCRik & %
B AR AR AN E TR o KREHOET RS HLER N WF 5 B R A X HR SHE T i &R
THPE 5 RS PLa N B Shad B2 5.0 BEALH AT 847 HL A B, AR T T o R 22 i
(Kunz%%,2018;Mende,2017) . T 11 9% % A T8 B8 MR 55 0.0 BEAIL I AN 25 BE 2 /S RERG , dnda]
BT AN TR BEA BB P P 222 3X — IR 55 T X 6 A, il N T BB AR 5515 IR S it , 2%
M A U A A I YD DG Y TRl R
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Bl 1 2000—2020FAISRBZEX XA RYEBLTUESR

YT I, AR S TR X B AT O P B 44 SCHR A TR, 2534 T IR S5 R e L 3 T
AT, R0 T IR S5 & B e e e N TR RET 5t N R AR RS h 1 5 # AT ek A
TARENRSS AN BRIEAT 1ARER, DT B TR A TR BB 55 A SRAR s HoUC, BRAS TR T
TARRERARGIANRSS SR TH 2% 1L BB LS AR S AT A AL 25 R AR Ay A8 4, X
FRAS BRI PR TR SRR SR B , A SCRIBT I A T N TR BRI 21
Guk 55 B AR AN, R T M55 ALAR AN 237 A AT o AN T - 2 00 582 00 0T ) 1 R 2 AL
% VAR ML A B 25 55 sl 15 BE A2 18 2 2 & SF P T IR A, LUBIREXS iz 55 8 B A T2
REATT A~ 12 5 ST F AR A BTl Bl AR SCR T SCAE T B0, RLO BRI R AR
SERAR R DL RO T AR Oy AR SR TT SCRREA , W FEHESR SN B , 22 8 o0 Hr B fn 41 o 565
= SRS E BIE GBI XS R TGRS B E N T RET I AT AL,
T NTHEBEMR ST E B IR BRI N, WARRIBT IR AL T 4551,

O147H9)H7 : IMR (Journal Marketing Research) JM(Journal of Marketing) JCR(Journal of Consumer Research) MS(Marketing Science)
JCP(Journal of Consumer Psychology) JR(Journal of Retailing) ML(Marketing letters) .JSR(Journal of Service Research) .JSM(Journal of Service
Management) .ACR(4ssociation of Consumer Research) 1JRM(International Journal of Research in Marketing) .JAR(Journal of Advertisement
Research) ISR (Information Systems Research) JMIS(Journal of Management Information Systems).
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—. ANIEHERSHNESHMHE RN T ERRSHEER

R X AH G SCHR A AR, FRATT T Se b S m SOk o N TR AR 55 IR A 2R A 7 T R 3L,
T M MY 25 3 R 55 el SR N T8 i ()RR R 28 R AR DR 28 P4 T X 38 T 58 PN
AT T A

(—) N THERER ST B i

KA ST N TR BEIR S P T T8 o N TR BB IR 55 1 SUARAEF N TR R AR .
Shankar(2018 )TA R, N T2 REHE 2 BB BT 0k R EAWLER S, BT IR
B HERYANE Iy P4 EIE (Huang fRust, 2018 ) .Huang AIRust (2018 ) A T2 fE X 43 M ML HY
(mechanical ) . Z3H7# (analytical ) . B %% #4 (intuitive ) FIEZ 1% i (empathetic )4 R e AR I
JEfil 1, Jochen Wirtz5 (2018 WAL aS AR S5 SCh  FE T RGERY A FPEART3E N 1) F41i , 7T 5
WA K P AT H. GBI ARG A TR I REZE B 2 1 Rk 1 G R 4k B X IR 551
IANIEAT T 4325 il , Bock &5 (2020 )6 N TR RER 555 O —Fh R R B &, 3l 2 8 24T |
TRAEFNA T B0 SR R 38 W7 R RS M IR 55 PR 58 rh AR L0

ZRETA TR, A ST AR AN TR Re R S5 SLUnF , BI7ERE SEORIKS) T R g &
(AT REEA AN RSN S8 5 A )38 o R LT 1) 5 B V838 B SR T, i £
BEAR S E R R Bl N TR BB M E 20 5 s, Ak N TR Re IR 55 2 0 i & ek
AR IR

(=) s & R P TR Re IR 55 AR b R R

AT SCHR T2 ANLE B¢ R LA R TR B R S5 G a2 i i - ELSE 1T 4 FH s
BAT R o Hr 43 SCER AN ] A BRI T AR 2 R N TR e B IR & s N T
REFTREA B DD REAL 35 T 9 X FRUAARLES ARG EAE , LS LA AL AR A 207 B4 18R
4 BellisaFllJohar (2020 )7EXS H BIIAY) &R GE A58 A B, I 98 5 X2 R RE R G BRI SHHLAL
FEDIREOLEY 1548 B ) R AR LA K ) M FVEE R 1 o Klaus Fll Zaichkowsky (2020 ) BF5E & 2L, T
PeE TS AR S 5 A BRI o BRI 28 T e R i R B4 7 28 W) . Van
Pinxteren¥: (2019 ) FSL BB B, 1% PRI F T HXS S N IR S5 HLAs N I (E AT, 3
5 T HAE FHZE AR S ALAS AR 2 R . Kim % (2019 )i 1 SEYRERH T 1 e Las A3 2P AL EF
AIE S BG5BT S , [T CRRE X B8 ) A IRk 32230 18 1 7K F- o Choi 55 (2020 ) [ SE BT 9% &
B, AL AT L 3 38 AR A s DA IR 55 4R o 18 02 T 2y 58 JB i s T ol HAK &2 o
J&%, Schanke®F (2020 ) 3 TR E I A MAN T R 5500, BRI T ALK 28 5 e 4 i B 52
i . Castelo® (2018 )AFFY & L, N T2 BBAESC MU WA AN T ZE R N ZEAFIR I A2 208 Ui i
AES5 I, AT e Bk R AT B T i o SR B I R BT il A7 A ik DO O B
(B A 2= B AR, B T 20 7E H R AR T OO S SR R, BRI T BRI R B Y
i) (Logg®,2019)

(=) i & R PN TR Re IR 55 R e R R

WA FR TG R IR T 52 B % R PN T Re AT AR R 28 o N T2 B e = [ 00 1 ) 28
O TH R N TR e IR S5 fit = P e, %o ik BE L AARHLAS AP TE B DL B N TR REX T 2%
THARFAS P 20 55 . Khanna%5 (2020 )TA K, [R] LU FENE O R AL B2 B P AP I 50 55 AT
[T B AN AT 4 2 AR RTAS EE AR JRai LA S i i AR A e SCAR i BR ) 1 N T3 e
55 R AR 22 SCHR G N T2 RE IR 45 BB AR IR 81 4, Kim &5 (2019 ) IR, KRG AZEAIHL
A NARTH RO At i , T B — LT P X E AR BN S AR SRS, Mori % (2012 )4 11
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PR Ry R A RL - Mende %5 (2019 ) & B, B A TEHLE A RS BTH 2838 T8 B R S R 9%
F NAE B3 (0 U238 ) T B R 25T M . Schmitt (2019 )F5 H , W 32 S “Hi U2 i % 5% A
T REMRSS By B, B2 58 € N T RERIHLAR AR S5t T RE 32 24 32 S M UL B 52 )
Castelo%# (2018 )il i L H & B, & 5 # X R Be AL U5 R BT A2 Longoni&§ (2019 )il
I SEEGTER , N T REFE SR AL Ry 7 MR 55 s Hb A S X BT 2 3 A RRRRTE AN BR BT, X 3 T 7N
PHE X EEIT N TR eSS B

BT N T BB IR S5 S HXF B0 U BERIA T A 5 M) 14 A O SRR 1 B, AR SO N T B IR 55
W BRI AR 1R

F1 AIEEERSHRIAK

ARFAE SR RS S
YE# AEAy
. T AT B S DIREMH 5%
De Bellisflliohar | 2020 AR Sk 53 JTRE R A
Wirtz5 2018 N A7 S T
Van DoornZ§ 2017 G FIBE 7 O BRI AL
Schmitt 2020 FEDOE R Z 0 AL
Longoni& 2019 TR PE R
Kim%: 2019 RN g UL
Khanna%: 2020 [RVEL O RIS O ANE AT
Luo%s 2019 Bt Z a0
Mende%%: 2019 AL
Jorling%% 2019 N
Van Pinxteren%s 2019 A M5
Longoni 2018
GranuloZs 2020 T PE B
KlausFlZaichkowsky | 2020 J7 18 5 1 A il &
Choi% 2020 PN A
SchankeZs 2020 N4

