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i, REBWFTAL L i R AR AL AU A1 ISR BTl SR A T 4 S
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Zi b, ARVTI G I 235 T HLE NS X  ER RN52 5y B B A R i HA — 3 5

AT ST LS AR S 2 H 8 2 BE (Mori, 1970) T 1970 4F42 2%
WA BE , ABIA AL AAEFE I (H i R BB 1A 2 58 2 H A AP UL, AN S B 22 78 2% M 5 i 1 5%
RN EZRLAR PGB O DI R E 7R BIE (8] U B RR AR, WA ER R, &
HLES NAUNAAK TR — 2 ORI A R . s WA O AL A 2 PR G AT 2% B2 R S R T 45 30 4ol 1 2
MR R 5 S i R TR A, AT AR AR I B R LA B RS L i %
TEASR AT R P ARAT “ARPREE AarBiiE, DT OB 55 7= i ml ol e 2 TB] ) RSy, SR PO — il it
FFRU L AALEALERSMLIBLES A, AR ISP BL & A PPN SRR, 237 A B R A e il e
LA (Moro et al., 2018) HYBFFERM], HAREHTH A2 AN 8 AREN B2 5/ APLE 3hid f2
AN S 5 B RER IR B - LA KA R EL TR s v, 1 TSR M B sh oK,
Jo % SEAT AT RS AR SN K B AL A EAT L8 0 7 A B B 1 B 2 o T DL B WL, ARSCER
LT BB

Hia: HLER NSNS (@ vs. o ovs, AR) TR R BT - LA A, BRI 4D ALK P BE fE
R AL LS ARA

W RM, HLE AR SC 5 45 RAT IE [l 520 >0 B % LS A ABLA AL A SR 2 B A 1468 1 i
IR CYNIED SV S = VR S E et B S B S S E s i S eX G EE VO T DN IR =4 &5 v Rl | 8
SO SE (2022) ROBFTERMI, @it 2e B2 a0 3 S R R A SR AT B i pL s N7 3%
SN IR N R AR NS, IO 25 £ fil P v B 7 ) SR 3 3 22 5 N ARk T RE 7 AH T i
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AN RN A B2 X BT PR

HLES ST LA o ot 2 X AL A% A IR SR > 255 N (Lee et al., 2011) (58 KB,
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2020) MBFSERIL, B AL FRBLE NS IR SRR >, BTl AR I LR K .
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A5 Iy, BRI RE TS RE T R B 9 58 5 RUE R4S AR, BLER A SO A IE o 4 et
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SEBE ST AE AL AN SN UL AU A 1 =22 [ ) A A 2

() PR

AR SCHBIE 5T AR 1A BTG
Kl 1R, H5a H6a—H6b

=, TWRITEER
NS

AER, MORBEZH | sodekr
W AR IR g R R g L e )

Do N ST LA
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Ty —F PR = (APIAAGES vs. Hovs. ) (OZHIA IR BT, 5250 B RS I HLEs A Sh
KA A KT XoF 50 5 — AL AR ZS AR B i 52 M (EDAG58 Hla A1 HIb) o O T RG50S0 56 AR I
MR, IR AT, ARG T SR,

1. SERRT

PSEH R EER L iy i, 4k SR ae e I B A IA . R SOR, A S LB HUA (1) 8 45
B & Z M7 S TR SR B — ST PR R R AR AR, BR T LA AL
MUK, BRWEE, SCF . B 5, BRSSO U ) S pR i — Bk 5
T, TSR B+ SCF ISR S8 75X, SEEe AR AT

T IRALL T RS 16 &, RAEIELE A ki, JEAME ML . BORBNEIERTG , HHAEIR S5 AL
AL ANHERE— FAH I S AR T "

