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Abstract

Driven by Al technology, humanoid service robots are increasingly used, and increasing scholars

WEFIH: R GRS AL AN AT 5 R 5535 2 R 4 H )], BARETHE, 2024, 14(12): 3270-3284.
DOI: 10.12677/mm.2024.1412392


https://www.hanspub.org/journal/mm
https://doi.org/10.12677/mm.2024.1412392
https://doi.org/10.12677/mm.2024.1412392
https://www.hanspub.org/

ES

are studying the application of humanoid robots. Most of the current research focuses on the tech-
nical aspects with service robot adoption research. Fewer studies have been seen exploring the dif-
ferent anthropomorphic dimensions of service robots and their impact on customer service quality
and satisfaction from a customer perspective. To fill this gap, the research question of this paper is
to analyze the relationship between different dimensions of service robot anthropomorphism and
customer service satisfaction. To this end, this paper proposes to construct a research model from
the physical and psychological dimensions of robot anthropomorphism based on the Expectation
Confirmation Model, etc., through data collection, and conduct an empirical study with the help of
Partial Least Squares Structural Equation Modelling (PLS-SEM) method. The results of the study
show that verbal anthropomorphism and personalization of robots can have a significant positive
impact on service satisfaction through warmth and expectation confirmation. However, the impact
of appearance anthropomorphisation and autonomy is not confirmed yet. This study provides an
important reference for the development of intelligent services in hotels, which can help hotels op-
timize their service mode, improve service efficiency and service experience, and promote the hotel
industry’s continuous innovation and development in the intelligent era. In the future, we can fur-
ther explore how to better utilize the advantages of service robots to meet the growing needs of
customers.
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1. 5|8

FRBEPIRZ LRSI 55 BKR, FIAE FRFHRS AR S AT A T4, AL ASE
CELAIE Z RS, BT REA G T, HIT S50 RS R BPLEE A2, W5, S8, T,
e, PR L TE . B BEIE R, 2022 FEHLE AT TS| 1712.4 1278, [
FEHE K 31.0% [1]. HLEE AT 20 N TOHLE AFIIRSS AL N o TOHLA AR . BIARR, {3 2023 [
iS5 N T BB TR I& 959.2 4270 HA B TO LA N o IRGSHLE AT TS, AL 32 R,
W1 2014 SFERERHEH Y Pepper, HIRAE BNME. B & LR, EREBEEE. FFEuSE. #2019 45, Pepper C
1EMRSS Z . SRl (@R EERZATWAARINE, 2ERAEIT 2000 KR Pepper [2]. A /R4
BRI EAEH] S IBM AAEEAT 7B BIRARMLAS B, XML S “ BEgé(Connie)” , ‘& AT EAEBI AR
FARAN WayBlazer R4 RHUR SURENR, BIZ % 7 6 T s i SERHERE . T Fr A0 e 1y 1) R 3]
RRUR & 2.5 JER, AR AN N . HBCRAR AP DAk, w10 AR B M @, WA R4 AT Ik
Z B RS HLEE NN TT, S vk iX R8s N DABRE o & e, WA . HLEs N5 RS
BIERARRHE FEr, HLEE AN AGRR B2 1) B B4R BT 2 A W] 4]0 SAAGEINLES N B 5% P 1) 3R
B, RN N AERE, (R SR AMES) . AN E T, = E A F e
(AN N A 2250 IR 5505 1 B8 7= AR AT s i DA S IR B AT A ER B A AR A

2. EGEA
2.1. RENBASZHEMAL
B N T AR AR MRS, B AR 19 A S R B2 . fEIXR SN T, F 5 [ s %
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i B S XA E AR, AL A BT, RS NRIRLAAL[5]. 3EJLEE, Hlas AR
M BUE S ARSI 5, IR AT 27 AR SRR R U3 73 14 1 B DRV BF T AU AR B AAETRE 6]+
BIR[T7]s BRIT[8155 Mk 55 U (s o« SRR 22 B i) SUE T FU A2 A SN ACRRAE — A B4R RE B L 3R AT AT
T N RETHLENKSPRFAEANE SHAE. % 1 Geit T B ATHLE AL R SSHERTF .

Table 1. Empirical research related to robot anthropomorphism

= 1. B ABMASEIERAR

=4 Y NG VPN ATS

Mulcahy et al., 2024 [9] AT EZ ;3 Myt B
Zhang et al., 2021 [10] 5 YERE S

Chatzoglou et al., 2024 [11] T B A, EZ 1453 S AT R
Spaccatini, Corlito & Sacchi, 2023 [12] T HL ATk YRS AR
Cui & Zhong, 2023 [13] BT WG B S
Patwary et al., 2024 [7] BT YRR AU
Liu et al., 2024 [14] To B ARG RYERE S
Schreibelmayr & Mara, 2022 [15] TC A HUESE HE
Pizzi et al., 2023 [16] To B ARG FAYERE G

Van Pinxteren ef al., 2019 [17] ANILRRS EZ 1% AN AT EE

Choi et al., 2020 [18] YAS YRS A
So et al., 2024 [19] YAs LY A
Salem, 2013 [20] TG BAR AR, PR FH
Chung, Kang & Jun, 2023 [21] T B A, YR e
Plotkina, Orkut & Karageyim, 2024 [22] Zxfib PAYENE AR
Li et al., 2024 [23] YA LY A

Christoforakos et al., 2021 [24] JE HL A A EZ 915 M. FH

Chen, Li & Ham, 2024 [25] To BARSI ZYLRE SN
Kim, One-Ki Daniel Lee & Kang, 2023 [26] B 2235 MBRRE . H P

SR, AT FE VOIS AN EIE S FRRAE, (N —ALEEE R T R—R A G . M AYEE
BN TR ARMIMAM . Chen FE AT T HWNAFFAERI A G ILERE . ARG F[25]. Kim 55 A0k
LA ANIUAAC I K2 O BRAE R S PR s, O FRYEFETENLAS AR E B0, IF DU LR I HL S AL AL
AMAE PR LE JE[26]

AHIE FE HORE R ZE AU A (0 4 3 A4 R B 4 B e S 0 L S IR S5 ML AR N IS L. BRI A
TERERE 4 FH P A A A I R 2R [20] [27], BFENLER AU SE S . H AT K2 B 7t 3 B P T8
NHIDBRFAESINAG o O BRI A LE BELE AT TR AR LA A B VAL . SR OB AARRIE TS
DEEREHSW R, R EE RS, EEIASIT AN B = A m[28].