TEMEIR N TR RENR 55 H A TR LK 2 RO T REAIR 55 B I R 2 05, R SR SR £
T I WS SR A7 A% O AL, B R 25 FE P LR ) il ket 29 (uniqueness
neglect) {5 {E AAEFIRE ST | [V O TRIER L TGN IFAT IR 5580 REAL T % 123247 O 9.0 BEAN
A1 A BILH o 5 G FRT IS, AR SORE Xk 24 B A T BE IR 55 SCHIR H Ay i A1 A e 45 SR 28 ) 4 72 o ok
(PR L7 S

=. RSERUXMEFEZIT AN IIE

PR eSS 5 B 1L 24T A RS IR HLILEA T 1 2207 AR, A SO Ho o
AR S PSR , DURIZE B2 B4 PR R A5 A PR 5y I ROz P FIRE D 45, 52 4
JEE A PR 2R B AR IR 220 A5 AT L TR O R R B 55

(— ) BRI

HRIGE AL SZ R (TAM) (Davis, 1989 ), B i IR A (4 7 B Bk 3 X HB A T
FLa FAE R EAY S8 55 PR B SO T i IRz 3 0 7 AT H Ay o 1) 5805 55 3 ) BT
FEA A , SR P AT SO P H 28 0 s A BRI L Jg Az ) A9 R L SRR
AR 4R 5
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BRI AZ AR [ B Dok, BT LA 05 P A THRAE N2 5 B S D05 1930 T2
T IZ N AT FIR G — LB B 2230 SR R B2 A i B N TR R IR 55 X B B 452 B
HSZIR 541, Schepers M Wetzels (2007 )35 t , By AN I S OH 54 2 nd — 2ok rd 42
fe 1B )2 T B 6 N TR e R 55 14552 B o Zhou 55 (2010 )UK, 76K B AR v LU s 1
FHARS RN ISR, A A B AT 23 B R A2 B A DA e 28 AR FH 2T 158 o X 197 (2020 )
ST A B, WRIH 2 A B BRI 5 0 T L 2y PR SR IRA ST, i o Xy Hdze sz 47l 1k
TR

H A OCT AR TR REH AR ) SRR 98 K 258 T TAMA Y 1A IV 5y FHAE P A

ERE H LT X PR TN RETR A S0 TE N T REAR 55 X1 20 BRANA T B D520

R, A AH 5T R I 3E G R R B2 R (UTAUT, B A& w7 BB A AT A 1
A A% 1 R4 A8 1 DRI R N T BRIk 5 i IR o R s Al rh B 22 A 4
AT XSS B GBI AT A AT IR A BB (R X A LD

(B

R B — > AR 232 (White, 1959) {83 T AT EM AT a0 9K sh 1
(Huifi1Bateson, 1991) JBAIE & —Fh {5 &, S R TA73h , A & fria A sl A Ak
## 15 (Rotter, 1966 ).

Z W5 R, N T8 e IR 55 25 5% il R0 0 9% 2 i B 45 ) (Jorling 55 ,2019) .
Puntoni¥5 (2021)48 1, T AHLEE B A A 03 25 AR50 v A B AR 55 7T e 25 Ui 2% &
XPAS N 08 B A A, PR T A IR o B B AR AT AN 1 T e e kg — o i
554~ A PR 0 4 il JBR (ALSE, 2017 ) o BT ) 5.0 BRIIT A AU D HK (Atasoy AlMorewedge
2018) , HBAIEWIFE 5 By AHOCHY AT 55 h B H 22 (Leung %5, 2018 ) FEXT H B R G HFIT
i RS A R G R AR UL RO AT TR SRR BE AR 5, i 5 — A AR
JEEA—E(LeottifF, 2010) o FH T IERAFE I BERRAIG , 1 9% & AN K AT REXT A Bh A9 R 4077 A0 3
BT L (Atasoy FIMorewedge, 2018 ) M4k, JBNAT Ry 4 il A B8 fin 2 i i FH A Bh IR 45 4%
AR B il 2 BN (CollierMSherrell, 2010) B 5 F-shH RAH, RS HLAF AR EH £
PEREAR T AN B AR A BT A4 1 (Schweitzerf1Van Den Hende,2016) , 3% iz i3 3k AR T A
Kb AR AT 1 25 R 1 B 5 AT (Botti fIMcGill, 2006 ) o (B AR 25 19 42, TH 2 2 % 15 il nd v 22,
PR LSO AR 5517 5 491 AN BellisaFll Johar (2020 ) A S AR 7 k4 il AR Ve R AR F 04 7

TEN TR RE MR S5 PR & (A4 B2 Tl ) 4 b 2 I I 9% A T o Y B LB B R R, %o
TH P B R AT A A B A T ) o DR, Ml 5 AR () — > S R Rt 2 0 2 %o el
N TR RO RRALH]  EE38 |, BFE HIAO 2 AR URARANE JE 1Y (Stephen, 2017 ) o AR K 75 %
i — 5GP IR ) XV 2 2 i e B LA B9 2 3 A BE AT R AR R AR Ak o

(=) MR 20

BellisaF{lJohar(2020 )45 1, 14 2% &R JH A WG R G R —A> 0 BEREAT A , 15 28 E U TER
TIPLAS B AR P 22K 5 A G A B A 2 B C S B i INZESh AL . K
o200, T 2 mT LUK B 35 HA A X 43 FF % (SnyderfllFromkin, 2012 ), H BiE AR5 | & & 1)y
o Leung S5 (2018) 35t , X5 B shALIK 2 3 9 0, A a4k 7= & o] B A BEAR . b oh
Longon%¥ (2019 )i iz 256k B, JiRepE 2 HEHT B 7 AN T2 gl 55 i O BREK 51 ) o L HDE:
I B ORI 2 6 BT N TR RE IR S5 (K T i B AHR A 2=, N T g
Ko A SRR R AT A SR B 32 ) 1E A Puntoni &5 (2021) 48 H Y, AMLAS B R AOTH 2 4
RIS T ) 3 AR R R A L PRA B B LEH 2 7R 2 Wl 32 01 ez 21 5 VR A2 S0 3L, A7
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WA T 2 B sl 75 B4R 0 B2, H AT AR e R R IR A TE Y B Ak i A PE Ak
HRBT B (Wu,2018) o iX 45775 BHIFA LAl 6 N TR e RSk it At T B g
B, LR T e fe s 2 i Ak o dil Ak A IR 55 o

S N TR RBIRSS FEASTRIAT XV B 2 e I BN ) S & AR 25 57, X — (R R B FE
ZRKFREE LS2935 04T Bl FRIASE R i 0 L it 8 5 A R 3 — B, AR AT 2
it — 2 BHRE .

(MOfE1E

AR IR 55 7 il FH A — A 7 A D L3R (Gefens, 2003 ) o 7EXT IR 5 HLAR A1)
e, B Z AF AR 2% BN 2 FEZEREAG (Morgan, 2017 ) o AT R B H <550k B i 1), T
HOE S MATE B — Bk e, SRR E MR T AR TR S Wt
(Dietvorstd,2015) . R TH 9% 1T BE 2 X N T R4S R 58 28 FOZS L (B A T8 R IR 45 T
RES R RAGAE AR R, BAR AN S5 A5 A B SR AR T A AEXT TR & WA
AKEERAES R IEE NI (Longoni, 2018) .

