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Abstract

In recent years, e-commerce transactions and mobile payments have become increasingly frequent,
and credit-card settlements completed online continue to trigger high-frequency post-transaction
service needs, such as bill verification, installment processing, refund /dispute handling, risk inter-
ception, and cross-border support. Embedded Al customer service in credit-card mobile apps, with
its real-time handling and self-service closure capability, has become a critical platform touchpoint
linking e-commerce transaction events to financial service responses; the service experience at this
touchpoint directly shapes users’ loyalty intention toward the channel. Focusing on the embedded
Al customer service in S Bank’s credit-card app, this study develops a mechanism model relating e-
service quality, overall satisfaction, and channel loyalty intention (LOY) based on the S-O-R logic and
the SERVPERF framework. LOY is conceptualized as a behavioral intention manifested through con-
tinuance intention, recommendation intention, and channel preference (first-choice) intention. Us-
ing 300 valid questionnaires, the study conducts empirical tests via structural equation modeling
(SEM) and configurational analysis (fsQCA). The net-effect results show that reliability, responsive-
ness, assurance, and empathy significantly enhance overall satisfaction, while tangibles are not sig-
nificant; overall satisfaction significantly promotes channel loyalty intention and plays a key trans-
mitting role. At the configurational level, multiple equivalent paths lead to high satisfaction, with
core combinations concentrated on the synergy between reliability and responsiveness, reliability
and assurance, and responsiveness and assurance; low satisfaction is mainly characterized by con-
current deficiencies in reliability and responsiveness. Overall, in post-transaction online service
contexts following e-commerce transactions, accuracy/reliability and response efficiency consti-
tute the foundational conditions for improving Al customer service satisfaction and forming channel

loyalty.
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Figure 1. Research model
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SAT25 (Q25) 0.831 0.828 KOM = 0.731
PERUNTNSS 2=~ 375.250
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Table 3. Discriminant validity matrix
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09
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REL13
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0.9 7
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2 5
0.3 o
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5
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o2
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0.83 o
CO
0.89
0.98
o EMP

Figure 2. Structural equation model
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TEHL R A 5y i R A5 R 22 50 Ja s 35t R, AR SC LA SERVPERF F4E LT IR 55 3 & AR L
AT T R B O BIDIRAS L R R R VAT N A, SR AMOS 29.0 MR S5 M T AR R @ 0 . 2
PRAREE R (L 4)FH: AT FEME(S =0.358) (RIEYE(S=0.302). MRS = 0.286) 5151 (8 = 0.230)14 &
FIEFR SRR, H TSR o, % Hib~Hle BO7; BRI R EB = 0.064, p =
0.147), & Hla AL, SEETE S EEAS AT I ATER T, S R IG & R Bk FEME 2. Tkl (5 5
PR O R EE R . HE— DM, A R B A PR T R E B 11 (8= 0.741, p< 0.001), fRi% H2 B
N7, R BRI TT B A 9 R B R R ) RS )

S HATEH KRR OEREERIZ ST, AR Bootstrap K46 @ Al & I MER(LE 5). 45
SR, ATEEMEL W R CRUEYES RS IR PR LS b e A R R Y T R I B R AR 43 A 0.232 (BC
95%CI[0.159,0.311])~ 0.193 (BC 95%CI [0.123, 0.267])~ 0.177 (BC 95%CI [0.114,0.250])5 0.167 (BC 95%CI
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[0.103,0.255]), [X[EJ$ANES 0, ik H3 ML A TP AR A 225 (0.046, BC 95%CI [-0.020, 0.114]),
& BH T Z2 AR A BRI T TR R BE AR FH o TR RS0 B AT SE MR K, o RivE S5 R U HAHE, 2
I BEUMAI R . SRS, TR B R U I Dl s ) AR S SR AR “ W REB L) - SRR - mp
BEIREE” , JFCLEBEA AR R, AT 4E R EA% &I RF LA R A .

Table 4. Results of main path analysis
4. EREDER

A% B (Standardized) S.E. CR p (F82Erans

AU — ST = 0.064 0.04 1.449 0.147 Hla A3 #F
A — A R 0.358 0.041 7.089 ok HIb > FF
Wi J%7 1 — A 2 0.286 0.041 5.881 ok Hlc X F#F
PRAEAE — S A = B 0.302 0.038 5.908 ok H1d X#F
B At — M = 0.230 0.04 5.308 ok Hle 3 #F
SRR — SR D R A 0.741 0.063 12.542 Kok H2 30k

VE: REERAE 0.001 KPR EE, #UERAE 0.01 K FFEE, MUERE0.05/KFTFEE.

