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BRERTRINAE A B3 (f=—0.277,p=0.204>0.05 ) , SRS ALFRE FHAE 2B 2 8 T AR 01 %) J%
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HIEBE TRINAE A 53 (B=—0.467 ,p=0.112>0.05 ) ; T 244 MBI AL FE A s s, S SR
BRER TR 8.3 (=—0.786,p<0.01) ; SM LA AR B2 A 23 B2 1) e AR BRI RE 1)
T AE FHAR 2 (B=1.297,p<0.01) B SEPRICA (8=0.027,p=0.57) . Z B £ E (=-0.028,
p=0.60) FEZBZ (f=—0.027,p=0.70 ) FIFZ A 2, ULRH A0 AT 245 232 S B AL 2 0 2
52, HE— 25 UE B T SO0 0 50 BB RE N AR S, 24 R 55 LA A SN 1k
TR RE BRI, O P 2 B A0 000 B 25 (8=0.773,p<0.01) ; B ANIAL A AL AR BE 4 i i, Xt
i FH 2 B T AE PN .35 (£=0.279 , p=0.25>0.05 ) ; JAJ17 B ki P 25 o f T 00 4 P Wb 35
($=0.670,p<0.01), [AIAF, SN AAR FE FlAh 23 B J2 28 30 (7 P 708 Jo ) J 000 4 FH 24 AN ok 2
(5,=—0.232,p,=0.51,8,=—0.320,p,=0.36 ) . IXE&1IF T A5 H14 > B TR

x1 ARNATREKE

A R
B t B ¢
X, (AL HFvs AIK) -0.277 -1.274 0.773 2,993
X, (UL Hvs. =) ~0.786 -3.931" 0.279 1.151
JRHIE RE 0.670 10.503"
e E -0.571 -2.674™" 0.150 0.586
. LA
A (MMJCEP}V%.:'% Pt 0.467 1592 ~0.232 ~0.665
» == yd YA (74N
LA %EPJVES"EJ i 1.297 4.575" -0.320 —0.926
pay
SR 0.027 0.573 0.052 0.947
PRz AT -0.028 —0.522 0.069 1.078
LRtk B2 -0.027 -0.379 -0.037 0.085
R? 0.120 0.300
F 4677 13.33"

HE AP ACRANY — A AT RO, PR Frp=0.1, " FRp<0.05, " R
p<0.01. FAl,

2220 AT, R S5 MLAs A ML AR B B AR, 4k 23 B 2 % M WABL A AR B it
TR BN A B (B,=0.773 , £,=0.541 , CIAIANIHE0 ) 5 T YL A AL R 5 e it , L
BN A (8,=0.279,8,=-0.041, CIIEFE0) AR , SRS WLER N SN AL AR B 4
RIS, #E 2 B2 X AN LN AR J38 AR e e ) (R 2355 1y 35 TG I8 352 1) (B,=—0..186, 8,=0..127 ,
CIAAELEEO ) 5 11 2S48 AR e i i, LR 3000 I 3% (8,=—0.527 , B,=—0.342 , CI A 3§50 ) .
PRI, 41 S B R AR T T AR B X (it FH RS A 2500, I T U AR B X B
BReX —H A 0ys2mm , FEmsg e 78 A R R GE R 2 A3 ) .

R2 ERRHESHETHERERR K 35

L AAE e pe Bootstrap 95%CI
X, s ) fi% 0.773  0.258 2.993™  0.265 1.281
O ‘ o = 0.541  0.244 2215 0.061 1.022
. L35 0279 0242  1.151 -0.197 0.754
X, (A vs. ) o X : ' ' '
’ fertrvs. i ] -0.041  0.237  —0.174  —0.508 0.426
X UL Tvs () fik -0.186  0.122 —0.440 0.040
RO : - = 0.127  0.131 —0.127 0.384
. L35 -0.527  0.129 -0.794  —0.286
X, (A vs. ) o : : ' '
’ VS = 0.342  0.148 0.065 0.654
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S T EE RN UE T RS ALER NP IR B 510 % R Z R AR U ¢
F, 1 HAE A A A AR R R T 9 T AR AT S B R X R S R IR E A,
IR BRI — V51 T LAGE A SR e X — A AR R SCH, DRI 2 AN i 375 LA BRHIE .