2.2. HAEERIAER

TEE A, Oliver [29)32 H T #AEE Hi I\ B 18 (Expectation Confirmation Theory, ECT), HT# 7

DOI: 10.12677/mm.2024.1412392 3272 AR B


https://doi.org/10.12677/mm.2024.1412392

ES

T BT R SRS AT N . 3T Oliver $#2H /) ECT, Bhattacherjee 7£ 2001 “E[30]14&H 1 —/MYiE
A5 5! (Expectation Confirmation Model, ECM)>R M 7T 52 MARF AT E B R A M F . ECM [FIFEH
FF LA AU, PP ML NI ARSS SR % Pl = E[31]. ECM A E LM G138 #iik
M. B SGREE G, P AN, AT DLEE I S5 i R . BRI B R 4 - R
SEFAR IR 2 SLBLIREE[32], /TR EFEARSS I 5 & SRk 1RSSR A B8, BR%5:
Kotk DUAR S5 B R

3 IRBRSERER
3.1. A% E

ARG LRA 1 2 ke BB 25 HOARAE, a0yt B AR B ARBR R . 3= 53 20 0 Th B 17 LA J R
R R BAABIESS . VEON B B R BERFAE, AL N RSN N H Rt TR B AT e . PLEs AR
HRRTT UG IR R SRR FE S, SRR SEZ D S i, AL NAENATHR A 45 32 R JE 2> B A IX 4
MR FER S i 2B BT % XA D9 AR N IS UL RE 05417 R 5w ORI, AR &
X5 B B R A AR I S0 5 T 2 (SR IE R S AR (H AR FE 1970 48, ARBGLE (1) HAEW],
LA N AN AR G T ANSRAMIUN . FH P 935 52 BT g2 DR i e A RS 2 PR JRRT KO € 1 T 331
FEXF LR AN N S UL 3 N BN, K22 S0t FE RSN A BT B T 2R Las i A A i
tH[34]. Li 55 A A Plotkina 55 N fIHF SR M, 28N BURRAE T A8 2 I8 R AU AOAE S0 PR 2 7 S 8 A=
AR, ANTTHESREAE[22] [23]0 RANLEAPT R KRB, BERSTE N PraZ B S RN
I AR A A S N, AT R 2R H Ay — N A R A RE 1A AMA, A2 B
NPT HE L2 SRS BRE,  IXRESRAUNLES SN RIHLES Nk LAA & B3 i £E

BEAh, LA RIIE 5 R AL AN B AR b 5 AN R — AT SR B R 6. AEBLAARH I
ZR S, T ORI kU, BRI a N —~ERIEENS N, BnE eS0T
AR NS CLRANBINTH AT R#E 2 T . Hlas NiE SN Brel b B, 2V E R
AR IIBFEM R P SHLES N Z I BB s AR . 18 5 AL IR AL a8 AT DA 5] R #3247 4
[35]- MIRS BRI BORIZR M MEAE. S5 L. XS0 T: 208 e L A s S
KRR T F LA [35] JEBAIK, FEARSTHLER AL, Chung S5 ABETT T A 5 KT
HIFLES AR BEAL AR S R (210 HpLas ARG 5 5 P A, stiifEt T —a A5 A
ZIRVERDR U, SRR AR O SR IR RE N AT RO B P X HLas R B 2B i SRR, AT (i (8 7 SE M i 5L
WNRITRNIZZ R ES), RN S 5 B S MEF ARG 2, I HAE T Eh 85 A a8 i = A
e I L PR AT

3.2. AL IESE

B EVEAA AN AL B S B BRARFAE[ 371, SV Toi B B s W 2, OF L 2R R (B A,
{EEATER AL NS5 TR 2 50 B AR HI[26]. ARSFHLEF NI B EARIEHLE NS AT
FEIAN T BRI O AT 3, ST ] B A ST BB 7 B4 BT 55 I RE 1 (38 ] HLES NI E MRS R
M NREGHLEF NIR B RE . B EVER X IR N 5SS NI E ZRHMIE 2 — (23], gihlas AT
R T P BOE MR IR S, B2 B B FIWAMNAZRE T, AR S HLEs N FEAT I B 31k AT DU it id
BN S BT . AR SSHLES NS it B R T DR AL ) AR R [39]. MRS A5t &
P8BS A B NBAT R LA A AL SR B EALE N By E ELEs N AT DUE
FEUEHER AR e P oK, SR BRI SS .  WAR A 20 N fi S 7 05 et s AR 55 AT AR K S 32
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TP HINERL

MR TR AR S5 LA AR 27 75 SR AR 55, AT B i RO R AU RE I [40] o o FE M PEAL IR AR
SHLAE NBEUS AR NI SS 53— FF RAE LT 2 27 SR o AR DMRSE R P B0 T 2B BL R SIS 185
HZITHAER, WMRFWAE. T RRERAT IS SRIPTARY], T A TR RS LA ATL
TEERARI R 2 7 AL ORI IR BUE BRSSPI eI TEE RN [41]. X EELR PN R IHLES
NBRAE B AR A B 1 IEAR ) LA I SR RN S5 5 I AE 7 22 JRIPR, M LLAR NI P L IE R
RIFFAITRGHERI IR ST AT B o HLES NI EAL o X 3305 5 4 T R 5 ML & A 22 R E 18]

33. BESEE

T P RO A 2 B0 Al N B B =R AR, BlnActr . R P A [42]. MRAEtt i,
IRIRARE SR NSRBI R ALERL, I HAECTRES, ASEOHREIR B OV B 2 . iR IR G T HE T
K, ELIGIR IR D AE S BOMAT D S R rh B SO B B [42] 0 AR NRIER IS RE— B4R, AAIHEAAS
AR R AR A T A1 S E ORI OURHE A6 GO AT B, X EEAR AR AR W] DU B AR [ ). HR
A BA R MR AE 2 AN TT T o T2 RS HLEs AAESNI . 1 5 5507 AT P VO 5 AR m BB, XA T
R A2 ) LA W A AR BB E sk Bln, —MMBBGE . S RIEHBONI AR RS LSS
N FTRESERI A B s O H AU RIS, b S 5 0T R gl SR THHLas ARG E T LLA 2ot
P ANLEEN UL R R, TR N 5 N SHLE ARG AL B R I (43] . BEEHLE NIRRT
P, ERENE EOREEH U N RS IR A T S A AL A S B 4R . PR S XA RL AR A
AZHM, ZIBHE - MERT 5 B SR AAE MHE,  TTETE R IR G SR LS AR, B pLAS
N AR EE s, P N B IR PR B . ik, MR fn R R

H1: 55 HLES AR SRS A i iR EL AT T [ 52 5

H2: RSSHLAS A TE 5 AR IR BAT I 17 R0 5

H3: ARESHLER AR B MR IR B 1E R

H4: RSPl N PEAHR IR BA T 0.