T RMELEEFEN (Choi et al., 2021)"°" [YBFFE M H AW KW (Henn-na) HLEF TG, B bk
BEHL A FCE) = MESE T (R PR =LA AN AR ) 1 —AS, JE7E B8 S kLS 124 DL
[, MRS AL NE RGN SHL AR (1 =3E%R0LE, R — 0k, S=dE% A%, HE—
AN o AR R - AL ARSI & 4% B Bl F 5S8R (Giintiirkiin et al., 2020) V' f9F5T, PR
FHE 4% Hodn A B354 ( Bhattacharjee, 2001) 3% P ez (Lee, 2010) 7Y BOERSE . AN, AR
FErER], A, ZBERE . Bk, A YL AL COVID-19 FBE A AR il A8 it

S B0 1ok (1) 4 L Sl A PR SR, 105 AR B REALA R =4, # TR BT SR AR LR A
SNRIINACAE A TAT 23, 105 AEEARH, Bk 51 A, otk s4 A, SRR E 20 0a R wR, BAK
A EPHERANANZAAFEREEES (M =3-657, My =2.543, My =1.971, F=
32.986, P=0.000<0.001), £ LESFEI, BAMKFELES A4 (P=0.000<0.001) , =l

83



2023 AFEE S ARG, M8, FEBL, AREEL IRISHLER AT B 1 R S b R BRI

R4S (P=0.000<0.001) . HAEHALH] (P=0.008<0.01) H4rRIfE1E R & 25, LN A28
SRR AR, AR 3T IE R SR Y

2. LB HTEFF

I — R R S TSI R — B, g — AR S, AN EN A SRR, it A
HEMAFERN (18~35 %) JEHRWEAIH A U EH 0 g (17 2 REA T AR Z WS HIE ] 1 2% A #
A RE T AN, Pl E R TR R AT, EN A R 96 44 H AR R SEE S
SISy, YaABEsL R A (L b RIS 32 ), IEXTSEER AR P R HL &R
NAMIINACACEFEATAT 3 N T e KRR BRI SE I R AR A A A%, A S 56 T i i PR 2 2R Bl ARAIE
WEHTARZ i AHOCHYZRE EIRAT, Rk O TS 00 rh A REAS 5 5200 — RN SE 0 “ROMEA &

LI RIA AT R 92 X (B 31 A, 31 A, K30 N), AREN95.83%, H, HiE43 A,
k49 N, 82.61%MIBHAA ML Azt SN ERIT 2T a R A, MK = Al =0
AWANHZ S B2 (M0, =3-806, My =2.419, Mgy, =1.733, F=36.951, P=0.000<
0.001), ZMEILESG KM, AMAKTAE MBI (P=0.000<0.001) , @& ARG (P=
0.000<0.001) , FAUEHALLH] (P=0.024<0.05) oilfFfERE2S, v A= R,

3. SRECR S ThE

WFREER W, ALK =D B 2 DA A HZ BRI -l ds AR (M0 = 3. 161,
Mg =3 008, Mg, =2.500, F=5.285, P=0.007<0.01) DAFfERFMZESR, MK =44l
FERR I F R E RS, ZELBE LR, mARAACH LR -l AR EAA7E 35 22 5%
(P=0.010<0.05), mAFHALL (P=0.768>0.05) ., FHUKIMAIAH (P=0.063>0.05) FEEi% -HL
AR B TR #2255 . Hla fB28UE, HIb RWST,

ST —RERH] A TARBLAS AP ALK, A K B R A R0 A 17 2
R — Bl g AR, AEZ ML AR A SN K F X8 PO [ R 52 M I W 25 28 5

(=) ==

SEHG TRARDT FIR RO R R A AL SEE T RAPRL IR S S — DR B, TR AR L
FURFIRE ) B9 I, S8 H B R A5 — F e ERON Z B AP A E (RIK % H2a, H2b, H3a, H3b,
H4a, H4b, H5a, H5b) ., BHNRBEFUEAIGE )00 & 4% H E2K [ BE% (Judd et al., 2005)7 | JA%
N (Zhou et al., 2019) " yHF5%