(=58 =

R B UE S 2 A AT SR B m AN ARRE , HEBR AR S5 AL g A1) | o S B A3 BN
AT REPEARRS , S50 — AR T RS 1E 58 BRI, IR A RIS il S5 AL as ATIESE

LRt

SIS — [ FH 3 (AN AL R vs. Hvs AR ) <2 (FE23 B2 B vs ) Bl i 2 ) 52 56 5L 3 5
520 TARRL AR, SE = TR RS LS N, SC i s i A R T IR S5
TH5E .

5, L R 5 S AR R R A A S R SR 8 B Bk IR 55
HLEs NI R, 8 R , A8 F O %8 T 280, $2 IR 55 2 B A AL as A o plds A2
XPRE UL - “RRAT , WG B xx BT, e W LA A0 7 2 J5 |, A2 g ik R it g A8 A%
&5 o

SR EEAMHLIEA
8 T =IGITHINBEARS AR

FETREPOAEE T A S ryAR G | [ FH R AR B (] i A 10, B [R1280 A A0,
AR FEE 1 0 (R 3R B S B8R B A S N I SRR S i A2 e [R) 0

2855 50

VE ARG, 1 S0 FH B R 3R 7 22 40 Dk 3 i 1a0) AR 55 ML A AU 480N AR B ke
HI(M,=5.02.SD=1.20,M,~4.48 .SD=1.35,M,=3.62 .SD=1.41,F(2 297)=28.24,p<0.001 ) , 45 %
RN ACERIA 2505 +E 2 B 2 B ERAAG 50 [R) AR UE I A 3% (M,=6.82 .SD=2.17 ,M,=4.39 .
SD=2.49,F(1298)=96.81.12,p<0.001) . IR 55 AL N SME AN AR BE X (7 FH 35 B i %) B K 22
T ENHT BN M,~=5.58 .SD=0.99,M,=5.86 .SD=0.91,M,=5.05 .SD=1.65,F(2 297)=11.286,
p<0.001, UEHH i S5 AILge AN AP AL AR BE 4 S i T 2 i it F B I e Se 4Tt (R
TRMNEZ G T P m il B R S BRI X R IR S5 ML a8 AR SO AR B 5 0 s s
FUECR, Bk TR .

B35 MLAS NSO AT BE RN 2 5 A 23 B2 X TR 8 e N FH A S il P LRI 3R Ty 25
ST A RN FEI PR Bl A IR 55 WIS NP ACTKE- BT, #12 B J2 B A0 i3k Ay S 4
REB T REAIS , (R SR B SE Tt AR5 KR REAIG s T T E 23 B 285 s i e iR U, B R
REMZ BT, Al A B B s e T (RSN S EE AL S P B AR B R il R E
b 25 22 001) o AR I SO ARG 56 2 B, AIMURABL A RR FE RA k23 B )2 B 58 LI FH ik 3 (p<0.001) , #1
2B JEXF AN AR B 570 2% B i R B C R AT VE R, SCRp 2 00 b WUR 3=

SNSRI AMMLIEN ANMBREBALALIEA
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2 TR R T L2 G2 XU AR BE MBI BE 2 8] 5 AR A2
£3 ERAMALBENGSNE THBASHNERASE

AR E= PSR JERHNE RE i HE R

FEIE BRI 2 FHIE B 22

ik 5.69 0.80 5.59 1.24

K T 5.60 0.76 5.83 0.99

= 5.55 0.72 4.17 1.89

BT 5.61 0.76 5.19 1.60

ik 5.52 0.74 5.57 0.67

= T 5.75 0.98 5.89 0.84

= 5.89 0.67 5.92 0.57

Bt 5.72 0.82 5.80 0.72

ik 5.61 0.77 5.58 0.99

o T 5.67 0.88 5.86 0.91

= 5.72 0.71 5.05 1.65

Bt 5.67 0.79 5.50 1.27

FI I Process# A (R B8 ) X A3 A A ] T B R E A TAG 365 o IR 55 HLAR AN AR WA AL AR 2y
F AR, (B AR & 4 S B2 R 1 AR B e A TR AR R T B A SR B BT
R MER AR SEBRUA S KRR 2B 2 AR B AR R SRS LA A
AN AR BE S5 i st , AR IAEL AR B Rt 25 B0 2 5958 BI04 F 8 2 (B=1.036,p<0.001),
HIE B e b A VB B2 (B=0.277,p<0.01), 14 2% % 5 £ 81 (p=0.559 ) A1 J8 A
(p=0.187) £ (p=0.907) AF-4#% (p=0.224) SEFRILA (p=0.105) ZHF K- (p=0.595 ) it 2
B2 (p=0.776 ) B sE MR 5N 2 35 o HEBR T FAh gt g ({3 an i 2 2 o S8 B T IR D) 1 vl B o
4 n] A, Y M S5 e N LA ACRE BE AR, 412 )2 X Ah LA AR 5 FH R JE A L
FE 0N ] H 0N PR T T 2 A UL AEL A AR R A v b, HL T 0 A [ R
(B,=-1.302,8,=0.090, CIIAAFEO ) X BHIE T #+ 2 B 2 XML AL B 578 3% 5 (0 B
K ZR IR T 1 P R84 B B X — A SE B, SRR .