Table 5. Bootstrapped standardized indirect effects and BC 95% CI
= 5. Bootstrap #R/E KBRS BC 95% CI

Az Vi 85 Beod p (BO) F5E
TR fIoe S
BT — A 2 B — IR T LR A 0.046 -0.020 0.114 0.218 NEEEE 0)
AT FEPE — AR — IR IE R ) 0.232 0.159 0.311 0.001 BECE 0)
M 82 A — A R P — R R R 1 0.193 0.123 0.267 0.001 BECRE 0)
FRAUE M — S = B — R IE R = A 0.177 0.114 0.250 0.001 RERE0)
BIEM — SRR~ RIE R A 0.167 0.103 0.255 0.001 BECRE0)
4.3. fsQCA & EBES T4
43.1. TERE
Table 6. Calibration anchor selection table
Fo. REHESETR
A FEA SR N A8 XA FEAARE M
g AT 4.67 3.67 2.33
HIAE 5 3.33 2.33
A SR 5 3.33 2
KA E W) )82 5 3.33 2
et 5 3.33 1.67
4 rpEs 4.67 3 1.33

fSQCA TR 75 % 2610 5 45 AR B b AT RO SE AR e . A 748 ] fsQCA 3.0 1) calibrate BR %, FG
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TEAtE . WIEEME . MR PRAETE . B4R 1 R S A R R R R A SRR e o 0~1 SRIB L. SR
%, KM EERMEERE AL FE AR AL XA SRR R AN R 95%. 50%5 5% 04,
IH7E Ragin [24 0 ELEARHE “ = 0”7 W EEA R L & Schneider 1 Wagemann [25 %Rk B 5 58
NS HERAE U e REEET 0.5 SRS R, k¥ Schneider A1 Wagemann [25]%] 0.5 58
X CRUA)E T ALBEEL Y Cangialosi [26]11) fsQCA RHEEEIEHRE, # 0.5 i — B4 0499, £78
B AE WL 6 iR,

4.3.2. HEMSH
RHE G 7 AT D EEVEAG IS, DI 45 S th I S 26 e R AP e s i — 2k —EUEm T 0.9 1,

AN B AR, S Ragin [24] 100 EMEAG 0 A € BB 5 Schneider 1 Wagemann [25] (1% H — £ &
EFRHE . A SCE R ST R SR E R R, AT AR ma St CRUEVE . FE TS TR TR
BWE 7)o RER, SXMAF—BHEET 0.9, UL LIR4EESERMA KM, WREE R 2
HeE X ER R, PRI 75— P RS AR b -
Table 7. Necessity analysis results
7. LEMSIESR

AR EHEE mWEE UEEE R SRR SRR SRR R KR
BOER)  —HE B —Hk mEE (kA —EE EmEF EME EEX
AN 0.683921  0.803465  0.533135  0.53129 ~FJEME 0.601028  0.602802 0.802785  0.682988

AEEME 0.780524  0.854945  0.496196  0.461039 ~FEEME  0.507955  0.543082 0.843886 0.765346
MR 0.789421  0.847246  0.513235 0467252  ~WENPE 0.503612  0.549481 0.832215  0.77024

—

£ 0.510025 0.564766 0.809576  0.760447
£ 0.625633  0.63026  0.832657 0.711541

fRIEME 0.783666  0.829102  0.53665  0.481617  ~{#iiF
BN 0.713661  0.834092  0.567328  0.562458  ~#% 1R

—

4.3.3. FESMESHT

Table 8. Satisfaction configurations
= 8. HMBEEES

KA E Gl G2 G3 G4 NG1 NG2 NG3 NG4
HIAE . ® ® ® ® ®
ArEEME ) ) ® ® ® ® ®
M J9 4 o ([ ® ® ®
FRAEME: ® [ [ ® ® ®
Flb ® ° ® ® ®