I R AT AT N SR I AT 9 N [42], BInpLas NS AEREEE[24]. KERTFURY], LR
JEBL e BE T H B Z IR BR R BAHLER N, ASRIEMUR T 5 iR L N BL3h 58t . X1 Ja R e T
AR ET R, WRIRIIHLA NBEB S T ANNTHEONETE . i S AR, 3562 AT CoXT AL K AR
W [44]0 F ORI R R RIBR R, XIHLES N RS AR BE e o 5 7 RO A P sy DU HL X e 5% P 3 i P2
HUblE . Uk, MR

H5: R 5 AR L B A 1 R R

H6: {5 AR X i 55306 75 B LA IR Tl S

3.4. HERINSHEE

MNATHBUE X6 BAT RN AE AR R I BRSBTS 7 NS —Eik [ 545 BB I 5] 10
SN, 2T AR, RS HLE N R EA AL O BN ALTE BE 5 20 7 IR 11 IR 55 0 2 0 IR 55 B8
K[46]o LML AP T NIIIBCTHIT, 2 &2 3w % 7 KB PERE[13]. R AALIINLES N TEA 5
AR P A BN TRV, AT A5 A AT D0 AR 55 B0 S AR ATV Af e A 8 ROR B R A R O e e . S i)
B EVEMASEAL T DU AR, R T ISR R, S B S 50k HLas N ST s Hon
KEVERER G RBLI S R B B, REALHLZ N T THIHER T, A% AAZHMITRE RS
AR, AR T AR AL D B AT DURGE AN R 2 7 RS /55K, SR e RIAL RS, M
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28 75 (3 /2 25 7 B A oK, it — R 5 7 R IR 55 5. RS PR NI B EALAIAMEALIE RE
R 25, RABT % G A S HLE N [47]. 2% RIS HLEE N AT BLE 258 BUE ik
IR 55 I F0 2 AT T MR AL B 5 SR, AdATT 2T R R 55 SE D i o AR ST SR A AR AR, 0 B it DL R0
R 55 B W A . i, AR Bt

H7: RS HLas AR AN AL S B A B2 BA 83 IR [ 2 5

H8: IR 55 Hlas A 5 A TR A S BAT I 38 1 s

HY: JIZ 55 Hlas A B T 4EX R A0 5 BAT 2 2 1R [ i

H10: S5 HLEs ARG S 2 1 A B B 83 1 [ 50

HIT: SYTERAA A LR AR 55 55 B R AT 38 1 T

3.5. WsTiRE
AWEFCHIBT SRR A 1 s

UNAL P B2 T

RN

UNAL O B YR RE

Figure 1. Research model

B 1. Hirian
4. &I
4.1. 19)&i&t

AR R SR E, MEZE 5 HAS%2H CHR, N3 2 Fiwn. W53 a2 &R A
kbR mFIHATIE
4.2. [ElELEHS EY

W) EHE T 2024 £ 10 HAE WH Credamo & LIRS, WERHR ARG 18 Z UL LE, #HE
T E RSN . AR ST RE S E 0 BRI )E RS AL N SRR T B ) S ik .
] B A E— B ATERSSHLEE N NAO M A% 7 I BT I HLRIB 2 7 530 ik AH 5 [ #5 AR AT K 1 18
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Table 2. Research scales and reference sources

F2. ARERESERIR

A 5 I ZHE RV
S0 1 AR RSB AA B N0 B ARRFAE .
SR 2 HRABXADIRS L3NG —EHLH. g . .
paccatini, Corlito &
43 WA RS NE EERBAL Sacchi, 2023 [12]
VRPN Kim, Lee & Kang,
1k, 513 4 IR E— IR WX RS HLEE AN, RERUN 2023 [26]
BERAE, Wang, Kwon & Zhang,
\ 2023 [48]
LS MR RS LA AT BBl PRI EE —Fh
N5 N Z A4 fil gk o
BEI1 PANR XA RS N AT 1E 77 LT A
e %— 2 ﬁzﬁ\yﬂﬁgﬁﬁﬂﬁ%*ﬂ%)\iﬁﬁfﬁ‘iﬁwy Chung’ Kang & Jun’
A MRS HEH NBEAT T 01 . 2023 [21]
o Selamat & Windasari,.
f HEI RUAMREHLE AT A B . 2o gy A
BE4 FANEA PR AL NIIE S KSR B A Chen, Li & Ham, 2024 [25]
BE AR RS LA A E S KRUSIRBA .
HEM D RIARXAIRS LA N BESE B R B PIRAS .
HEM2  RIARXADIRS L AT LB EHAR IR,
Wang, Kwon & Zhang,
HEM3 RIS LA AR )E PY E 321 ek 2023 [48]
AEPE EErEA RUGEARIEHLE A TS P R 5T 5 e & Sone, 2023
FEMES  FRIIKAIRS LA AT LLE 3 H0R e . SQL%&Km&%B
R 6 SR, BRI RS A AT AL S i
AT 58 L BERR A
AT BRI RS I NGRS RS B
AMPEAL, 2 PANR XA RS HLES N REAEARAE A A M5 B4t

ML AL 3

MRS

FANNIZA MRS &S NG R PER, 7T L 2 3 A
B R

Park & Lee, 2023 [51]
Prentice & Nguyen, 2021
[40]

APERE 4 TR B A HL 2 AT LA T L TR 03 75
s AR BRI AN T DA
RIGEFTR.
BT BRI HLE AR TR
g E2 TSR L AR Song et . 2024 52
HEEA RIEAMRHLE R TR Chen et al., 2024 [53]
ERES SRS HLE AR L.
gy TR IRULSLINRS DU AR
N L5 E. So et al., 2024 [19]
B irs R MR ELE AR . Kensaoin 3004 1221
T4 RN AP ARSI
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S RUYRATLULHROBIE S HLEA
fEfE6 RUCTRATEMCA RS YL AT LA E L 1R
AL RUTHE A RS HLE A M8 L FURZ AT
gy, N2 RUSHARORFOBARGORSCRRONES.
e WA3 RIAMER RS IS RRERTRNE . 00 O ’
ke IR AT BLEARICH W
AV TSR
MR RRHIRSHLE A RIS (RS
Wim W2 FATRIHLE AN IR IR R Fan, Lu & Mao, 2022 [54]
i WRE3 BRSO S R  E Wan, Xie & Shu, 2020 [55]
WA REORBL B IRI LA L.