4 ERFAHEHE FHOEEREE AR

. N e ha Bootstrap 95%CI
HOME VM FRER ¢ T d T"BE
1K 0301 0215 1.398 -0.123 0.725
X, AL vs AR) o ‘ ‘ ‘ ‘ :
B ' ( v & 0.199 0218 0.912 -0.230 0.628
X Tvs. ) & —1323 0230 —5.748 —1776  —0.870
: ' =) 0319 0226 1.410 —0.126 0.764
1K —-0.015  0.043 -0.105 0.074
X (A Hvs AK) o ‘ ‘ ‘ :
— ! v 5 ~0.030 _ 0.046 ~0.048  0.136
. ik -0.010  0.041 -0.101 0.065
X,(BW A Hvs. = : : : :
BV ) & 0.090  0.049 0.012 0.203

SR AL = U, ANE ARG L AR e AR 55 Bl A B SN R 2 %)
T 2 Al B LB UIE R s A 2 20 AU AR BE S5 2 A B A G R BAY
PR, HaX— IR F e ad i B R — P/ S A o
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M. #RGiE5TE

(—)E5E45e

AR SCGE A =AY, BB T PSS A 5 — , IR AILER N TP UL AR B i 2 o fift
AR RS « Bl IR 55 HLAR NN AR O i, T 9 3 (0 S IR & 4 Tt SR IE H IR
TR, R B AEAE U s G 2R 58 Sl A A R AR R BR R TSR 2 B
B bR 8 3 A A 1 AR S I E X IR S5 HILAS A SRR B 5 T B R R o6
RGP AR S 02 BT 2 80 SO AR B A 1 AR 55 AL i) (o P A o g
T AT 2 B 2 (R 1 3 X SIRABL N PR 32 4 v 1 R 55 LA A ) PR e o a5 HOR 4B 2
XoF AR S5 AL AN SMURHA AR 3 53 2 28 8 FH 8 8 0GR A VA1 1 FH 30 3 e SRR R ) A
K SEB L Bt R S5 BLAs NSO AR BE 4 5, (IR 2 B )23 AR 2 i RS fig /KT 22 b
%, At S B2 A0 T8 5% 5 10 B RE /K P20 i v, 12 T ey L T

(OB R

T8, A SCHEFE T AL AT T3 28 0 B a2, F & T ALES AL AE G
5% o LAFE I AILER NS AACBIFFE SR B0 IE T 23 45 3500, A A7 7E (Mathur FIReichling, 2016) , Jf:
PRVT T AME AN AL TR B 0 A 25 Al 2 72 9 B UTE %2 1 (Kim MM cGill, 2018 ; Kim 4§,
2019) , (ABAT PRI 2 AT N B I RE A o AR ST IREEIT T IR S5 Hlgs N AME B ALFR X
T AH BRI, AL E T IS, o DUE 5T i 40 N HA T 25 5 1T
Sy 5 R T R4 SR T A

HWR A SCRAIE T IR RERY A VE R RN T B A8 BT B P T o AFERF9E 220 A LA AL
30 A 4R v AR 1 AR TR R Sk S e R 7 ) A5 B BT A T B T IR RN AT 3 5 i (Grray Al
Wegner,2012; Zhou”¥,2019; Kim%5,2019) . S AR/ DECCHR IR LA AL SR THE TR E 1Y
SN RiE (Bartneck®:, 2009 ; Haring®%:, 2016 ) , HIEA IR ARSI RN B GEXENL 28 AFUAAL KT
PEAT R IEF M IR SR AR SCHIFSR T BN REAEAILAR A ST B o
FERsZm R A BAA AR EA ARER s AN A AR TR, P8R T A5
BI2F I , R B BEAE R s me i o 5 T R IR A sl R A 1 AR 2 T ) M REHE SR

