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Abstract: With the improvement of artificial intelligence and other technologies and the increase of labor costs in the service
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service employees. Similar to human services, service failures of chatbots are also inevitable. Yet few studies have explored
customer responses to failures in chatbot service. In addition, previous studies have found that both identity disclosure and cla-
rification in human-machine information communication can influence customer response, yet whether forewarning can play a
role is still unknown.

Based on the social response theory and the expectation-disconfirmation theory, this research investigates the effect of an-
thropomorphism on customer satisfaction and intention to continued use in the chatbots service failure and the mediating effect
of disconfirmation. From the perspective of inoculation theory, we introduced forewarning as a moderator and examined its’
moderating effect. The different levels of anthropomorphism of chatbots were manipulated successfully through a pretest, and
then we executed three experiments to collect data and analyzed these data to verify these hypotheses. Spss22.0 software and
one-way analysis of variance are conducted to test the influence of the level of anthropomorphism on customer satisfaction, lin-
ear regression analysis was used to examine the impact of satisfaction on the intention to continued use. Process plug-in and
bootstrap analysis were used to investigate the mediating effect of negative disconfirmation and the moderating effect of fore-
warning and try to rule out other alternative mediating explanations.

The study results show that after the chatbots service fails, high (vs. low) anthropomorphism causes lower customer satis-
faction, which leads lower intention to continued use (study 1); negative disconfirmation plays a mediating role between the an-
thropomorphism and customer satisfaction the alternative mediations of locus of attribution and perceived usefulness are ex-
cluded (study 2); with (vs. without) forewarning weakens the connection between the anthropomorphism and the negative dis-
confirmation (study 3).

Our study contributes theoretically by supporting the negative effect of anthropomorphizing chatbots on customer re-
sponse and revealing the underlying mechanism and boundary condition. The results enhance the related study on anthropo-
morphism, especially the negative effects of anthropomorphism. Meanwhile, the study provides a new perspective for explor-
ing human-machine information communication in chatbots service failure and expands the application scope of inoculation
theory in the field of service robots. The conclusions provide theoretical guidance and reference for service providers to design
the appearance of chatbots and alleviate the consequences of service failure.

Keywords: chatbots; anthropomorphism; negative disconfirmation; forewarning; service failure
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