EF ol NS R AR AR . R I, R TAE B 2 A S RSl ds A=A
PRAELBRICREA . e 2% —SRUER B 246 M FEAS, Gt v TR P i MIRE A PT A AIPEZ 3, 85%1)
PR & FoR AT AR ST LA N, 15% 1 53 3 BARBEA A i AR S5 AL & AN (B0 Hethfy 1
fo %3 NREARRMRTESE T

Table 3. Results of descriptive statistics

3. R MR ER

T HAR B4t

TE5HI

% 79 32.1

e 167 67.9
R

18~25 57 232

26~30 80 325

31~40 89 36.2

41~50 12 49

51~60 7 2.8

EAY 1 0.4
=331

REFAFR 151 61.4

KL H 15 6.1

R 9 3.7

AR b 71 28.9
Fe BRI P RS HLAE A

SE AT i i 0 0

IRV ANK (PSSR LN Thu 38 15.4

g 208 84.6

Rt 246 100
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5. RBIS T S5ER
5.1. BRE ST

AT 5T SmartPLS 4 314 % B 13047 I BB AR YA AN 25 M B AR A

{87 FH v BA B2 05 Z %07 (Cronbach’s Alpha). &5 E(CR). 1377 2 AVE kGl &2 R IEE. £
S B A [R] 738 nf 2R BB B U B 3 (0.545)FIME4E 2 (0.532) 2 Ja, T Fra s s, wiieEg
ZHITE 0.7 UL L, HA(EREEA 0.8 LA, AVE7E 0.5 LA L, ¥Wikkr. W5 4 s, WEFREERLT.

Table 4. Results of reliability and validity tests for latent variables
F 4. BEZERFWERBER

A T (A F it F 4L Cronbach’s Alpha CR AVE
AR 1 0.693
AR 2 0.890

SR AAL AP 3 0.901 0.900 0.925 0.712
4L 4 0.902
SR 5 0.814
EE 1 0.826
EE 2 0.856

BEEUALL BE3 0.758 0.894 0.922 0.704
BE 0.869
BES 0.880
EEXCN! 0.711
HEM2 0.783
HAM3 0.837

SER LS 0.881 0.908 0.623
SERER 0.759
SER 0.821
HEM6 0.817
AL 1 0.802
AL 2 0.711

AL AMPEAL 3 0.750 0.832 0.881 0.597
AL 4 0.841
AL 5 0.754
A% 1 0.802

g ?ﬁﬁ% ? 0781 0.813 0.877 0.640
HEE 4 0.808
MHE 5 0.810
fBIE1 0.793

BT fE1E3 0.805 0.794 0.859 0.551
fE1E 4 0.672
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fE4E5 0.775
fZ1E 6 0.653
ik 1 0.830
‘ il 2 0.791
HAEE RN 0.790 0.865 0.616
ik 3 0.819
ik 4 0.691
W 1 0.702
» W 2 0.714
JR 55 T X 0.709 0.821 0.534
W3 0.752
WE 4 0.754

N TS R AR UL, AT RE D P AR 2% R -4 7 R b (Fornell-Larcker) 36 1 X 70 2%
FEX PR, XMLIER AVE TR, HEMEZAMRAREME, A AVE T IR 5 R H sl iEH)
RBAERI L. WA 5 Fron, XA IMERRR TR AOAR ¢ R EUE, PRI AT DL B A [X 2 2L

Table 5. Results of discriminant validity tests for latent variables

F 5. BAEXEXSWEREESR

ML

Bt

S

i 55 . P

WIS

T
l(3

mik  BHEME

AL 0.773

(={as 0.617 0.742

AR 0.505 0.395 0.844

TR 559 2 E 0.6 0.652 0.386 0.731

WA 0.63 0.655 0.38 0.689 0.785

R 0.686 0.75 0.535 0.712 0.675 0.8

HEM 0.733 0.516 0.486 0.52 0.441 0.619  0.789

BE 0.757 0.59 0.589 0.648 0.574 0731  0.693 0.839

5.2. SEHERRRLE

TEVPAG MR AL AT, RS AR A R AP AE 2 B LM, DUBE G B A TH R B . AHIF 90 7 22 1
Ji X f-(variance inflation factor, VIF) s a6 v i) 2 B LA o) @l . ASHIF FURALIK) VIF £E 1.271~3.937
Z M), ANTImFUE 5, RN AAFAEIL LA )
¥ Bootstrap H IR E A 10,000 YK, K SmartPLS 4 8458 REE IR EG . 38 6 I4s RN,

H3. H7. H9 $B4e, B AmMor, HAREs Rt SMAAL. 38 F AR S P R AR
AE8F IR 35S ANCS MRS E A A B F R0, AN S B xR 0
IEALPRES NS

M4 Cohen [56] (2013) IR I, AARGEEIARCR o £ KT 0.02 T35 B A 5 (0 5 i RIOR L dF - AR 34 5,
ARAUNAL 8 F AN AR BRI R A L B A S AL, MR A FE

M B o
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Table 6. Results of research hypotheses
Fo. MRMRER

Rk KA Hir 25 tfd p 1 R Ve

H1 AAMANAL- > TR 0.126 2.772 0.006 pa 0.025
H2 HEWNAb-> R 0.404 4.079 0.000 T 0.136
H3 B3 - > iR 0.089 0.955 0.339 AHL 0.008
H4 AL > BBE 0.251 2.43 0.015 A 0.052
HS - > E1F 0.75 18.944 0.000 A 1.284
H6 fB4E-> R&S R 0.352 3.574 0.000 A 0.156
H7 HMRIINAL- > BAEE I 0.034 0.544 0.586 ANESL 0.001
HS BEUNA-> BEIAE 0.262 2.44 0.015 AL 0.041
H9 HE M- > HHEIAE -0.141 1.647 0.100 AL 0.014
H10 AEA- > BRI 0.511 4259 0.000 T 0.152
H11 RN - > RS R 0.458 4.431 0.000 ST 0.264

KB FAE I H 2 BB R? RAG R RIS IR . A 7 o, ORI IR A AR RERE BEIA 21 0.590, Y]
HIIAFE MR EA R 0.422, BUMMRRE B, JFH 02 KT 0, BEREIFIINAH G E BT -

Table 7. Model fit and predictive ability tests
= 7. REEE SN EE G

Bl R? WG R 0?