WAAHIN N AR THEAT A9 R & (Duffy, 2003 ; RichardsfliBransky, 2014 ) . 24/ MACKE A S
1) BRPE AR AN 285 S LA AN SCHRAE — S i), X AILA% A B9 BE 7 Bk 25 15 9% (Duffy, 2003).
Gong(2008) RFFEFIA , HAT HAR NS B S Bl ) AT e 80 oo, (AR AT
PR, ALES AN RS AR AETE 5 H P ST A5 AR 2 AR 3 B 5 (Hancocket5, 2011) o AR B AT
RN BRI B A T RERS IS AT A TAEEITIE R R0 i 75 25 JE A&
it BE W ] (Tinwell 55, 2011) o i FEERUA I HLES A AT BB S RV AE 2R AL RAE T
(GrayfllWegner,2012),

BT IS T LRI, I AN ] Ja 1 ) IR S5 AL N (5 AR B A AN ] £ A dkedan ]
SEMAH 25 A2 BE RN B RN Se Ak 22 57 R TRIAFE IS 46 50 N A i 2 A5 [RI AR 2, ax sk
[R)EUHE SR AR i — 2B B9800 T 1]

(F0) P e

Fiske5 (2007 )4 th#t 2 HIWT7E N 25 L AELESAE FIRE T WA JEAR AL B, S 4 i 32 fe ke
T A R ERI, Qi3  F A B R SRR TE V2 It ST AR e i RE 4R R 2 dE 5k
FPIRGUA SRR, a0 A5 B SRR ORN BB SR T S5 T AR R I (SR DR 23655, 20111 ) 6

XM F, — N RE S B, AT AN A A S B SRR (Wortman F1Wood,
201 1) A2 0 T N TR RER VI — R B AL ML A% N e 28 id G AT DA Sl T B
FINA M HERBIPLES (Yogeeswaran®s,2016) R, XFF A TR BEA I, BE 1 {LF- b 24 T AH
KAB T — 5, EAR N BIALER NS T B U 38 T 4158, A B T 1 BB &R, AT i
T I % (Broadbent, 2008 ) . Kim %5 (2019 )i 3 4~ L BT 58 & B, UNALLE R FRE 1 A~
HERE by Ae T ANESZ I, B AL A SEma g | (EAN S e e ) 0 8 o I o, — BB LA 215
BEINARANG , —FPAS T A ASET IR 2 7= A, T e 2 30 2 3 TH IS B

KT AN TR ek 55 76 G FEE 1 P 4EBE RSB, H TR o8 I8 AT i 22 55
W, ARAI S 5 B — 2D T 2 0 N TR R IR 55 7R X PR ERE B ROV, B S I A2k
BT RS EA B ZS, AT HLas N T S5 AN [P 2 7= A A R il

(7S) [RAF Lo m] L

()75 O TR B S50 25 7 AR50 ) — 4> B 25 T (Bolton 5, 2018 ) o [ 7 A1 ) BHLC 2 AL
A = PR AZE B, R N TR BRGS0 — Pk . 5 N TR REMLAS AAH L, I 25
PG ARG AR S 5L TS Rl AT T (Wirtz%, 2018 ) o IR FE BRI P AT, AT
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B REMR S5 1A RO T AR B H R AR 55, 8 A5 B 32 2SR I B 25 A KR A (Khanna %%,
2020 ) — e & T WIRHL & AR SCHRES Y, 005 R X 5K A2 A, T 2 i 98 T
ALER Tl R, W St 230k, R R At T TIA A B 8 B ML Ak Z R 1§ 0> (Luo %%, 2020) o ANid
AT AT A e A N T RS P ) A R M7 21 2 A AR FL R AR BEPILAR 18 AN E
JERIRI B  (ERA T B3 s R BLCSE R B HLER A (Bolton?,2018) o BRI HILAS A AT L
FEIAT NS TR, e 2 AT DL R 10124 (Tapus®s, 2007 ).

I, AR AT MRS N TR e 2 KA _ERERE R R O AR LG Hlae AR A2 s 1
RELL T 2% & B2 3 3 FCIL A [R5 O A TRI B, X A PR TR N TR RE IR 55 1 X IR 55 o 4 52
e 2 75 LR A ZE IR G515 55 T A2 BE R A, SMSRAIFTE I PTG 249 2 sz BN T RERY
[Fi) 75 L R ) L Ol G R B A8 8 e 55 RS, A B AN [ ) A D SRR Tt 7= A= AT R ASCR

TER IR 55 R BEALXHH B B AT R i i) O AL AT I Z 5, A SOREE E A BT 52 19 40
SN T ISR REAL T BT B AT DA R i i PR g N T BB IR 55 BT AR AT
S5 B FE SRR, 11 2% TR 25 W7 TREEA T3 SO, 7= A N TR BB 557 il f 42 32
JERIH T, B R S MR U ) SEAR R CANET2 B 7 ) o

HEEE LI R
orEE || W AR [ mee
AR EE | P

. ' TAM/UTAUT 2 ) Wt o P : ;

DN G| ERE SR . B2 CON iL
EHFEE |\ o\ -
ErxmE || ) I Wi

s R fE4E i/ TT
amEE ||| T
ABACERE |1 || H e 22 At AL | || | WEE

WHER: ERWKTE. BRERE. EFER. 8ENKTFE
B2 RSEERETHMETAEE
M. RSEEXTHRETANMEERMATEE

(— ) ErH AR

MRS5S AR, RS T 225 a0 5 | i CRF R i it ) AR AL FLIE RS2 114
CRREPATHIAE S5 ) o FEMR S5 T RIIR S5 I B T AR 55 B d 22 A, 3l RAR 35 ( AALAS B R EE 2
P o BB AR SRS M IR 52 e AL T R4 T kg B i PR AR E S SR i it R 2R A 55 I R N LBy
HE=2,

LiIHHER

N TRt ok i R 2 e i % 5 2 Al i i BN G o Witz 55 (2018 ) A %
AN ST JE AL FE SNIIE 42 (representation ) 481\ fk (anthropomorphism ) . A T4 GESMIK
TG 0] LIS (AN ECE AL a8 )RR HLFR7R (AnSiri) o P33R 8 Be— A ST (2)
BERIN ML)  ShH R AL AR L =Ff (Longnoni, 2019 ; WadaZs , 2007 ; Jorling, 2019 ) o A [

PR %% R AL T B BUEAT A kP 5 R 2
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REMBCAER , AMIT2A R TR REE 7 B M o FLE R BE A IR SR H A A 14
# (HuangMIPhilp,2019; Belk,2013) , & BEW R T 0975 & O b I PN BE S5 S 45 Uy
S A7 B R TR, Bt AT 7 A N R s B A S A ZI M EN 42 (Eyssel FllHegel , 2012) , #F
T 52 M) e 28 14) JB0 AR 65 o FL A RV R AL 5 SR BB N R JE SR Y R 0L B T 45 0 9
R R BN T BB AN R A

A R 22 i N T RE AR BE S IR 52 i), /D28 BRI T SR B A8 R EN 4L LA
KB B RV fe R 55 25 %A R s el o Bl A N TR RE R R k2D ok AR &Rl fig
RGEMATE LS H  AIA BT A TR GRS T IS BT

24T HE

BRENR 55 AN R AT 553 7] (task orientation ) 2 fE WAL EA T4 A SCHUEL T — A~ HA &
153205 3. —J&Davenport&5 (2020 )4 A T8 B A AT 55 25 80 53 b BREC(E A0 5cH0 Al 2 {7
Bl (s G208 RS S ) WiFp T EA N TR REIN &, A ERZS 1LY B0 B SUN &
K& R TR 45 5y 5 AEUR N T BEA B R A5t Can AR i R e e B —
FEAWirtz%5 (2018 ) AR A B MRS HLER NI4T 55 5 11 20 AN o BT AT 55 RS Bt 38 AT 55
X5 1 SO AR E O BEAIL I A R o 75 B B, HILER R BE A& B /K4 AIG, A A AT N T g
M BIERE ) AR AN G AR B XA T 2L 17 B 94T 55 o — R A BRI 55 A HE 1 T4
J5, FEGHR A S o t i, BEI7 RS N T B2 AN G 7 IR SS , X 8643 250
PLBEAIF 5T 25 S B A A Tl

ZROCCHRASHE S N TR REMY AT 55 N %5 (Davenport®,2020; Luo%:, 2020 ) S H Xt % 1 H 5l
EJIREGAE R 1 HE K AR L (Bolton5, 2018 ) o MK JZ B AR K 4458 BB S5 IR 55 A 1) B il ik ofe sk
D AR 55 S 2 R AT 55 XU A B LK An el 52 M B A 7 oM IR T R A SR, (R /DA 25 %)
155 PR 1) INTE O BRI AN T R &5 R TR R .

