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The influence of chatbot communication style on consumer willingness to use
——Analysis based on social exclusion context
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Jinan University
[Abstract] With the change of lifestyle, consumers often face social exclusion situations. The advancement of
artificial intelligence technology has made the application of chatbots increasingly widespread, while consumers'
acceptance of them is still limited. Therefore, it is particularly important for enterprises to ingeniously design the
communication styles of chatbots. The purpose of this paper is to explore the interaction effect of social
exclusion situations and different communication styles of chatbots on consumers' continuous usage intention.
The empirical results show that when being socially excluded, consumers have a higher continuous usage
intention for chatbots with a social—oriented communication style; when being socially accepted, there is no
significant difference in consumers' continuous usage intention for chatbots with social—oriented and
task—oriented communication styles. The research conclusion provides important ideas to a certain extent for

enterprises to design the communication styles of service robots.
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