ELRE 0.590 0.583 0.558

(={as 0.562 0.56 0.374
WA 0.422 0.412 0.384
IR 55 7 0.546 0.542 0.391

6. &it5i11ie
6.1. FAREiL

AR T WA N 2 4E AL S WA AR A @ AR, JRRIH PLS-SEM 204 74P
s BEWAN. BB MEERZRENE P RS EERRm . AR LRI, BT ME
X = AN NACGE BE 206 BB IR 5 5 AT = A AR sz e, {E2 B = PERIAE RS REfIA . Wang &5
ANQ022) I AR RmHLAE N H EA S RN ER BE X R, MEZRMEFF LR E IR R[48]. Flun
TEPRFHATE S PAT RS . AT IR B 55 7 TH Be e K45 — e B, TS & 15 BRI % AR (1) 2= R
PHE T, HIFLEFE R, BEATIAE B B HERINLEE NG N Is 5 & TAERCE, (H—223 ) hhLa
N, CHRE RV B FIT A REOE RE IR EAT RERIRG el ger= A LIRS, IS
BEEVLAS NI 1] BEM e, BAESREVZEAZ ERE RS, TR =X THLEE AFR
AN 22 42 JEFNAN 8 1% Li (2023) A Fe R I H AU 45 R, R BARAH L TR B EER RS VLN, &
H MR ARS LA N P s B T, [ BRI N TESE P i % 7 T IR 3 5o
[57].

DOI: 10.12677/mm.2024.1412392 3280 AR B


https://doi.org/10.12677/mm.2024.1412392

ES

FEXT TR RN L AR b, 3 S ACA SR A B35 IR g2, o AR AL B/ I A RERf
o MRIEATFT, SIS % T B IRSS W1 EE[58] [59]. AMUAE i B AU NALRFE, REFE RS HI
W IR, TSR % IR S5 AT IS . IR ST IR R TR A AP LR TR, SRR S5 VPO . IR ST
WS ISR, PR R ATIAER VR K. AL SRS E R R E A, RS IE
HERehn, FEREN, fa5MELE R SERE A BEAR R MBS HEN, A
RERESP MRS, BT 5EUE LR R i e

PLS-SEM &5 RER WM NALLEE 15 5 SUNALA A E A 2o 0 i B AT B i DA 57 A AR i
TETI S R 553 o B P AR IR [ 5 o BEBL R A IR ZITE L B 54T OB . IR S WAL THLE A NSRS
B, e IESIAE, SRR . MRS HENT N F R, e B R AR STIER, HESh W
N, FRTHIR SR

6.2. IRIPTT S SEREE X

AT AT B R IIAT 18 0 DURHL AL A N IR 556 2 5 RO 0 S0 H D ik, 0 A 0 2 e e 45 L
A ZAEEMANN KRR — Ttk WNEISEHRUL: B, AR FOEILE AL 0B 4
BRI B A IS B NI S LA AT, TR BT SO, GEiHRR G T AR R
251 B BEI RS o DA IR 90 K50 0 80 AL — A4 B SR A ML N IR AL, T AT TR A 5 R
S AL TEF AL B SAEAIUAEE, FFEE R BIE 5 ML B RS0 IR 555
R B IE M . LR SRS R A B 5 NI HLES A AT . 37 51 N (K A A B 7T
DRy B 4 T b PR AR IR 25 AL N ] R 2 7 R S5 R, B ol ak AN AR S R T X R 5 TR I R A
B, et e,

AHI T T B R A S LA B 70 3 5| 5 0dk R R IR S5 LR N AR THIR 55 i ' 5 K P T R
TR, TS R A & E S A S A LES A L S A8 AL 85 N B e e FH =S . 7RIS 75
H, SREF AR B IE R AR B OCEE, WEYnEERILE N A EENHZ . WS AT
iRl NREH R L. MEIGIE S, HEAEERE, RO SRR MK P ) 8 2% 5 B R,
MR RS, B 502 P LTS AR 30 B 5 R BE, SR 5 7 2 Re Ak IR S TR AR S Bsa 4+ 7, WGl 50
(EE2-uN
63. TES5RE

H AT FEARAEAE — E W RRYE: &2, HATHRSS W= fE R RAZ A 0.546. ABFFEHLEE AN
PIFANAL 2y BOC BRYE P S BRE BEPR AN 7 TH,  SRbr IR A2 FMAME R, WFH. E5RUIEE, K
KN 7 PR 22 I A4 BRI SN NSRS % 7 IR e FE s . ik, 2 Tt 7E #83R HALA
AR TR 4 2 TR AEAEAS EAR F[26],  Eblin Mulcahy [9]FIHF 7845 R B R E S UL G B T2 4
B R, H— B 5B S, WRES X4 W= AR m . Hik, Aokt — S A F
PNAFFIEZ M A H R R

SE 3k
[1] TR G, B | 2022 SE1E R EHLES AT L & B % FEATE 50 3R 25 [EB/OL]. 2022-12-24.
https://www.iimedia.cn/c400/90925 .html, 2023-10-28.

[2] ZEE%E. WHEERR: CAE 2000 KA T4 128 A\ Pepper [EB/OL]. 2018-08-17.
https://www.163.com/tech/article/DPE5SQS6J000981EO.html, 2023-10-28.

[3] Ting, D. (2016) The Tiny Hilton Robot Concierge That Hints at IBM’s Ambitious Plans for Travel.

DOI: 10.12677/mm.2024.1412392 3281 AR B


https://doi.org/10.12677/mm.2024.1412392
https://www.iimedia.cn/c400/90925.html
https://www.163.com/tech/article/DPE5QS6J00098IEO.html

(9]

[10]

(1]

[12]

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

https://skift.com/2016/03/09/the-tiny-hilton-robot-concierge-that-hints-at-ibms-ambitious-plans-for-travel/

Dang, J. and Liu, L. (2023) Social Connectedness Promotes Robot Anthropomorphism. Social Psychological and Per-
sonality Science, 15, 318-328. https://doi.org/10.1177/19485506231170917

Epley, N., Waytz, A. and Cacioppo, J.T. (2007) On Seeing Human: A Three-Factor Theory of Anthropomorphism. Psy-
chological Review, 114, 864-886. https://doi.org/10.1037/0033-295x.114.4.864

Song, X., Gu, H., Li, Y., Leung, X.Y. and Ling, X. (2023) The Influence of Robot Anthropomorphism and Perceived
Intelligence on Hotel Guests’ Continuance Usage Intention. Information Technology & Tourism, 26, 89-117.
https://doi.org/10.1007/s40558-023-00275-8