3HBHHER

IR 45 43 ) 2 2 AR I IS 52 0 B B AL A ML B B 75 855 e R R A 2 SCA TR R e iR Tl
RO, T4t 2SR i) (social withdrawal tendency ) FUAFTE , 2 IAEE H BRI EFI- LR it
T IR S5 Lg% A 2 B B R (Hou %, 2020 ) o £ T2 2 M P2 (command-compliance
theory ) flltt2: 38 . #35 (social exchange theory ) , HL#F A BYALS AR BE 23 46F £ 3538 P (comply )
FEAEASRIEZ , AR ALSR A B REHR A se A Lge N 7 IR 55 1A 350 (Lee ™, 2017 ) o2
FADTESREHNT T 20 RER AL EGAR R F R Wi,

FESEBR I RSG5 28 57 1, AT B — DRI B8 T 45 R R =2 1] 1 5 ELAR FH R HOG o
AT R PTRERZ I 1T H AT B3 AT 0 B R AE 2 T8, IR AR 25 S L An AU 8% A1 L A
TR HE IR TE I 55 B R AL B sl rp XA T R A5

SR, T TR AR I E 2R T A A TR BB T MR m , XHE 55 R 2 A
Bl H 0o 0 H AR B A HE AR RGeS ST I8 R TR T 9% AR IE AR e ik
55 H sl R B EAEH

(MRS R P41 I Es R A i

R 55 BB AN IR AT Rty e (R A 1 F2 2 o0 M e 32 FE RN R BE T 28, 38 N 3L RS iy
JBR 5 B SE AR IR

|2

WHELE AT AT UL, FEiciott AR (A MM 2 8 b AT 55 v B T R
2R REMRSS  MiTE T 2RI AL S ARYER IR SS T R A T BTN =, AN TR R
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TR AL 55, REfE LA s BE W] 1y =X o7 AR 55 P8 (Wirtz %5, 2018 ), iR 55 i i AN 23 R R
T AR FARSS X G201 K A= 284k, 5 g R GeA AT REAE T 7 U R SR AL I 0 T SR L e bt
W (KlausF1Zaichkowsky, 2020 ) o 5 T<# M AH SE BRIE , Bl % RE AL Y 1 A R o ity 184
2, N2 R RBIR S5 5 A 1) 45 A0 I 51 SR B 2 B e ™ db IR 55 o (2 Ol T3 R4t
HPEREDE TN T, BT N TR RE I 5% VBN AR 2 12 ARG R AN 23 Sk B AL A 42 4 ) it
(Grewal5F,2020) , e 24 7] BE 23 BHAS A X T BB IR S5 1 RN A TF5E R B, Rl fig 7 i
PR A T REAYHE = (Luods,2021) .

AT 5T 25 M R A T R A NSRS AR N TR e S5, (ER R ok SO ] AR
F4) o T 5 6T~ S i R Pl - BE 5 (2 2 N T BB AR S5 A RT3k S T AR R 119 [ L e 1
H TR e R AR &SRR RR , B AT e rh RS 15 21 i FLSEAMLAE B AR R D, IR 2 R AT
FCAL RIS B A SR AT B =

2GR

iz PN T8 e T et =0 4 1A 1) IR 55 Wl T B o AR D R - B 2 | Jo 2 %k N T R AR 55 1Y
FE IR 23 XF LA SR AT A 2

B IBR T WS L )RR XTI 5 SR G A2, o DG Tl B AR 55 1 TSR ke ek
JE5E X N T8 R K o A AR P 7 FHREARR 1 T 2% () Bk 42 2 ke, SR LR A 2k 48 S 45 Bl T
DA 2 b v JB 6 R (Gidthke, 2020) ofHUZ: 76N TR B IR SS Clnd HUBLES ) AH EE A 5
RS R, 25385 AT B X 70 T 45 SR A BN B AT B K, T3k P RE s R X N T g IR 55
AR = (Jorling%$,2019) .

BRI AR ZE R IR S5 B8, ISR A BE AT T I % N T8 B AR 55 B 3l A e A2 NG 2
FE AR ARSI R A REf n AN TR RETT 5t T RS B S U B AR AR SRR  AE 32 FE
BB 2 bRl % T AR Mk (42 T Henkens (2021 ) BIFFEIE B, X4 802 %185 BE AL PR B A 5
A 7= I 25 )42 MR B2 B IR, % 7 e R 110 £ SRR E S5 B AIR , H TR RIS 7, b ]
AR i I s A B (ER |, O T IR 558 e A XTI 25 <2 ) R A RV A5 i PO R AR A DL

(=D MRS Bt P47 a5 S i

FEREAT R 85 AR R/ L2, KRBT LIS e R AR i MRS RN AC BAR i
=71 B, B R H AR MER FE (technology readiness ) & BE1L7K -4 . Van Doorns
(2017 )FEBEAREEHELL IR, B 14 G 2R T ) ARG ) FIE AR HE 28 BE T BB 8 19 [ 3R
REHE AT BC B A oK B SR R g 32 N T2 RE o Castelon (2019 )IA Ky, B 9 175 Ja%
AFARLEE BE T FH P 6 F PR 7 0T 55 B RE A A P o LR, AR AR s A 5 PR ) AR  SCfb R
Ji U745 K 2 (Broadbent, 2009 ; Nomura, 2009 ; Hudson, 2017) P55 2 B AR R N 2 HH
TR i B 25 B N T e e , 28 78 e AU 46 B sl 7 18 %55 I & (Van Pinxteren?%:
2019) . Y% 5 N T8 RE LBl 7 i B i i) U 25 5 4632 N TR R S5 3k o P T g2
PR At T v B A T 3T 2% (DavenportZs, 2020 ), £ N PEAL AR 2 B 1 A 2 ki
A= SR A O B DRI/ B B, 0 B 1 AR SR M B0 P AR B kS v A P
TG BRI A S T 8 BRSS9 2 Il B 1 R 22 (A Sk rh AR /D25 R S
BN o T3 A0, AN AL 2 SCAR IR, QAR P 22 S X0 T N TR e IR 55 m e 2 B R 51 22 el
EARK T BN — PR

SRS, #1220 2R R N TR R 5 N2 ma i A7 ARG R 45 SR AR i
{EBLA TSR FARA AENLES AR BEIR 55 LA R AL A B R BF IS A BT A 2 o2 BTN F
JiE - 4 i R e A IR 555 51 A %) JH Al s I A 5 7 B T, A B T 2l e 8 R TS s gk o 515
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25 R REALIR IS At I PERE S S AN R 25 o U h, X T 1 28 H i B 2 NS AR B, Aok
LA T XEHR R SR RE A o R P RPN AR

. NITEEMRSEHERERNMERREARRE

3 X R 55 SR e AL T A T oA A OGS BRI, FRAT A A IR E RSN T
RETEAS MRS AT B B R B e B2 N TR e LA K | R IR B i N T RE & 2R
Mg AR 55 AHHE MO MFR R B0 1M R IZHEFHE R G0 . Bock %5 (2020 ) e
K ZFeAEJournal of Services Marketing ) SCEE A FRATT AL 1A I 38U N T8 BB X IR 55 04052 M AL
TAERE A MER DT AT , N TR RERY B EE 1 3T IR S5 B9 IAH, IF 7 S
XFIAFE B IR SS BRAS FRE S AT 1 MR, i T —20 N TR REMR G4 1 T Al REAGAH SR AL 2 o
TE A5 1200 F SRR AR b AR SRR AT B iR 555 B e Y op s Ak AB A 7 T i —
I I HASEEHT A ITAE SR (AN E 3R )

R W5 A >
Ji/58 a4 v v v
T4 B W& E
4 ERRARH MBAER | RSRENT
H 5% 15 B i PURRSAR | WEXASR
55 7 ok VB PlsgRE | RSAMLEIT
4 A A A
8 ERMFL. SREFAR. HE. HHEEFL
B Es || i X 3
w| | BE e ®E | wwsiw 3] AR
?52 A m}f& v v v
2 BN, R, RATERRE . PR3
71 v v v
L W% B
RERAME || WewmBa | REEETE
] BRI B T4 R
2/ BAWERA || R ARG
waE | t 1 1
W REVL >

B3 ALEENRSEHERERNRE

TERBhEA T2 1T T e s T R 55 R 1A 5 A REAR A | [ rp 2 G 55 IR 55 = fA
e R SS FIEEE , 32 A2 55 All B BRAYAZ o 5 181 oA Hp e) D T BRI S5 1Y = KA DA AR
LAY BEAMIL S IR Bl LA S AL 2B AR A, 3 ELHERA MR 1 A X R RE A 5 DL NS, B
AR T S5 7 i B DU R EEA AR 5 P A L30T St A 55 i r L) iR N T B R
P AR TR S5 Al A BN B O BRAY b i AR SCR B, N TR BE S IS5 OS5, AMUSUE T
255 A AL, [RI k2 1 Hile 55 BBl iy i A
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FRATHE X L AL LA R AR AT RERIAIT ST T [ S A5 T F o
(=) ds =M R KA