BB S 0389166  0.506013  0.356735  0.284818  0.571469  0.551765  0.566799  0.559929
ME—ZEREEE 0.0287222  0.120722  0.049854  0.0423747 0.0566944  0.0369897  0.0520239  0.0451539
— 5k 0.933897  0.957964  0.936321  0.964491  0.966562  0.944959  0.953637  0.948323

A8 55 S 0.673516 0.705637

fift i — 3k 0.924475 0.9177
H: ORRZOFMGFTE, oRRNIULFMAFI:; QRFZLOLEZEMIEK, ORRIDLGFMERI; SRR ZZME
EHS B RKE,
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BEJE IR 7 b, DL R E SIS A R I &R, WENEURE 8.
— P R{E 0.8« PRI ®{H 0.6, % Schneider f1 Wagemann [25]%]—#(1E 5 PRI M AL, FE45E
Greckhamer 52720 T BB % & 55 5 M0 0 B AR 5S¢ Cangialosi [26]#/EAE. SQCA 3.0 fiith &
Fefifes WLRE AR ASCUAR AR S M ARSI, o A SRR S I A T ML A, R
F Fiss [28]8 TA% /IO G A0 R 53 W BC B B H0E, AU I IR AL S 40, 1558 AR IR
Mo SR ER, SilEEERINAAS GI~G4 (WK 8), SATE DL 0.673516; K = 15 BIIU & A
NGI1~NG4 (L7 8), WAZE #EF 0.705637; PRI K& 54 15— 8 KT 0.85, R 1558,

1) BHRELAS

fsSQCA Z5RKW], miFeEItE R 4 YuE, MRMAEZ KEFHUR L. ETREMM, H
TERCATBRAAE R “RLREPAIR” 5 “ABAEMIR” BRI SEIT R, HA o 8 T il Sk 2 AT e B RR

A 1 EEMERY): Gl A “AlEEME x MmN < JERIENET o ZEREROET MR + [HfE
P70 RO R Re A IR O (B 7 32 Bk B 45 R IEAAE . IRARHERE AR S P H FE . Bhattacherjee [29]4£
EERGREAT A A RSt AN B s SERR RIS Je Rl UM L, BRI S, T
EEREAE M. BT, REERT SR S SRR RS e eI “AE RA R, RUELRIETE R RAR
i, PATREFE R R . DeLone Al McLean [30]/(15 B RGN INERIR R, RG/MEE/MERETEH
TR R AR WL, PRV S RO AR OGRS R B R, I R R R — P HE B ek
R

HA 2 RIS M) G2 N “HIRME x AIEEME < WRPE” o 78 “UE + 7 RA RO AT
T, BHENDWIE, 51 S7EW . A8 B E NI GRATURE] “UEEE. H ER” EH, BRIRERIER
5 S SRS A, A R0 RE P A S A e B AL N =i . DeLone Al McLean [30]7E15 B &R Gt I i 8 o
i, RGRESRS RESRERWHEE, FIZBadh e e E23EmN KR8 20 58 BARLK
3G i 25, TR PuE M2

M 3 (BIEETA): G3 A “IEAEM x & x fUEM < JEREMNE” « ZEEAERY, E%E
5w AR TS, REp B HAAR I, F Pl CREF SN R . Mayer 58 [3 1 [TEZLZR G (T2
GBI, AMERTEAH 5 ESE N2 T RE ) AR S R S AW RS AT, IRk
TE ST AR . B RS R8Ol gS, TS E L SR N2 2 e R Sh R R “ KBS AT, 5K n]
T SRR, T 554k X S T S B0 175 SRS A P A i

HE 4(ERAFRDFEL): G4h “IEAME < JErrfEtt < mptE < fRIEE < BIE%” o 4o
PEAS RIS, ZERAR DL PR B SE) + A SRR (PRIEVE)” N E T, IR PSR A1 46 22 b 5 Pl
EH LS AT IR IS U S AT A N LK) . Weiner [32][H BB 4R
25 RICE AR TR I A BB AT R 2, B8 5 5 R PRI S & IR s Ak [k ) s LG, BB IE Mm@
o RE S 22 P 55 5 A DR RO ORI < N b5 75T RE4EHE =il i . Mayer 55[31]
IMER, KM SHELRAG R TRk SO, AT SE A 2 I R IERMEIER