Patwary, A.K., Hossain, M.S., Mistry, T.G. and Parvez, M.O. (2024) Enhancing Service Adaptability: A Moderated
Mediation Model of Workplace Ostracism, Robot Anthropomorphism, Employees’ Readiness to Change, and Perfor-
mance Efficacy. Journal of Hospitality and Tourism Technology, 15, 897-915. https://doi.org/10.1108/jhtt-12-2023-0437

Kliiber, K. and Onnasch, L. (2022) Appearance Is Not Everything—Preferred Feature Combinations for Care Robots.
Computers in Human Behavior, 128, 107128. https://doi.org/10.1016/j.chb.2021.107128

Mulcahy, R.F., Riedel, A., Keating, B., Beatson, A. and Letheren, K. (2023) Avoiding Excessive Al Service Agent
Anthropomorphism: Examining Its Role in Delivering Bad News. Journal of Service Theory and Practice, 34, 98-126.
https://doi.org/10.1108/jstp-04-2023-0118

Zhang, M., Gursoy, D., Zhu, Z. and Shi, S. (2021) Impact of Anthropomorphic Features of Artificially Intelligent Service
Robots on Consumer Acceptance: Moderating Role of Sense of Humor. International Journal of Contemporary Hospi-
tality Management, 33, 3883-3905. https://doi.org/10.1108/ijchm-11-2020-1256

Chatzoglou, P.D., Lazaraki, V., Apostolidis, S.D. and Gasteratos, A.C. (2023) Factors Affecting Acceptance of Social
Robots among Prospective Users. International Journal of Social Robotics, 16, 1361-1380.
https://doi.org/10.1007/s12369-023-01024-x

Spaccatini, F., Corlito, G. and Sacchi, S. (2023) New Dyads? The Effect of Social Robots’ Anthropomorphization on
Empathy towards Human Beings. Computers in Human Behavior, 146, Article ID: 107821.
https://doi.org/10.1016/j.chb.2023.107821

Cui, J. and Zhong, J. (2023) The Effect of Robot Anthropomorphism on Revisit Intentions after Service Failure: A
Moderated Serial Mediation Model. Asia Pacific Journal of Marketing and Logistics, 35, 2621-2644.
https://doi.org/10.1108/apjml-10-2022-0862

Liu, M., Yang, Y., Ren, Y, Jia, Y., Ma, H., Luo, J., et al. (2024) What Influences Consumer Al Chatbot Use Intention?
an Application of the Extended Technology Acceptance Model. Journal of Hospitality and Tourism Technology, 18,
667-689. https://doi.org/10.1108/jhtt-03-2023-0057

Schreibelmayr, S. and Mara, M. (2022) Robot Voices in Daily Life: Vocal Human-Likeness and Application Context as
Determinants of User Acceptance. Frontiers in Psychology, 13, Article 787499.
https://doi.org/10.3389/fpsyg.2022.787499

Pizzi, G., Vannucci, V., Mazzoli, V. and Donvito, R. (2023) I, Chatbot! The Impact of Anthropomorphism and Gaze
Direction on Willingness to Disclose Personal Information and Behavioral Intentions. Psychology & Marketing, 40,
1372-1387. https://doi.org/10.1002/mar.21813

van Pinxteren, M.M.E., Wetzels, R.W.H., Riiger, J., Pluymackers, M. and Wetzels, M. (2019) Trust in Humanoid Robots:
Implications for Services Marketing. Journal of Services Marketing, 33, 507-518.
https://doi.org/10.1108/jsm-01-2018-0045

Choi, Y., Choi, M., Oh, M. and Kim, S. (2019) Service Robots in Hotels: Understanding the Service Quality Perceptions
of Human-Robot Interaction. Journal of Hospitality Marketing & Management, 29, 613-635.
https://doi.org/10.1080/19368623.2020.1703871

So, K.K.F., Kim, H., Liu, S.Q., Fang, X. and Wirtz, J. (2023) Service Robots: The Dynamic Effects of Anthropomor-
phism and Functional Perceptions on Consumers’ Responses. European Journal of Marketing, 58, 1-32.
https://doi.org/10.1108/ejm-03-2022-0176

Salem, M., Eyssel, F., Rohlfing, K., Kopp, S. and Joublin, F. (2013) To Err Is Human(-Like): Effects of Robot Gesture
on Perceived Anthropomorphism and Likability. International Journal of Social Robotics, S, 313-323.
https://doi.org/10.1007/s12369-013-0196-9

Chung, H., Kang, H. and Jun, S. (2023) Verbal Anthropomorphism Design of Social Robots: Investigating Users’ Privacy
Perception. Computers in Human Behavior, 142, Article ID: 107640. https://doi.org/10.1016/j.chb.2022.107640

Plotkina, D., Orkut, H. and Karageyim, M.A. (2024) Give Me a Human! How Anthropomorphism and Robot Gender
Affect Trust in Financial Robo-Advisory Services. Asia Pacific Journal of Marketing and Logistics, 36, 2689-2705.
https://doi.org/10.1108/apjml-09-2023-0939

DOI: 10.12677/mm.2024.1412392 3282 AR B


https://doi.org/10.12677/mm.2024.1412392
https://skift.com/2016/03/09/the-tiny-hilton-robot-concierge-that-hints-at-ibms-ambitious-plans-for-travel/
https://doi.org/10.1177/19485506231170917
https://doi.org/10.1037/0033-295x.114.4.864
https://doi.org/10.1007/s40558-023-00275-8
https://doi.org/10.1108/jhtt-12-2023-0437
https://doi.org/10.1016/j.chb.2021.107128
https://doi.org/10.1108/jstp-04-2023-0118
https://doi.org/10.1108/ijchm-11-2020-1256
https://doi.org/10.1007/s12369-023-01024-x
https://doi.org/10.1016/j.chb.2023.107821
https://doi.org/10.1108/apjml-10-2022-0862
https://doi.org/10.1108/jhtt-03-2023-0057
https://doi.org/10.3389/fpsyg.2022.787499
https://doi.org/10.1002/mar.21813
https://doi.org/10.1108/jsm-01-2018-0045
https://doi.org/10.1080/19368623.2020.1703871
https://doi.org/10.1108/ejm-03-2022-0176
https://doi.org/10.1007/s12369-013-0196-9
https://doi.org/10.1016/j.chb.2022.107640
https://doi.org/10.1108/apjml-09-2023-0939

ES

(23]

[24]

[25]

[26]

[27]

[28]

[29]

[30]

[31]

[32]

[33]

[34]

[35]

[36]

[37]

[38]

[39]

[40]

[41]

[42]

[43]

[44]