FBE , = FATE 0 = 253053 BN R G =R B35 800G s AN 5% 07, B ANESE B L NS B e
BE 4 (Bitner, 1995) FiE N TR RERIGIA RS —MIE ™ T2k, T AN TR RENL
AU T B MIRSS AG, BSE T = AR A A E R R T e N TR RE ORI A
S35 R JIR (R) U-57 AR, (e A5 A\l T B B S M o SR LA W5 | ), TR Bt B s 1 B 1)
R 55 AT o LR, BN TR REAIL & AN 75 AT SR 8 S AR , (e 75l X 5% T %) PR 3
P27 S WAESE LA = 1 BAL 3 58 ) (Wirtz%5,2018) , i f5 ik 51 T XTI 1Y 5 8h°E
BT TPk

Bl & HE AR R IR 55 R BE 0L  FEAR GRS v, B 51 T B 2 S B MR I 2 s 22
i LA TS AN G K E R R B8 77 (Heskett55,2008 ) , R, Sy T 8 PR AN 20 &
JR 55 Al 7 R FH PR S 4 T Bk A — R IR 85 A\ B Tl BB, 35 )1 sl R 5 o R TR 55
HLESER = N I RE S FRS G 1 , A2 Fh T 57 B A B RIRCR AL, A S A AN A S
YR, PRI IR 55 B A AN 2 7 AR AT AT AN 6 - 17552 i J0 2 1 i s B S IO A Rz iy, B 7 —A>
WG G HLER ARG 5 055 A RIBC G 5% 476 H B S I8 22 iS5 1 B FIALE] . R 0L,
TEAR MY ST TG Bt — 20 G LU R A (i T N TR ReLas Ay 30, % T B S il 85 A B ml
R AT 252 2R A2 U 2 IR 55 Ak Rz An e SR AL 8 AR 55 N R B2 2 2Rk ik
B AP A P BRI IR 55 O 145 5

(TONTR MRS A T iR 55 AR

A RS S e, TOIEAE St AN 0T 20 B A0 5 3 1 DO K AR 55 A AR IE — L
I3 AW] (Berry#llParasuraman, 1993 ) . AT B, BEE N TR GEMRSS 51 A, UK ARSS FRIEYY
T AR

B, SR TOIE R, 5 N TR S R TCIE AR L, Teig e N TR REbLEs Nk 2 N T2 fig
WA R I 2 A TERHE 6] an 45 B ARALES NS L) B B Blise 45 55 o BRI, ZE IR 557
PEAC I R Y, T 2R X IR S5 T A S 1 () G L EE RIS A EAE B 15, DT IR 55 A TC O S 1k
AR 551

VR BN S BRI A G IR 55 0 5 v S B BAE WA Ty T — 2 S TR 55 i LA, 48
AN —Z M55 N SRR IR S5 SR AN AR R Y, WA [a] A 3R T 2 3R AN [R] ) e 8, — R e T
J5T B AW AF L A8 AN [R] T 2 0 IR 5 it SR L 25 AN ], A [ s 2 6 22 0 e SR AN AR TR o AH T
BIRENR S5 AR TR S5 RO AA I S B o T N SRR AR — M, SR IR S5 AL A A TC ik
P R 45 0 5 PE (Wirtz%5,2018 ), R KB H o 2 1 R P AL Flbr 4k (Longoni%s, 2019) .
Longoni(2019)fHaslam(2006) 42275 2¢ & A A HLas H e DAL btk i 7 20z 17, LA
[R5 OO R — P 400 o (LR B A0 A 7 S T P AR SR A AE S IR, N TR BB IR S5 T Il A7
S JBPE AR 55 e oK A I 2 B L [m] Bk: A R 55 , B 2 Al 55 Al s e BE Z2 kK

TR BT XANT] Sy B PERRAE AR G MR S5 A 7= i A 5 I SR B AN AT 4 B 1, £k i IR 55
NG SR WA R A 7E IR 45 3 T, IR S i B2 A 5 A (Berry FllParasuraman, 1993 ) , U1 55 7
PR BEARIE R 55 10 3 R AR I 2 4232 R W R 55 Y A AE R B IR S5 T, B TR M IR S5 HR 35 L
AN BRI A AR B e — N RRIR I i, LA P B R Sr TR 55 i AR 2 A ) o FE ELSE A iR
g5h, s KRG 5 0L alH i 5 B3l R A] S8 IR 55, R A AT 43 s MR8 i 1 i 3 B o an
TR AT T B R AR A T AL HRGR IR 45 AN S 43 5 1), (B 2t Y B BBGERIL , R4 T P LA T4
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AR , U BERTBGR BRI ST 43 25 A IR 45 SR8 SR ml 43 B8 1) i A

B, B0 G R, B TR G R IRSS ANATFEAE 1 BRI XS AR 554 b oy X (L 75 A8 fh
T BRIk (Berry fllParasuraman, 1993 ) . AR TERT RER 55 W ANRE 58 2 X — [n) it , (H £}
X B S RS, TN TR REIR S AR sAS A ] § 52 T AR, il BE A AL B
I LTRSS ), o AT AT e S A T AR i) 7 v IR B B A IR 55 oK, AN (A5 o8 I
P R R R 22 i

PR, AT 2 E AR TR BB N A RS54 1 IR S5 WU AR A 028 AN 23 52 i il
A R S5 15T IR S5 A IR 55 o i, o 2 g mal i & () IR S5 AR s iR 55 B sl AR 55 2, OF
X B35 Al ) o 6 WA IR 55 2 IS 5 R R A B 2 B o s A4 B T B R K

(SO MRS k55 et 5 R 55 K

ke 55 iR e 55 Alb 7 1E S HR AE M 55 Z AW 5B A o 38 8 B IR 35 T HL G B2 A 7o
HI 6 0 TAT R G 6 5 TAT AR 8 , 3 AN i Bk B gl o B4k AT A A2 FL A B 5
27 BRIt (HoffmanfHowe, 1991) 76 N TR RENRSS F , IS5 it AR 2 — M 46 A B
HAUHE2AE B 2N WIRILRER PR 22 R4, & P 3C BB E AR 2 & R 48 28
H.(peer interactions ) i¥ 125w, WA LA FE (8 AS AT F50 0 114 7 > 36 ] 1) 1 0 fE (Maglio F1
Spohrer,2008) . FH IR HUA L ARG B , (75 IR 55 I AR S IRk 25 34, BRI 17 IO 7y S5 A pof
(i) , 1 BEA B b R 553 P T AL (A BB S 8 R 40 ) o R, FR AT 21, % JTE AR S5 (an e
NG, T AN TR REIR S A TR &, 5 6 FSCRE TR 28R th pLgs ok 58 i, A5 ] o A
LR E B2 AR, XFE 25 ST BRI A IR 55 Pl = R Rk, o & 1 IR S5 S 4k
RS X A TE AR IR SS (U RBAILER 5312 ), IRSS Alb B 5542 2% 185 & N T RIFLas 15
B H 51838 580 IS5 A 2 IR 55 1E B AT 1) B A% 38 i F A5 L, R RS | iR
DR B, 5 A 2 BB ™ A= 3 1R 1R IR 55 LT (MorganfiTHunt, 1994) o (Rt , 5 FL 52 A IR 55
N GAR LG, N T R IR 55 237 > B 155 0 IR 55 7 A5 N 2831 5 2 A A K S 7 i e 2 X S R A5 i —
W HREFTE -