2) RHEEEAS

B Be S RG22, NG2~NG4; HA18 NG1 W15 ). Weiner [32]f0HBEBES IR, 445
AR VAN T RE JJA R BN AT R RN, AMATE 5 72 A PRI A5 AR A SR 28 T T B R A ) E BRI
R AR BUR AL 5 JE iR rh, X RO A AR BT G iR . FE T L, T SE AN A H e R R
UEPE GBS T, P S8 G SRl “ AN TS ke 0T 5 D B I R S 20,
R S By . BEER L, NG2 AFAEM x JEnf&Et: < JEEME < JEREM) WS EH 0,
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NG3 ARTEME < AErIEEtE x FEmaRitE x AER TR AL SR 1, NG4 ARAEME < JERIEErE x 9k
MR < ARRAETE) Y “RBE + AR XA &N o NG1 3 Z 4EFRIN A 2 il fm das, AR
R CBEEREO 15T

4.3.4. REMRB R /NG

NESUEE R R R IR R S 54 RO RSN, RSO — S RIME B 0.8 #E % 0.85
5 0.9 #HATRBTERISS, S8 Greckhamer %5[27] 0 T Fa fid PR/ BUBPE AT 56 ) 82155 Schneider F1 Wagemann
[251% T B E BUS I 5 25 R fa e PE AL B B, . 5 R G HBROE 8)FA 8, HHABARMEN7E o5 5L
=% B, RPLS SR, BT QCA WUNTIL, miEItdEh e —4EIKa), 2N “&
QWA + AZGER” W2 BARRHIE: PTEENE < Mo R TR S R PR B AT S < DRUE TR TR B AR A 9
b, AMESBAS A R soR AR A S 5B 7 (R0 = E 2R T A% O 4EFE B R, JUH T
FEPEL ma RV PRUEPE ) TER S A B 5 R R . BRI, WA R IR SR e T S v S
REPE S RUEE, I R S AR AR T B 2 5 B PR ER, I DURHR BERE AR L mT {5 Rl 4%
BB GAEE: b sl 5 B A TR, B BUBOL S5 s E AR ORRE, IRV R I =4 R
P, DUIRE S BT URAR T I FRARAZ O R AR 51 K B Z2 48 S A5 AR AR

5. B 5R=
5.1. &g

5.1.1. EF SEM B8R 450

£ S HATAE K APP PR BE R IRIX — T & ALk IR 55 fish s rbr, R 55 o B0t A 36 8 1) i S
“ORkRE - (SAET S ATEEME SN M B SR S I, SRR R RS AT STy, = IR
PR I RS . M2 T, ABVE S “ErtimT fvE DAER KR, FEM TR S HEE, %
RHEN S 5E I T, AR BB sl A BT o AR B SR R 1 B B B, R
% o 5 RN A 2 TR FE TR, R IR T R A R R R B A SR T M A DL A% O AT

5.1.2. BT fsQCA HYLEZSLEE

fSQCA IR, MlREHAFER—BRE, MENZXEMR BT @il EHSTAgN
SROESE: R CATEEME < MR BIRBEEHIINGT, G2), SR “CERME. B, REMIRT .
se “RIEEME < QRIEME” B (G3), ME KR BUBL S I HERR B 2 SRS R =2 “IRIPE <
TRUETE” (SR BRI (G4), 76 T SEPEAS I DLPGHE A 5 T 5 SR AR e AR 56, JF th B 1 M i 45 2 v
HaMz . A, (RIS HBAE B O BT S, TR DT SRR A, IS R R
SRAREMEAS SIS 5 5 ST B 4RSS, B A R S 4 S B B ORI [
A

5.1.3. WHEEIERNESER

L34y SEM I “UE%M” 5 fSQCA M “S5kie” G5 9t, w3 Bl /et 55—, Al
P RPERE S SEM [FSCHEIRS], 2 fsQCA il B AN AL O&F, Wl “TTRIBL” 5“3
PR WA e % IRAKG (A BE Ju; 85 =, BRIEVEE sl SR A E i b R “SITRaE R
Ve, FEAT S MRS 5=, B BN B AME A, AT AR 2 s A T AR R
B s IRAS I, P I 1 4 2 5 T ) 55 S A R RO RN . R, AR AN E “— I8 HE
SRYELE, 1 RAKYE AN RIS I RE I AR S R IE, SOl E R R IR
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52. B7R