1 SRR SR

S ZNE N B R AR SE 93 A E i, SRR SRR B 2 5B g a3 A
Fl=ASmA T (mL L RIS 31 ), FEXS SR AR A BLAR ALK #E AT T 23
LA AR 90 N (55, H . IRIIARALS 30 ), AREEN 96.77%, Hop, B34 A, @tk
56 N\, 83.33%MIBRA M HPLER NS, SR DT 220 s R s, K = AR 2= 0 A
HZIFAE R E 2R (Myy = 3-767, My = 2.667, Mgy, = 1.500, F=39.205, P =0.000<
0.001), ZHEIEFEEN, PAKFELEREFFPAL] (P=0.000<0.001) , w=HEMAHL (P=
0.000<0.001) , FFAUEPI DL (P=0.000<0.001) Horslfffe 25, Wl AZRERIZMIN

2. SEECRSThE

WFREER R, AT = AL 2 A A Z AR R e A B2 57 (Mg =
3.640, My =3.247, My, =2.953, F=6.219, P=0.003<0.01), ZEIEFLEH, &AMRKIYAL
AEIRIRE LA E 225 (P=0.003<0.01), mAREIAILAL (P=0.138>0.05) . HAMEIIALLA
(P=0.329>0.05) 7EEHNERE L CERE25, Wik, H2a lor, ALK =A4lm 204G B4 2 6
FERAIRE S EAFAE B EVEZE R (M =3- 833, My, =3-433, Mgy, =3.358, F=5.044, P=0.008
<0.01), ZHEWKFELR, SARSAHERBARR N FAAEREZES (P=0.016<0.05), Pl ALL
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40 (P=0.050=0.05) , AMEIALLL (P=0.897>0.05) FEEAE T F RS, Kitk, H2b 857,

XF T F ROV AR, SR TR G SRR — A R AR B, A =AM = DA A
] 7E R 2 LA MRS (Moo =3- 333, My pq =2.950, Mgy, =2.675, F=5.424, P=0.006<0.01)
AR EEZE R TAAACE A B AR m E R 25, 25 G kM, & AR
MNEALERZ P AR FAEE R EZE SR (P=0.006<0.01), AT IALLLA (P=0.168>0.05) , H
AR (P=0.395>0.05) TR -HLAF ANKAR F R E 2

KA SPSS 2 FE Y PROCESS (588 4 6 50 8% 1 92 FUSCHITBE I (9 Fh A 280, BB 4k 8t (Boot-
strapping) KECH 5 000, F57 45 LW, AR IR 0 3 5 WA Jii &% - HLAS AAKZR (8=0.592, P=0.000<
0.001) FIH-KMEHZER (B=0.382, P=0.007<0.01), Kk, H3a Fl H3b 57, EHIAE S X% Bl a8
MNRAE (B=0.064, P=0.670>0.05) FIHRMEHER (8=0.214, P=0.226>0.05) MFZMAEE, K,
Hda 1 Hab ST,

PIBLES NSNS A = o S I8, AR R AL as AU AL B 5% - BIL 25 A AR 7S 1) B #2850 A
B (Bupuy =-0.212, LLCI=-0.544, ULCI=0.120, X[a% 0), BARBE oA 840 0 B A5 X ) 45
BARE 0 (B =-0-401, LLCI=-0.819, ULCI=-0.113), A F B E KV BHAE N P A BN E
fHEIX AL R E 0 (B = 0. 029, LLCI=-0.156, ULCI=0.183), AKikF| 8 HEAKFE, LUHLE AL
N E A S IR, TACE LSS NP AL 30 % - L8 AR AN B (B s =
-0.166, LLCI=-0.494, ULCI=0.161, X[E & 0), BEAREET N BAMEGXESE RSSO
(Biyizsos = —0. 242, LLCI=-0.596, ULCI=-0.000), 53| 8 &K, BAGE S A 842 09 B 15 X )
G5 0 (B =—0. 027, LLCI=-0.140, ULCI=0.167), KiLF| 8 HFKFE, L Eg5REN,
BLAS A SN AR FT LA SE 2 /8 0 i B 1) vh A A FH 52 i Ji 2% — ML A AR, (LR RE 1 i v A A R
AT