(PO )RS - IR 55 4 R 1 26 68l 5 i AR 56

TEMR S5 AL b, IR 45 SR | I 5 SRR e At 25 1. 8 2 i &% IR 55 1R 56 A9 2% 0> ( Thompson %,
1989) FE A MRS v, T 2% B 2 AT 7 R IR 55 HLER AN 202 — A VKR B AILES i Sty A 3B
ANZERHIERYE RENR 2 (Schmitt, 2020 ) 2 HAT— @t BRI A= i 7 (Van Doorn?%, 2017
; Kim%%,2019 )Mende5 (2019) M58 UE S , B BEHL AR AN 2 7501 2 3 B B8 B 003 52 21 jg
T P2 A A METE A T8 o RG22 BT XML AN [R] 040 B o P T XL AR 55 0 15
G RIS BE A, IE QNG SCRT IR , N TR BETE 2 M R 3 HE IR 55 1 — 25tk , S XA [R] B 1)
AL Bl SR MRS R SRIETC RPN FN 2 0, 3 25 MR 45 Ay e K Bk A o b e = A 1)
A BRI ) A 4G  ALER -5 N 2 RIRENS TEA 117 25 B g 7H g 8 1 1 45 57 shRe NS 1514 21
PH NG 2 B SANS U N TR RE AT A 75 8% s #00 2 T ST dm R 1Y), ER S22 AR B 7
W — 2R B TR W IR EUAAT « LU [FIARFAE B BB IR 55 X % 2 5 AR IS (R 2 el , aniii i 75
FTT I RE Canfb B AN 2 Can A~ PEAR AR B LUK BRI p T2 BE DI RE (AN TRE ) anfaf 520
JSE % A P 2 PP (05 S 1 A A B 7 7R A R R 55 AR BT, 5 N AH A 2 A BN %
CAM T BICATIS ) 2 A5 25 M B35 %o IR 455 e A A s g 74545

(MRS I - k55 e e 55 2R 0 55 i e i

ZAER, IR S5 it TLAETE (Zeithaml 55, 1985 ) FIH BEA—H(Oliver, 1980 )— EL2 i it ik 55
o 5 R 55 R B ) B AR 2 AR 55 o B A P b e 2 et R TSR TE
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TR BER ST TR 2x ™ AL AR A A AR SR, 19 N BRI S5 AR L , i THL AR R AR, AT
B RE MR 55 B i ) AT AR o O R AT I AR 2 A BRI, (H S T AT RE AR SR IR

B

(Schmitt,2020)  FHlE A (ALiZE, 2017 ; LeottiZs , 2010 ) A 2 X HL28 vk A H. 8 14 [ J8& (Luo s,

2020;Bolton®§,2018 ) , K 2 FHUBE X N TR REIK 55 ot 42 A PE RIS P YR I, E T
FATEFZ LT R N TR RE T IR 55 it A 9K s PR 32 AT A v el S T 52 Bt 70 o, IR 551
RRE IR T I 55 IR 5 T =2 2 vh M SR A TR R - N T3 AR 952 7 2o 488 i IR AT o
X 55 BB 2 LB R M I 95 R 7 N A BB I 95 11 SEARE 1] T it 12 A A s U N
AEMR 55 RE A AT AR AR LALLM 20 2 8 BV URE AR 1l 25 74555

TR I 55 T AEAE = A SR i 2R KRR IR 55 S A R (B 2R G488 ) T 25 17 >R 2
(A B 2 %o 252 s B TRORAN B8 T 28 ) B3 AT 8l R (D 5% X o 2 25 B2 1 ML 8 ) (Biitner
55,1990) AEN TR REARSS T, 28 R I A 5 B, ML A TG T A X I 2 e ) s 2T i
GPAHE R, X N T BB MR 45 1) 28 H AR (Longoni®s , 2019) o BRI, i [m) B A F— 2 5¢
TE - Al ERR B N TR eSS T AR 55 R 2% P A S L N LBl A b i 2 B e e A
RS2 /N WEFENA , BRI 55 AR P SR g A2 3, R BEAMEE R GAE A (R
HERIFES B, 2007) SR A FEAN TR BENRSS T, RAAMERIRCRIE T LI REAME A 7Bl g A
s Lk CINZR I R IRAS ) REA 12305 08 A ) JHLCo LI IRl 2 o 10 SR HH R RA A BB B LA
PEAL B S5 AN 2R 55 AR TE N T REAR IS B R ATAE 29555

AN 7
SRR, N T BESS e 55 T FE & A B AR R 1 ELR b, 5 TR 5 ROAHSC B
SR M L, Ol B REALE SO AL BT A B 3E A T RO R R SCRE B (K Bt

FIAIT.2019). A0 TR AR SLIE IR T+ oll PB4 T S IR 00 1 75
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ST AR SO SR TR RE AR S5 5 S AT ST A DG I SCHREEA T T R GCRIRBE I I . 15 %,
A ZEEAE TN T REAE AR 55 Uk i) PR IR S T2 P52 T 1o, WS LA P R 2 R g4 il |

IRRPE 2L AT FIRE S A5 AT | [R)RCo AN F] L O 7S KAZ AL A SCRREEAT 140, JFX5 A
TR REAR 55 52 HL R AT RERZ R B 25 B AN T AR A TS , BADRIE R T IR BT
FR R SR AL i A AR i R TR R IR AR SR B A BTN TR BEXHE G AR 55 R A 51
BRI ke BRI TET5 AT T R M

BOSA B R IR 22 45 AT R IR 55 Al A B R AL GE IR 55 BRI Ok i 28 S AERIF ST
TR TR T BEA B XA 55 Y SR , AL R Xof e 55 117 e 95 Hh AR 555 1 e 55 4 Ui PP a7
PAFAR, IR N T RE AR 55 B X B84 oA A A AR A 5 TR EE AT o ASRAT A o 8 T T e e
FIERE , 538 N TR REAR 55 ELsh ML e v B BE AL PRI T BT 3 B R Ik e At A
TR E Z AR

EFESEH

[ATRE SR, AT R0 R 55 B 19 28 % R T 1 T AN AT A B 5 il —— 8 T 2 R AR OS], A BEHE S, 2007,

23(8): 85-94.
[21 LK 5%, $ . LA —48 @ K X AN e sh 22 55 i i 2 R [N, S6HA H 3%, 2019-04-17(16).
[BIFKER, E3ET5. #H2HIB N AR SEARZE BEAFFE 7). (O 3R%, 2011, 34(4): 899-904.
(415K EDK, B2, SKAET. AUVE NI OBk R ER (D], 45 3R 2, 2019, 32(5): 75-86.

PR %% R AL T B BUEAT A kP 5 R 2

31



32

[5]Atasoy O, Morewedge C K. Digital goods are valued less than physical goods[J]. Journal of Consumer Research, 2018, 44(6):
1343-1357.
[6]Belk R W. Extended self in a digital world[J]. Journal of Consumer Research,2013, 40(3): 477-500.
[7]1Berry L L, Parasuraman A. Building a new academic field—the case of services marketing[J]. Journal of Retailing, 1993,
69(1): 13-60.
[8]Bitner M J, Booms B H, Tetreault M S. The service encounter: Diagnosing favorable and unfavorable incidents[J]. Journal of
Marketing, 1990, 54(1): 71-84.
[9]1Bitner M J. Building service relationships: It’s all about promises[J]. Journal of the Academy of Marketing Science, 1995,
23(4): 246-251.
[10]Bock D E, Wolter J S, Ferrell O C. Artificial intelligence: Disrupting what we know about services[J]. Journal of Services
Marketing, 2020, 34(3): 317-334.
[11]Bolton R N, McColl-Kennedy J R, Cheung L, et al. Customer experience challenges: Bringing together digital, physical and
social realms[J]. Journal of Service Management, 2018, 29(5): 776-808.
[12]Botti S, McGill A L. When choosing is not deciding: The effect of perceived responsibility on satisfaction[J]. Journal of
Consumer Research, 2006, 33(2): 211-219.
[13]Broadbent E, Stafford R, MacDonald B. Acceptance of healthcare robots for the older population: Review and future
directions[J]. International Journal of Social Robotics,2009, 1(4): 319-330.
[14]Collier J E, Sherrell D L. Examining the influence of control and convenience in a self-service setting[J]. Journal of the
Academy of Marketing Science,2010, 38(4): 490-509.
[15]Davenport T, Guha A, Grewal D, et al. How artificial intelligence will change the future of marketing[J]. Journal of the
Academy of Marketing Science, 2020, 48: 24-42.
[16]De Bellis E, Johar G V. Autonomous shopping systems: Identifying and overcoming barriers to consumer adoption[J]. Journal
of Retailing, 2020, 96(1): 74-87.
[17]Dietvorst B J, Simmons J P, Massey C. Algorithm aversion: People erroneously avoid algorithms after seeing them err[J].
Journal of Experimental Psychology:General 2015, 144(1): 114-126.
[18]Duffy B R. Anthropomorphism and the social robot[J]. Robotics and Autonomous Systems,2003, 42(3-4): 177-190.
[19]Eyssel F, Hegel F. (S)he’s got the look: Gender stereotyping of robots[J]. Journal of Applied Social Psychology,2012, 42(9):
2213-2230.
[20]Faraji-Rad A, Melumad S, Johar G V. Consumer desire for control as a barrier to new product adoption[J]. Journal of
Consumer Psychology,2017, 27(3): 347-354.
[21]Gédthke J. The impact of augmented reality on overall service satisfaction in elaborate servicescapes[J]. Journal of Service
Management, 2020, 31(2): 227-246.
[22]Gefen D, Karahanna E, Straub D W. Trust and TAM in online shopping: An integrated model[J]. MIS Quarterly,2003, 27(1):
51-90.
[23]Gong L. How social is social responses to computers? The function of the degree of anthropomorphism in computer
representations[J]. Computers in Human Behavior,2008, 24(4 ): 1494-1509.
[24]Gray K, Wegner D M. Feeling robots and human zombies: Mind perception and the uncanny valley[J]. Cognition,2012,
125(1): 125-130.
[25]Grewal D, Hulland J, Kopalle P K, et al. The future of technology and marketing: A multidisciplinary perspective[J]. Journal
of the Academy of Marketing Science, 2020, 48: 1-8.
[26]Haslam N. Dehumanization: An integrative review[J]. Personality and Social Psychology Review,2006, 10(3): 252-264.
[27]Henkens B, Verleye K, Lariviére B. The smarter, the better?! Customer well-being, engagement, and perceptions in smart
service systems[J]. International Journal of Research in Marketing,2021, 38(2): 425-447.
[28]Huang B, Philp M. Artificial intelligence as an extended self: Examining the role of the “virtual self” on willingness to share