B, AR SO A A S Y JZ AR A, R T 28 A 850 i AR A R o 25 11 L LA
5% £ 18 T R 45 %00 77 A2 Y IR R (Mori, 1970 ; MacDorman flIshiguro, 2006 ; Gray £l
Wegner, 201255 ) FlJ5 S (Kim%%, 2019 ) o BUARAG 25 AH & 8% B2 S AV RIHLES AU AR B
AN RS T 0T B A M SR AT A A5 (MendedF,2019) R A IR AR 12
B4 IR 5517 58 HP S ek 2 2 M 4 500 T B B ) P 0 SR ML o AR SO 28 8 S A R 5 I ABFSEAE
20 NI SR E AR At 23 B 2 AR T I S B AL S B R R IR S5 LA AP B 57
PH IR Z R R B, 45 T 080 D2 45 B T30, A it o LA , A 5 B kA8 FHAS
[P ) ) PR 55 ML N 3 RE T R S, HERR T AR 55 WL A 501 T 2% o 7 S FBT 27 I TR A A
L EE TR HEE BRI

(=) B R

AR SCHF RS LA AAEE B i SC ey B B S MME . 16 58, fE AN TR ReRH T =
L R Z AL 5 L ABLES AR T e SRR 55 o SR, 2l PR M S 5 Al s ki 2k o A
GRS T MRS AIL g N S WRALL AR B X5 V1 9 2 (1 P 2 R v 55 i B HL % e L o R S 2%
ASCRIR, IS5 HLEF NIMEANACRR BEXHE 2 i i R Z AR UTE 2 G & . TEie ik
S5 HLas AR ], FEAMRALN AR FE i i B AIAR 2 B AT 2 A0l R BRI, £l
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TEGIAMR S HLER A, AREE HIBSRAMILAYIE FL AN ACTR RE i s RO AL & A 2l 1 9 2 JR%
2 B ARME, AR TH 25 A IR

FEO AT R B B T Ak Bt 2 B 2 2019 IR 55 Bl e NS ML AR 2 5 HLfel P
JEZ A SC AR, B AL 22 2 AT 2 2 T A M WA BE AR A e 55 Bl e AR T o
195, AT 2R B2 AT 20 T AU B s 1) A 55 B L A F) fek TR B B e o Al BT
THE 1), R0 B B AT B8 Y, %559 3 I 4 AR D B 9 LA I 55 ML e
Ao RATIXRE, Alb A BB i 1 9 %S IR 5 ML aie N O F R, DA 2 o0 I 55 283 1 [ I 42 1
255 i, k5 | ABLA NS B 1, 1 Al SR AR 9%

B A2 R R IR S5 AL & AP AR BE T 98 2 (A B A 08135 40 P de e B
BREIX — P S EAY , BIBER 1255 Bl NS AR BE 4 i , (It 2B 2 AT 9 %
e 55 HLas A HOBHVE REIZ WA, makh 2B 2 AT Bl IR 55 BIL e A SRR RE B e e ,
I W) LA PR o DRI, Al 0 IR 35 AL e AR AL 3T R HER AR [ 2 10 9 IR REAY
SN ZE T RS R B, ST 5 IS5 HLAs A RBE TR HIAR I . 448 BRAILTR] , 254> B J2= 64T 9%
FESIRGHLEF NS E R R, BRRERZ BIPLAs N A A it R IR S HIRE ), SO 2™ i
195 A AN 2 A R M o AR SCHE A 5 Al e AHILSZ B o o o 22 M A 000 7™ A Y
TR, 48 AL 5 BT, AT SEAT R0 AN A1 A0 9 SR BEF I A bR a4 Iz 5514
5, e RARN AR S5 lais N BURECR .

(4) R R

S HAA T FERA, AW FERATAE—E (U JRIRE o B 5T, AT IR B0 T 51
Brit, BARHR AL T AR OGN LAE B Bl 2 BEASRH I 9 IR 55 1935, (B0 JE vk R s BRI I 55 1358
T AL AR AR 3758, AN Rl Gt 2 1 B S 158 -5 S Bn 7 5 A D 22 o DI, AR R AT
FEAT LATE R AR 55 Al ARl b A RV RP S0, DUEAEBLSC IR 55 S 5 B ik — 2R A Ak
e 55 HLAS A B AT YRR, T EL , ARRWIEFEIE AT LB MR , A sh 552
T3 T YN BEA TR ARV, ARG IEFI45 75 IR 55 B e A28 TR 23R 2 5 AT o Y
R