Li, Y., Zhou, X., Jiang, X., Fan, F. and Song, B. (2024) How Service Robots’ Human-Like Appearance Impacts Con-
sumer Trust: A Study across Diverse Cultures and Service Settings. International Journal of Contemporary Hospitality
Management, 36, 3151-3167. https://doi.org/10.1108/ijchm-06-2023-0845

Christoforakos, L., Gallucci, A., Surmava-Grofle, T., Ullrich, D. and Diefenbach, S. (2021) Can Robots Earn Our Trust
the Same Way Humans Do? A Systematic Exploration of Competence, Warmth, and Anthropomorphism as Determi-
nants of Trust Development in Hri. Frontiers in Robotics and Al, 8, Article 640444.
https://doi.org/10.3389/frobt.2021.640444

Chen, J., Li, M. and Ham, J. (2024) Different Dimensions of Anthropomorphic Design Cues: How Visual Appearance
and Conversational Style Influence Users’ Information Disclosure Tendency Towards Chatbots. International Journal
of Human-Computer Studies, 190, Article ID: 103320. https://doi.org/10.1016/j.ijhcs.2024.103320

Kim, T., Lee, O.D. and Kang, J. (2023) Is It the Best for Barista Robots to Serve Like Humans? A Multidimensional
Anthropomorphism Perspective. International Journal of Hospitality Management, 108, Article ID: 103358.
https://doi.org/10.1016/j.ijhm.2022.103358

Chew, S., Tay, W., Smit, D. and Bartneck, C. (2010) Do Social Robots Walk or Roll? In: Ge, S.S., Li, H., Cabibihan,
J.J. and Tan, Y K., Eds., Social Robotics, Springer Berlin Heidelberg, 355-361.
https://doi.org/10.1007/978-3-642-17248-9 37

Cao, C., Zhao, L. and Hu, Y. (2019) Anthropomorphism of Intelligent Personal Assistants (IPAs): Antecedents and
Consequences. PACIS.

Oliver, R.L. (1980) A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions. Journal of
Marketing Research, 17, 460-469. https://doi.org/10.1177/002224378001700405

Bhattacherjee, A. (2001) Understanding Information Systems Continuance: An Expectation-Confirmation Model. MIS
Quarterly, 25, 351-370. https://doi.org/10.2307/3250921

Heitlinger, L., Stock-Homburg, R. and Wolf, F.D. (2022) You Got the Job! Understanding Hiring Decisions for Robots
as Organizational Members. 2022 17th ACM/IEEE International Conference on Human-Robot Interaction (HRI), Sap-
poro, 7-10 March 2022, 530-540. https://doi.org/10.1109/hri53351.2022.9889444

Kim, S., Kim, H., Jung, S. and Uysal, M. (2023) The Determinants of Continuance Intention toward Activity-Based
Events Using a Virtual Experience Platform (VEP). Leisure Sciences. https://doi.org/10.1080/01490400.2023.2172116

Mori, M. (1970) The Uncanny Valley: The Original Essay by Masahiro Mori. IEEE Spectrum.

Walters, M.L., Syrdal, D.S., Dautenhahn, K., Te Boekhorst, R. and Koay, K.L. (2007) Avoiding the Uncanny Valley:
Robot Appearance, Personality and Consistency of Behavior in an Attention-Seeking Home Scenario for a Robot Com-
panion. Autonomous Robots, 24, 159-178. https://doi.org/10.1007/s10514-007-9058-3

Konya-Baumbach, E., Biller, M. and von Janda, S. (2023) Someone Out There? A Study on the Social Presence of
Anthropomorphized Chatbots. Computers in Human Behavior, 139, Article ID: 107513.
https://doi.org/10.1016/j.chb.2022.107513

Roy, R. and Naidoo, V. (2021) Enhancing Chatbot Effectiveness: The Role of Anthropomorphic Conversational Styles
and Time Orientation. Journal of Business Research, 126, 23-34. https://doi.org/10.1016/].jbusres.2020.12.051

Beer, J.M., Fisk, A.D. and Rogers, W.A. (2012) Toward a Psychological Framework for Levels of Robot Autonomy in
Human-Robot Interaction. Journal of Human-Robot Interaction, 3, 74-99.

Parasuraman, R., Sheridan, T.B. and Wickens, C.D. (2000) A Model for Types and Levels of Human Interaction with
Automation. /[EEE Transactions on Systems, Man, and Cybernetics—Part A: Systems and Humans, 30, 286-297.
https://doi.org/10.1109/3468.844354

Roesler, E., Steinhaeusser, S.C., Lugrin, B. and Onnasch, L. (2022) The Influence of Visible Cables and Story Content
on Perceived Autonomy in Social Human-Robot Interaction. Robotics, 12, Article 3.
https://doi.org/10.3390/robotics12010003

Prentice, C. and Nguyen, M. (2021) Robotic Service Quality—Scale Development and Validation. Journal of Retailing
and Consumer Services, 62, Article ID: 102661. https://doi.org/10.1016/j.jretconser.2021.102661

Chuah, S.H. and Yu, J. (2021) The Future of Service: The Power of Emotion in Human-Robot Interaction. Journal of
Retailing and Consumer Services, 61, Article ID: 102551. https://doi.org/10.1016/j.jretconser.2021.102551

Fiske, S.T., Cuddy, A.J.C. and Glick, P. (2007) Universal Dimensions of Social Cognition: Warmth and Competence.
Trends in Cognitive Sciences, 11, 77-83. https://doi.org/10.1016/.tics.2006.11.005

Beer, J.M., Fisk, A.D. and Rogers, W.A. (2014) Toward a Framework for Levels of Robot Autonomy in Human-Robot
Interaction. Journal of Human-Robot Interaction, 3, 74-99. https://doi.org/10.5898/jhri.3.2.beer

Oliveira, R., Arriaga, P., Correia, F. and Paiva, A. (2019) The Stereotype Content Model Applied to Human-Robot

DOI: 10.12677/mm.2024.1412392 3283 AR B


https://doi.org/10.12677/mm.2024.1412392
https://doi.org/10.1108/ijchm-06-2023-0845
https://doi.org/10.3389/frobt.2021.640444
https://doi.org/10.1016/j.ijhcs.2024.103320
https://doi.org/10.1016/j.ijhm.2022.103358
https://doi.org/10.1007/978-3-642-17248-9_37
https://doi.org/10.1177/002224378001700405
https://doi.org/10.2307/3250921
https://doi.org/10.1109/hri53351.2022.9889444
https://doi.org/10.1080/01490400.2023.2172116
https://doi.org/10.1007/s10514-007-9058-3
https://doi.org/10.1016/j.chb.2022.107513
https://doi.org/10.1016/j.jbusres.2020.12.051
https://doi.org/10.1109/3468.844354
https://doi.org/10.3390/robotics12010003
https://doi.org/10.1016/j.jretconser.2021.102661
https://doi.org/10.1016/j.jretconser.2021.102551
https://doi.org/10.1016/j.tics.2006.11.005
https://doi.org/10.5898/jhri.3.2.beer