negative word-of-mouth following service failures[A]. Presented at the society for consumer psychology boutique

INEGZ G EE T (F44%FE3H)


http://dx.doi.org/10.1093/jcr/ucx102
http://dx.doi.org/10.1086/671052
http://dx.doi.org/10.1016/S0022-4359(05)80003-X
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/009207039502300403
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JOSM-04-2018-0113
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1007/s12369-009-0030-6
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1037/xge0000033
http://dx.doi.org/10.1016/S0921-8890(02)00374-3
http://dx.doi.org/10.1111/j.1559-1816.2012.00937.x
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.2307/30036519
http://dx.doi.org/10.1016/j.chb.2007.05.007
http://dx.doi.org/10.1016/j.cognition.2012.06.007
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1207/s15327957pspr1003_4
http://dx.doi.org/10.1016/j.ijresmar.2020.09.006
http://dx.doi.org/10.1093/jcr/ucx102
http://dx.doi.org/10.1086/671052
http://dx.doi.org/10.1016/S0022-4359(05)80003-X
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/009207039502300403
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JOSM-04-2018-0113
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1007/s12369-009-0030-6
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1037/xge0000033
http://dx.doi.org/10.1016/S0921-8890(02)00374-3
http://dx.doi.org/10.1111/j.1559-1816.2012.00937.x
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.2307/30036519
http://dx.doi.org/10.1016/j.chb.2007.05.007
http://dx.doi.org/10.1016/j.cognition.2012.06.007
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1207/s15327957pspr1003_4
http://dx.doi.org/10.1016/j.ijresmar.2020.09.006
http://dx.doi.org/10.1093/jcr/ucx102
http://dx.doi.org/10.1086/671052
http://dx.doi.org/10.1016/S0022-4359(05)80003-X
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/009207039502300403
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JOSM-04-2018-0113
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1007/s12369-009-0030-6
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1037/xge0000033
http://dx.doi.org/10.1016/S0921-8890(02)00374-3
http://dx.doi.org/10.1111/j.1559-1816.2012.00937.x
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.2307/30036519
http://dx.doi.org/10.1016/j.chb.2007.05.007
http://dx.doi.org/10.1016/j.cognition.2012.06.007
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1207/s15327957pspr1003_4
http://dx.doi.org/10.1016/j.ijresmar.2020.09.006
http://dx.doi.org/10.1093/jcr/ucx102
http://dx.doi.org/10.1086/671052
http://dx.doi.org/10.1016/S0022-4359(05)80003-X
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/002224299005400105
http://dx.doi.org/10.1177/009207039502300403
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JSM-01-2019-0047
http://dx.doi.org/10.1108/JOSM-04-2018-0113
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1086/506302
http://dx.doi.org/10.1007/s12369-009-0030-6
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-009-0179-4
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1007/s11747-019-00696-0
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1016/j.jretai.2019.12.004
http://dx.doi.org/10.1037/xge0000033
http://dx.doi.org/10.1016/S0921-8890(02)00374-3
http://dx.doi.org/10.1111/j.1559-1816.2012.00937.x
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1016/j.jcps.2016.08.002
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.1108/JOSM-05-2019-0151
http://dx.doi.org/10.2307/30036519
http://dx.doi.org/10.1016/j.chb.2007.05.007
http://dx.doi.org/10.1016/j.cognition.2012.06.007
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1007/s11747-019-00711-4
http://dx.doi.org/10.1207/s15327957pspr1003_4
http://dx.doi.org/10.1016/j.ijresmar.2020.09.006

conference[C]. Montreal: SCP, 2019.

[29]Huang M H, Rust R T. Artificial intelligence in service[J]. Journal of Service Research,2018, 21(2): 155-172.

[30]Hudson J, Orviska M, Hunady J. People's attitudes to robots in caring for the elderly[J]. International Journal of Social
Robotics, 2017, 9(2): 199-210.

[31]Hui M K, Bateson J E G. Perceived control and the effects of crowding and consumer choice on the service experience[J].
Journal of Consumer Research, 1991, 18(2): 174-184.

[32])J6rling M, Béhm R, Paluch S. Service robots: Drivers of perceived responsibility for service outcomes[J]. Journal of Service
Research,2019, 22(4): 404-420.

[33]Kim S Y, Schmitt B H, Thalmann N M. Eliza in the uncanny valley: Anthropomorphizing consumer robots increases their
perceived warmth but decreases liking[J]. Marketing Letters, 2019, 30(1): 1-12.

[34]Klaus P, Zaichkowsky J. Al voice bots: A services marketing research agenda[J]. Journal of Services Marketing, 2020, 34(3):
389-398.

[35]Lee N, Kim J, Kim E, et al. The influence of politeness behavior on user compliance with social robots in a healthcare service
setting[J]. International Journal of Social Robotics,2017, 9(5): 727-743.

[36]Leotti L A, Iyengar S S, Ochsner K N. Born to choose: The origins and value of the need for control[J]. Trends in Cognitive
Sciences,2010, 14(10): 457-463.

[37]Leung E, Paolacci G, Puntoni S. Man versus machine: Resisting automation in identity-based consumer behavior[J]. Journal of
Marketing Research, 2018, 55(6): 818-831.

[38]Logg J M, Minson J A, Moore D A. Algorithm appreciation: People prefer algorithmic to human judgment[J]. Organizational
Behavior and Human Decision Processes, 2019, 151: 90-103.

[39]Longoni C, Bonezzi A, Morewedge C K. Resistance to medical artificial intelligence[J]. Journal of Consumer Research, 2019,
46(4): 629-650.

[40]Luo X M, Qin M S, Fang Z, et al. Artificial intelligence coaches for sales agents: Caveats and solutions[J]. Journal of
Marketing, 2021, 85(2): 14-32.

[41]1Luo X M, Tong S L, Fang Z, et al. Frontiers: Machines vs. humans: The impact of artificial intelligence chatbot disclosure on
customer purchases[J]. Marketing Science, 2019, 38(6): 937-947.

[42]Maglio P P, Spohrer J. Fundamentals of service science[J]. Journal of the Academy of Marketing Science,2008, 36(1): 18-20.

[43]Mende M, Scott M L, Van Doorn J, et al. Service robots rising: How humanoid robots influence service experiences and elicit
compensatory consumer responses[J]. Journal of Marketing Research, 2019, 56(4): 535-556.

[44]Mori M, Macdorman K F, Kageki N. The uncanny valley[from the field][J]. IEEE Robotics & Automation Magazine, 2012,
19(2): 98-100.

[45]Nomura T, Kanda T, Suzuki T, et al. Age differences and images of robots: Social survey in Japan[J]. Interaction Studies,
2009, 10(3): 374-391.

[46]Oliver R L. A cognitive model of the antecedents and consequences of satisfaction decisions[J]. Journal of Marketing
Research, 1980, 17(4): 460-469.