HUGAWTIRIE T At 2 2 FURAL 2 B2 0070 2 5 X SN AR BE AT 89 IR 55 H1L
A AR TR SR, IS I T A B E R  BARET AR DT TSt TRt 200
JEFMERJZ Pi2E (BelmiFILaurin, 2016 ) , {EXFf 7 J2Br L 200 1 Fp (a] A B9 5 ——rp ™
B 2 30 A T 30 1 98 IR A3 U (Olson %, 2016), 7E4T 8 bt 25 5 HAB Y 24 Fr X5l
(Yan&,2021) o U, ™ B2 3 0 TR IR 5 PLas ARl i e i o S skt 2 B
JEFMEAT 22 B2 0991 38 AT AN IR] AT A5 AT IR A IS o AN BP9 FUR I T B2 B2
ARSI 1%, AR R LA I A 2x B2 0 S 07 i AR AR G , i vl AR AR A 2
AEPRZRXHUNACH L A HIZCR S50 o

FESE T
T8 S, e, T, 4. F BIIRSS B A R B SE E E E 5 O RE AT ST 0], pETAS FETIE , 2020, 23(4): 73-83.
2VH/NGS, 25, PR, A FEA Y Z A O BRI SY: A LS A (] O 3RS, 2014, 37(6): 1509-1517.
S5, Bk, 7 R, B AU TR RER ST RIR (1], SNEI LT 5453, 2021, 43(3): 89-106.
A1V, WS, AL E R SRR 1], SMELBF 545, 2014, 36(1): 38-45.
ST ERRE, ZEART, BRSR. # 4B )2 St sl 5 ABE T WA~ 0T d 22 20T]. L34, 2018, 50(2): 243-252.
oM, VrmEi. A T R BAAKI]. AR 2=k (it &R 0R) , 2020, 57(5): 52-60.
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Summary: The anthropomorphism of robots plays an important role in building consumer trust
and increasing customer-firm closeness. Thus, with the fast development of artificial intelligence
technology, more and more firms have introduced anthropomorphic service robots. However,
anthropomorphic robots may lead to negative emotions in consumers, such as uneasy, unnerved, even
creeped out. Despite the existing studies have focused on the impact of anthropomorphic appearance of
robots on consumers’ attitudes and behaviors, scholars have not yet reached a consensus on how
different anthropomorphic appearance of robots affects consumers’ willingness to use them. In addition,
its influence mechanism and boundary conditions are not clear yet, which need to be further explored.

Therefore, based on the theory of Uncanny Valley and from the perspective of social class, this
paper develops a mediated moderating model, examines how the anthropomorphic appearance of service
robots affects consumer usage intention, and demonstrates the varying impacts of service robot
anthropomorphism on consumer behaviors among different social classes. Through three experiments,
we find that the degree of anthropomorphism of service robot appearance has an inverted U-shaped
effect on consumer usage intention. Moreover, the social class of consumers moderates the relationship
between the level of anthropomorphism and usage intention, and this moderating effect can be explained
by the perceived intelligence of service robots. Specifically, consumers from the lower social class
perceive higher intelligence for service robots with a lower degree of anthropomorphism, which
increases their usage intention; in contrast, consumers from higher social class perceive higher
intelligence for service robots with a higher degree of anthropomorphism, which also increases their
usage intention. This study includes three different service situations of shopping malls, hotels and
restaurants, and excludes the confounding effect of robot gender, consumer aesthetic perception and
novelty perception, which has high internal validity and external validity.

This paper provides several theoretical contributions and managerial implications. First of all, by
discussing how the anthropomorphic appearance of service robots affects consumer usage intention for
the first time, it enriches the research on anthropomorphism and causes enterprises to pay more attention
to the anthropomorphic appearance of service robots. Secondly, it explains the driving role of perceived
intelligence in the impact of anthropomorphic appearance on consumers’ willingness to use
comprehensively, and reconciles the contradictions of existing studies. Thirdly, by adding social class
into the research framework, it reveals the differences in the intention of consumers of varying social
classes to use humanized service robots, which fills some gaps in the boundary conditions of the
Uncanny Valley effect. At the same time, this study provides effective guidance for firms on how to
better understand the psychological perception of consumers, and how to reduce the negative effect of
service robot application and enhance the positive effect of service robot application in the process of
service delivery.

Key words: service robots; anthropomorphism; usage intention; perceived intelligence; social
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