[45]

[46]

[47]

[48]

[49]

[50]

[51]

[52]

[53]

[54]

[55]

[56]

[57]

[58]

[59]

Interactions in Groups. 2019 14th ACM/IEEE International Conference on Human-Robot Interaction (HRI), Daegu, 11-
14 March 2019, 123-132. https://doi.org/10.1109/hri.2019.8673171

Aggarwal, P. and McGill, A.L. (2007) Is That Car Smiling at Me? Schema Congruity as a Basis for Evaluating Anthro-
pomorphized Products. Journal of Consumer Research, 34, 468-479. https://doi.org/10.1086/518544

Lim, X., Chang, J.Y., Cheah, J., Lim, W.M., Kraus, S. and Dabi¢, M. (2024) Out of the Way, Human! Understanding
Post-Adoption of Last-Mile Delivery Robots. Technological Forecasting and Social Change, 201, Article ID: 123242.
https://doi.org/10.1016/j.techfore.2024.123242

Shah, T.R., Kautish, P. and Mehmood, K. (2023) Influence of Robots Service Quality on Customers’ Acceptance in
Restaurants. Asia Pacific Journal of Marketing and Logistics, 35,3117-3137.
https://doi.org/10.1108/apjml-09-2022-0780

Wang, P., Kwon, S. and Zhang, W. (2022) A Study on the Effect of Anthropomorphism, Intelligence, and Autonomy of
Ipas on Continuous Usage Intention: From the Perspective of Bi-Dimensional Value. Asia Pacific Journal of Information
Systems, 32, 125-150. https://doi.org/10.14329/apjis.2022.32.1.125

Selamat, M.A. and Windasari, N.A. (2021) Chatbot for SMEs: Integrating Customer and Business Owner Perspectives.
Technology in Society, 66, Article ID: 101685. https://doi.org/10.1016/].techsoc.2021.101685

Li, Y., Wang, C. and Song, B. (2022) Customer Acceptance of Service Robots under Different Service Settings. Journal
of Service Theory and Practice, 33, 46-71. https://doi.org/10.1108/jstp-06-2022-0127

Park, A. and Lee, S.B. (2023) Examining Al and Systemic Factors for Improved Chatbot Sustainability. Journal of
Computer Information Systems, 64, 728-742.

Song, X., Li, Y., Leung, X.Y. and Mei, D. (2023) Service Robots and Hotel Guests’ Perceptions: Anthropomorphism
and Stereotypes. Tourism Review, 79, 505-522. https://doi.org/10.1108/tr-04-2023-0265
Chen, Y., Wu, X., Jia, F., Yang, J., Bai, X. and Yu, R. (2024) Exploring the Impact of Social Robot Design Characteristics

on Users’ Privacy Concerns: Evidence from PLS-SEM and FsQCA. International Journal of Human-Computer Interac-
tion. https://doi.org/10.1080/10447318.2024.2402126

Fan, A., Lu, Z. and Mao, Z. (2022) To Talk or to Touch: Unraveling Consumer Responses to Two Types of Hotel In-
Room Technology. International Journal of Hospitality Management, 101, 103112.
https://doi.org/10.1016/j.ijhm.2021.103112

Wan, L., Xie, S. and Shu, A. (2020) Toward an Understanding of University Students’ Continued Intention to Use
MOOCs: When UTAUT Model Meets TTF Model. Sage Open, 10, 1-15. https://doi.org/10.1177/2158244020941858

Cohen, J. (2013) Statistical Power Analysis for the Behavioral Sciences. Routledge.

Li, K. and Li, G. (2023) Study on the Impact of Service Robot Autonomy on Customer Satisfaction. In: Nah, F. and Siau,
K., Eds., HCI in Business, Government and Organizations, Springer Nature Switzerland, 30-40.
https://doi.org/10.1007/978-3-031-36049-7 3

Pande, S. and Gupta, K.P. (2022) Indian Customers’ Acceptance of Service Robots in Restaurant Services. Behaviour &
Information Technology, 42, 1946-1967. https://doi.org/10.1080/0144929x.2022.2103734

Zhu, T., Lin, Z. and Liu, X. (2023) The Future Is Now? Consumers’ Paradoxical Expectations of Human-Like Service
Robots. Technological Forecasting and Social Change, 196, Article ID: 122830.
https://doi.org/10.1016/j.techfore.2023.122830

DOI: 10.12677/mm.2024.1412392 3284 AR B


https://doi.org/10.12677/mm.2024.1412392
https://doi.org/10.1109/hri.2019.8673171
https://doi.org/10.1086/518544
https://doi.org/10.1016/j.techfore.2024.123242
https://doi.org/10.1108/apjml-09-2022-0780
https://doi.org/10.14329/apjis.2022.32.1.125
https://doi.org/10.1016/j.techsoc.2021.101685
https://doi.org/10.1108/jstp-06-2022-0127
https://doi.org/10.1108/tr-04-2023-0265
https://doi.org/10.1080/10447318.2024.2402126
https://doi.org/10.1016/j.ijhm.2021.103112
https://doi.org/10.1177/2158244020941858
https://doi.org/10.1007/978-3-031-36049-7_3
https://doi.org/10.1080/0144929x.2022.2103734
https://doi.org/10.1016/j.techfore.2023.122830

	酒店服务机器人拟人化对顾客服务满意度的影响分析
	摘  要
	关键词
	Impact of Anthropomorphism of Hotel Service Robots on Customer Service Satisfaction
	Abstract
	Keywords
	1. 引言
	2. 理论基础
	2.1. 服务机器人与多维度拟人化
	2.2. 期望确认模型

	3 研究假设与理论模型
	3.1. 拟人化的物理维度
	3.2. 拟人化的心理维度
	3.3. 温暖与信任
	3.4. 期望确认与满意度
	3.5. 研究模型

	4. 研究设计
	4.1. 问卷设计
	4.2. 问卷发放与回收

	5. 模型分析与结果
	5.1. 信效度分析
	5.2. 结构模型的检验

	6. 结论与讨论
	6.1. 研究结论
	6.2. 理论贡献与实践意义
	6.3. 不足与展望

	参考文献