[47]1Puntoni S, Reczek R W, Giesler M, et al. Consumers and artificial intelligence: An experiential perspective[J]. Journal of
Marketing, 2021, 85(1): 131-151.

[48]Richards D, Bransky K. ForgetMeNot: What and how users expect intelligent virtual agents to recall and forget personal
conversational content[J]. International Journal of Human-Computer Studies, 2014, 72(5): 460-476.

[49]Rotter J B. Generalized expectancies for internal versus external control of reinforcement[J]. Psychological
Monographs:General and Applied, 1966, 80(1): 1-28.

[50]Schmitt B. Speciesism: An obstacle to Al and robot adoption[J]. Marketing Letters, 2020, 31(1): 3-6.

[51]Schweitzer F, Van Den Hende E A. To be or not to be in thrall to the march of smart products[J]. Psychology & Marketing,
2016, 33(10): 830-842.

[52]Shankar V. How artificial intelligence (Al) is reshaping retailing[J]. Journal of Retailing,2018, 94(4): VI-XI.

PR %% R AL T B BUEAT A kP 5 R 2

33


http://dx.doi.org/10.1177/1094670517752459
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1086/209250
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1007/s11002-019-09485-9
http://dx.doi.org/10.1108/JSM-01-2019-0043
http://dx.doi.org/10.1007/s12369-017-0420-0
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1093/jcr/ucz013
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1007/s11747-007-0058-9
http://dx.doi.org/10.1177/0022243718822827
http://dx.doi.org/10.1075/is.10.3.05nom
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1016/j.ijhcs.2014.01.005
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1007/s11002-019-09499-3
http://dx.doi.org/10.1016/S0022-4359(18)30076-9
http://dx.doi.org/10.1177/1094670517752459
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1086/209250
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1007/s11002-019-09485-9
http://dx.doi.org/10.1108/JSM-01-2019-0043
http://dx.doi.org/10.1007/s12369-017-0420-0
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1093/jcr/ucz013
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1007/s11747-007-0058-9
http://dx.doi.org/10.1177/0022243718822827
http://dx.doi.org/10.1075/is.10.3.05nom
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1016/j.ijhcs.2014.01.005
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1007/s11002-019-09499-3
http://dx.doi.org/10.1016/S0022-4359(18)30076-9
http://dx.doi.org/10.1177/1094670517752459
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1086/209250
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1007/s11002-019-09485-9
http://dx.doi.org/10.1108/JSM-01-2019-0043
http://dx.doi.org/10.1007/s12369-017-0420-0
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1093/jcr/ucz013
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1007/s11747-007-0058-9
http://dx.doi.org/10.1177/0022243718822827
http://dx.doi.org/10.1075/is.10.3.05nom
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1016/j.ijhcs.2014.01.005
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1007/s11002-019-09499-3
http://dx.doi.org/10.1016/S0022-4359(18)30076-9
http://dx.doi.org/10.1177/1094670517752459
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1007/s12369-016-0384-5
http://dx.doi.org/10.1086/209250
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1177/1094670519842334
http://dx.doi.org/10.1007/s11002-019-09485-9
http://dx.doi.org/10.1108/JSM-01-2019-0043
http://dx.doi.org/10.1007/s12369-017-0420-0
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1016/j.tics.2010.08.001
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1177/0022243718818423
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1016/j.obhdp.2018.12.005
http://dx.doi.org/10.1093/jcr/ucz013
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1177/0022242920956676
http://dx.doi.org/10.1007/s11747-007-0058-9
http://dx.doi.org/10.1177/0022243718822827
http://dx.doi.org/10.1075/is.10.3.05nom
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/002224378001700405
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1177/0022242920953847
http://dx.doi.org/10.1016/j.ijhcs.2014.01.005
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1037/h0092976
http://dx.doi.org/10.1007/s11002-019-09499-3
http://dx.doi.org/10.1016/S0022-4359(18)30076-9

34

[53]Tapus A, Mataric M J, Scassellati B. Socially assistive robotics (grand challenges of robotics)[J]. IEEE Robotics &
Automation Magazine, 2007, 14(1): 35-42.

[54]Thompson C J, Locander W B, Pollio H R. Putting consumer experience back into consumer research: The philosophy and
method of existential-phenomenology[J]. Journal of Consumer Research, 1989, 16(2): 133-146.

[55]Tinwell A, Grimshaw M, Williams A. The uncanny wall[J]. International Journal of Arts and Technology,2011, 4(3): 326-
341.

[56]Van Doorn J, Mende M, Noble S M, et al. Domo arigato Mr. Roboto: Emergence of automated social presence in
organizational frontlines and customers’ service experiences[J]. Journal of Service Research,2017, 20(1): 43-58.

[57]Van Pinxteren M M E, Wetzels R W H, Riiger J, et al. Trust in humanoid robots: Implications for services marketing[J].
Journal of Services Marketing, 2019, 33(4): 507-518.

[58]Wada K, Shibata T. Living with seal robots—its sociopsychological and physiological influences on the elderly at a care
house[J]. IEEE Transactions on Robotics,2007, 23(5): 972-980.

[59]White R W. Motivation reconsidered: The concept of competence[J]. Psychological Review, 1959, 66(5): 297-333.

[60]Wirtz J, Patterson G P, Kunz W H, et al. Brave new world: Service robots in the frontline[J]. Journal of Service Management,
2018,29(5): 907-931.

[61]Wortman J, Wood D. The personality traits of liked people[J]. Journal of Research in Personality, 2011, 45(6): 519-528.

[62]Y ogeeswaran K, Ztotowski J, Livingstone M, et al. The interactive effects of robot anthropomorphism and robot ability on
perceived threat and support for robotics research[J]. Journal of Human-Robot Interaction,2016, 5(2): 29-47.

[63]Zeithaml V A, Parasuraman A, Berry L L. Problems and strategies in services marketing[J]. Journal of Marketing, 1985,
49(2): 33-46.

[64]Zhou T, Li H X, Liu Y. The effect of flow experience on mobile SNS users’ loyalty[J]. Industrial Management & Data
Systems, 2010, 110(6): 930-946.

A Review and Prospects of Customer Behavior
under Al Service

Du Jiangang', Zhao Huan', Su Jiuru', Zhang Yu?

(1. Business School, Nankai University, Tianjin 300071, China;
2. School of Management, Tianjin University of Technology, Tianjin 300384, China )

Summary: The new generation of Al is being widely used in the service industry, and has a
profound impact on service consumption and service economy. Al service runs through the entire
service experience of consumers, not only changing the existing service interface and interaction
methods, but also impacting consumers’ psychological perception and satisfaction. This process has also
impacted and even subverted the traditional service marketing theory.

This paper systematically sorts out the literature concerning Al service in the current service
marketing research. First of all, in order to explore what is Al service, this paper organizes the
connotation of Al in the service field. On this basis, we put forward the definition of Al service. At the
same time, the current mainstream research directions are expounded from the two dimensions of
negative factors affecting the application of Al, such as the neglect of uniqueness, and positive factors,
such as ease of use.

Secondly, this paper reviews the existing literature with the logic of independent variables,

mediating variables, outcome variables and moderator variables, and sorts out the Al attributes that may
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affect consumers’ attitudes and behaviors in service interaction, such as appearance, image, etc., the
corresponding psychological mechanism, such as perceptual control, trust, etc., as well as outcome
variables such as consumer acceptance and moderating variables such as technology acceptance.

Finally, this paper discusses the possible changes in the traditional theory of service marketing in
the context of Al, and puts forward some conclusions that the tangible characteristic of Al will weaken
the intangibility of service, and the reliability, responsiveness and tangibility of Al service quality will
improve, while security and empathy will decline, as well as some thoughts, such as whether there can
be emotional contagion between machine and human, and whether Al service will bring higher service
commitment, etc. These will provide new ideas for the research of Al service.

The contributions of this paper are as follows: Firstly, most of existing studies review the literature
based on theory, while this paper sorts out the variables with the logic of the theoretical model. The
system framework is more complete, and the variables are clearer and more comprehensive. Secondly,
the introduction of Al has changed the underlying logic of service marketing, but existing studies pay
less attention. This paper considers the traditional service marketing theory, discusses its possible
changes, provides directions for future research, and ultimately promotes the better application of Al
service in practice.

Key words: Al service marketing; service interaction; traditional theory of service marketing
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