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INGE - OXFF P RS (1 I A 25 B8 T 3 — 1
i 55 Jife A Iy BE AN B — B R 55 15 5%, X AR 45 ik R 1Y
S U T IR S5 1 R 1 22 R B oA Rk —
5T @ H AT SCHk AN R Tk EER S H
T ik, SR R FLSL I A 2% 1 PR
B 7 TC B S P A B RS S
WG, SR AR5 30 TSR ik m R
BECPE, SRR RR 2R RAE, BT LI & R
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P BRI R IR AR MERR AR . BUS R R IA A —
TR AR 0 25 TR B, E AR AR IR S5 I B R B R P
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BER . BRMTE, BEMWE M 45
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Yy F S BCRAS, JEDCHCAE I 1) IR 55w Rz 5K ek,
ISR A IR 55 AR 56

RN — B AE S E AN 2 s .
32 HARAWBZ: ET REKRE M Al BFER

KR AR PR B8 AL R 5T

PRI IR 55 HLAEE 00 17 Bk 3 35 AR 0 % T s
FURE R EENEYRFNELREA
WEE N, HO B I A T8 BRI IR 5 K Bk
S ANTEMT, ST IR S5 LA A BRI 5 i AL
il B 200 T AN R R 45 B B 1) 22 S, RS 38 HOA
) B Bz ) B A BT A i o o BT IR S5k
L& (Voorhees et al., 2017), 7EMR L4 A5 H]
FAE B R, AT AR B AR R 55 #2 il
MRS . RS R =A BB, W T &5
HIMF B 2E TR G AE 5 BT IR o WK R 55 B2 i B B
Al 1HIRFTA B BRI P 28R, @ FE; kRS
i A Bt B A 4R A B AR 0, 2 P
R 55 A B B B AR 2 A T P AN 4, AR P
FEAL A5G MRS IRAR AN R B B Al SR 1A H 1Y i 22
S, BB EERMNOEBRRENE. #R
55 AR Y =AW B A i F IR BRI I L A R

&N

T

Z

C



1016 DI = N S

AhY
\up|

= V

©

WRLZEFBITARE —

ek S P AP U

9633 4%

A REEE
i BE
Y I , i

L @ g ; @ ]
R
il VS
ﬁ y 33

R Ty

VIR B —> IR — RS

- IR R P R

B2 BT 2 At SR R Y PP 0 ) 5 1 R I A

W, IR — DR R IR 55 B B IR 55 AL 2 AR Ik
FIENFX PRl . PR _E
BTG = AR5
321 MREEMME, RENFBAREIBRER
Xt P EREERN R L H

TERIR MR 55 He fi B B, FH P XTI %5 T M A%
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WA RS, 5P ESEE, kPR
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2007) . SALME A TCIE O B AE L, 24 AT Rk FR
175 BT, FH P ST A R B 7 B OF T Y RO
AT 7 A A AL S AR g o BT g P S
ALZ A1 BE Rz, B9 P X ALI(EE, —H
ST TR, P A AT RRIE S ATEER RS o

TR L, Al PIERIE A S B
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Bl N R 55 it A 1A ) 9 B (IR 55 #z ik, i 55 o
FH, M55 S0 22 54k 017 B3 38 0 28 (R Ak
TR, S, R, BESAT R T RS (H P
HEE. REHEE. HARE).

RN A B AE S E AN ] 3 s
33 MRAE=: ET REBEEW Al BFRX

XA A PRI B 0 AL R 5

IR 55 WL 2% N 3 1 17 SRR 2 3 Ty =%t 1 e
PRI | B AR S5 R R R 0 P R i
HEAGEEE X, HEA W AEEUE R —R
SAEEE R 1T IR S5 AL AR N RS 1 B R 38 T =00
H P IREG sZma L], ARRSEET Al Z8E
IR F R T A RA Rl — L FEE Ly et al.,
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When artificial intelligence faces human emotions: The impact mechanism of
emotion expression in Al-empower ed service robots on user experience
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Abstract: The rapid development of next-generation Al technology has brought about profound transformations
in the service environment, “Al+” has become an important strategic issue in China. However, current Al
services still face challenges such as user resistance, low acceptance, and poor service experiences.
Therefore, enhancing the emotional expression capabilities of service robots has become critical to improving
user experience. This study takes the perspective of the process of Al-empowered emotion connection,
establishing an “Emotional Recognition, Emotional Expression Content, Emotional Expression Methods”
framework in human-Al interaction. Three core aspects are addressed: (1) Constructing a user emotion
recognition method based on a multi-modal emotion computation model and building a user emotional
matrix. (2) Exploring the role mechanism of AI emotional expression content across various stages of
service interaction. (3) Investigating the impact mechanisms of Al emotional expression methods on user
experience based on service contexts. By integrating behavioral experiments with neuroscientific
experiments, this research aims to uncover the “black box” of user service experience. This study provides a
comprehensive theoretical framework for exploring the impact of Al emotional expression in human-Al
interaction, providing a new direction for the integrated development of AI and service industry, and
contributing to the creation of a new paradigm for intelligent services in the era of “Al+.”

Keywords: Al customer service, human-Al interaction, service robot, emotional expression, user experience