PABLES AP AL B2 S IR, AR B LA A S WEALL Ak 80 75 U0 fe P 28 1) 194 B 38007 A T 3
(Brgeue =0. 213, LLCI=-0.179, ULCI=0.605, X[ 0), &R BE A B A2 0 8 A5 X 4521 A 5 0
(Bigugy =—0.259, LLCI=-0.591, ULCI=-0.026), k|8 EKF-; RAGES DA BN E(E XS R
0 (B =—0.098, LLCI=-0.277, ULCI=0.102), AKiLF|EEKF, LML AL E L NS
HRAL, rhACE I AILES A ILADL AL 20 P I 08 P 28 ) ) BRSO AN 38 (B ygpeney = 0. 241, LLCI=-0. 146,
ULCI=0.628, X[A]% 0), AR (Bjypy = 0. 156, LLCI=-0.407, ULCI=0.007) FIEH fE
(B =—0. 089, LLCI=-0.253, ULCI=0.091) oty 85 X A4 R 0, RiXF R EAKF,
DA EZSIRZRT, HLAs AU AR AT AT b /% ik Iz 14 v A 1 5 e P £ P ), AELER R 68 ) 9 v A
VERAR IS, I, H5a W7, HSb A7,

S AR A L TARBLAS AP ALK, S A K B RE A8 9 AR U2 Y i 92 5 RE ) JR%
A DU, BLER SN AL AT LA s /R0 ¥ B 1 v A A FH 2 i) J 2 — AL g A R0 P feff 1
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Research on the Effect of Service Robot Anthropomorphism on

Hotel Customers’ Emotion and Transaction Intention
SONG Xiaoxiao', LI Yunpeng', TANG Yue’, GU Huimin’
(1. Capital University of Economics and Business, Beijing 100070 ;
2. Beijing Hospitality Institute, Beijing 102601 ;
3. Beijing International Studies University, Beijing 100024 )

Abstract ;: Based on the uncanny valley theory and the stereotype content model, this study explores the mech-
anism and boundary conditions of robot anthropomorphism on relational marketing outcome ( customer-robot attach-
ment) and transactional marketing outcome ( continuous intention to use robots) through three groups of experi-
ments in two different service scenarios of hotel concierge and check-in services. The results show that there are
significant differences in the effects of the level of robot anthropomorphism on customer-robot attachment, but no
significant differences on customers’ continuous intention to use robots. The higher the robot anthropomorphism lev-
el, the more positive the customer-robot attachment. Moreover, the effects of the level of robot anthropomorphism
on perceived warmth and perceived competence are significantly different. Specifically, there are significant differ-
ences in perceived warmth and perceived competence between high and low groups. The higher the robot anthropo-
morphism level, the more positive the warmth perception and competence perception. Furthermore, robot anthropo-
morphism affects customer-robot attachment and customers’ continuous intention to use robots through the mediating
role of perceived warmth. Besides, relationship norm orientation positively moderates the effect of perceived warmth
on customer-robot attachment. The mediating effect of perceived warmth between robot anthropomorphism and cus-
tomer-robot attachment is enhanced irrespective of whether the customer relationship norm orientation is communal-
oriented or exchange-oriented.

This study makes several theoretical contributions regarding customer response to hotel robot service. First,
this study advances service robot literature by exploring the effects of different levels of robot appearance anthropo-
morphism on customer-robot attachment and customers’ continuous intention to use robots. Second, this study ex-
tends the application of the stereotype content model in hotel human-robot interaction contexts. Third, this study
discovers the boundary role of individual characteristics in human-robot interaction by examining the moderating
effect of relationship norm orientation.

Keywords: hotel; robot anthropomorphism; relational-transactional marketing outcomes; perceived warmth;

perceived competence; relationship norm orientation
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