5.2.1. RIS5HERAR THASSERLKIESR

KREFFR, mHEE A A EZEAA CHRIEFEIA” S, Rk, RIS gt R T
B RAAERA. EHRIEREY o &8 S RATEH RO REA T Big. SRRHEAESS A
MINEE RO R IR B, DU BRHT DU A A 22k SRR S XU T 4% 9 HEBETH 7] 2026 £E1 AL TF%2
WA, e R E S =R iR s E B E . o “RLREMIR . (ATEEME < ma N A%
O, HIEYEREEERR), & TR0 G s TR 08 ISR (ATHEME < fRIEM L), &M
TR U 45 AT S A2 B AR RS s =08 “CHURTIME Y (R < fRIEMENZ G, RS EAME S
TEEE gy, 3E T 0] SEPE A M AN (0 TR R o FR 3 AR IR I B A UOR A RN B A - SRR -
HASUTAD - Fabm AIFR” Yeofdl: AR BUEARIR I B bR, B 2058 5 JE B L R 45 s R 0 JiR, VT
oAz, I DS R R S YR T R R R AR L IE AR R

5.2.2. X B EEHIARNEERYS AR EEREE

T [ R A3 S ST RURE 5 SR AT B A AT T i A 55, RIS R BA “ AT EEfE > Wi py
P %D RIRE AR, FEH RREBEEGEA Y “ABIFMAL + BERNTA” , UK
BSE “PREREAT B B AS . BRI, NIBL “—RIpaE R PRGN TR B /A Bt R
NAEEG], ENFIR SN ARSI B ZZ A R AL, R AR HETIE B B - AT - T - [l
WIPEEARERS, K W5 ER R IR A RN DAT R SGE N OAE . B AR 5 SRS & B,
A2 EERE NUESR IR B, AT FE R RE PR RS E T A il AR T S 1 B

5.23. BRI FSHEMITESFERERE

T ) H A T R BB 5 SRR AF U UL 9%, LS RIT BL “rrgEtk < fRIEME” izl
M ERERSAE, K S HATE MR RERIRAE I “ I LM HE— DY Oy “MREmIME . L FHEM
WS AT WA T AC ERE ). VR B R NVEAE RS MR EESR T - W SEm s SUTE A EAL IR SR 45
HRERA, TER“JRE - K - B - BT 0 BERIE, RS e R RIS XU T RS
ZARR TR R I, AU AN E RS RSO s [R5 R A5 5 1042 B A N U /R P R it
AEH, ERIERCRAIATIE TIPS AT g vk, MRS E S AR IR T m ok 55 5 5T iR
JZ B

5.2.4. Al TREUHER TRANIE SRR E

FE ] SEVE AL I L SE AN E TR w5 s fR S SR Ia T, @l S SRATE R LRI L “mi
Wt x GRIEYE” R BT PEAME R SRR B AR, TR AHLU FISEBL “ PRI FAE - TS YUK - 152
et o —Jrm, LA R PRI g R B R PR AT, o e DS A e B S T U (DL 5B A
T/EIR T/, FEED & R HEA U 5 & AR 42 53— O, BLARIEVEE 9 A2 SR EBUR 42 5 K
Brddos, R AR BATE" o R, R E RSB ST IR S TONE B, AR S R BRI
FIEVARTECR o X FFRHAT I [E] 2026 4E1K) AT TREALS AL S5, mlHs _EIRALHIDTEE ] 2 A iR
e AR S AR, RIS RR IR

5.2.5. HRFER KA S KRpERE

il B AS 2 RSO BN WRHE, JoH DT SRS G, IEHR S5 0 R A/ S AR IE
BRI AR TEYEA L, ARS8 SN E T8O, L, BRIEF AR RSN, AL
[ DR DR G e BELIT ML) BB A R, e N R 2L 5 5 W/ P 3
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W, R e R S S S TR B AR AL S R At B, e B N TSR SR R
TR R A N NAR R 73 5 R Bk PR, DRSEAE S v L v KU R RN S5 i R T o J IR
SRS + SRk DEHE XURIFAT, JTREAESHIRA AR T SEEL S ARAT S R RE B R R R IR T T S R g
IR IRTE B AR I R E

EHEWH

E Z B 4 F BT H (24FTYB002); H B AR HFEI S TIH (22YIC790189); LiF
R AH R B34 4R (2401).
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