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Abstract

Against the backdrop of the global shortage of medical resources and the pain points of the tradi-
tional medical service model, AIGC-driven medical intelligent customer service has become an im-
portant direction for the transformation and upgrading of medical services. Taking the Unified The-
ory of Acceptance and Use of Technology (UTAUT) as the core, this study integrates the Diffusion of
Innovation Theory (DOI) and the Social Presence Theory, introduces variables such as perceived
compatibility, relative advantage and anthropomorphism, and incorporates the contextual variable
of internet privacy concern, so as to construct a model of influencing factors on users’ adoption in-
tention of medical intelligent customer service. Taking “Xunyi Xiao Q” of XYWY.com as the research
object, this study collects data through questionnaire surveys and conducts an empirical analysis
using the Partial Least Squares Structural Equation Model (PLS-SEM). The results show that perfor-
mance expectancy, effort expectancy, relative advantage, anthropomorphism, and perceived qual-
ity of human-computer interaction all have significant positive effects on users’ adoption intention,
while internet privacy concern exerts a significant negative effect. Perceived trust plays a mediating
role between performance expectancy and adoption intention, and perceived compatibility and
awareness positively affect performance expectancy. The research conclusions provide a theoreti-
cal basis and practical strategies for optimizing the design of medical intelligent customer service
systems and improving user acceptance, thus helping to alleviate the contradiction between the
supply and demand of medical resources.
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Figure 1. Research model
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Table 1. Demographic information
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