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TR P R A IR S5 ATl ok 1 i Z LB Pk, FAT, ORI 2 i AR N TR R TR
FYETAER IR (Yu, 2019), BEERMRMEN N TR BE (AL HORTE I 55 Sk 1) 8 20 P X
(Balasudarsun et al. , 2018), IR EFE | WIEFEZ N5 A2 2%, fla, nronr
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IRTEHE A S AT S R BEF IRBLES N, il 2 Sk Sl L L (R 0% 2 7= i 7 55
Meds . NTRReE A EE AR5 . AR FC AR THZ B8R, B Bl 5 B AR
AFE A (Gielens, 2024)

SRS RE % IR RE S B s b AR AT 55 @ET%%%MiFTﬂiﬂmﬁﬁﬁm fildn,
Xt A2 2 AR RIS IR B, 8 BE % R DRI ML £ 7 225 177 A B A AU A DT B Rok, lE— 2B i 2%
FIATE AL (Castelo et al. , 2019; Longoni et al. , 2019), HZF &350 uu}]—ﬂ?qj‘kﬁkﬁ ( Mozafari et
al., 2022) ., TELRIH TR0, W E T SRR M E SRR, (AR A& RT3
A b 2 2 ) A A S I S AR, A IR 2 R 1 45 (Huang & Rust, 2018), M5
Al 5 A BE % MR AR T TAERCRALAL I 28 4 RS W) R A B30 (Gielens, 2024) . I, 785
RE& Ml T 12 N FAL A 52T, Al (8 R 75 IR 22 38 Ab B AR 55 20 e, Ry LR T4 B 19 1 RO s
WP, N S T i SR A (JRMS A Aok X0E, 2024) .

AT N TR MRS #hRr SCRR R, IR 55 # DR 5 R LAY Ry W FP SR I . ) Jo D SREORIDRS it 4
R, WFFCEI, A TYANR, KSR REA AU I S B SERLOIE (Wei et al. , 2020) . 7E
N T2 RA OB SR EA AR, 7RSS BRI S5 UG BR T, “ SehE M RUS W AR b ROR
W YR P X B 2 5 i 55 AN RORE ) A S I B B 2 PR SR AR 55 R IG5 T, T < S bR G el
R B RNROR B RO X % 5 5 R S5 4D R R R IR T B (RS, 2022) , RUEE A FSTIR
ARV T N TR RAE R 55 2 WOR ROt 1 e 585088, R PR RE R I 5 N & e i oy =0, 15 sk
FORHE NI MBI RIGPES T HAFE B EES (Hu et al. |, 2021), EEEMATERKFMGEI A
ATE, HAT, ST RE % MM 55 #0 B BF 9% 32 22 R A T MR 45 10 i ok b B AR (TR B RE RN R R
2023; FiFE4 2021; %4, 2023; Wang et al., 2023) FR 5 45 R 0948 (Zhu et al. |
2023) , REBHFFAEGET T H—FRORME , ST a0l P A4 68 7 IR i 40 J5 -5 06 1t 4 SRR s Y 114 A
MBS, R LI, By TR E SR O T Bl i Re kb, DL AR R IR A1 IR R Gk
R R IO T8 A JR R, B — e SR ORI A LA T B 3 B S BR TR OR R AT Rk — 25 R
WHWARWEEL (Zhu et al. , 2023), [FHS, BESERE, FhRORME A PA T U X 9 4 100 3R I L
A REZW G IR THRMRORIE T AR LA S I 2 AN, IR RESR TH I 2% 8 X ol SR
MR (2445, 2022)

R T BUETE 9 X RE R MR 5 R I BEROR , AR SGHIEAT T — I SCAR A BT TR B, AR SR
CRBERMRT hIOCHERE < BARUR PR TR, #ﬁmAmﬁ&U%mmmm%ﬁ%ﬁﬁ
2 N T e 2R 15 422 S0 808 . i LDA £ BIHT R0 2438 E2RR4EE (ILHEsR 1),
Y FAME (R, BT z%)ﬂ%ﬁ%&(wﬁ#)Eﬁﬁﬁﬂ%f%ﬁ*oﬁ%m%L—

AN T W) T M5 R BRI (0 XU S W T4 LI SR i e, OF R S S B  oE B AL TR

ARSCR SR SC00 05, FE T OB A B R GAE 5 RIS, IRARTT T 68 % IR IR 55 #h ROk mk

P XHH 2 35 FE R RS AR, , T A B0 B A (4 mh A 4 T LA B it B2 g R 5 Ll . A SR B, e
E%%%ﬁFﬁW%%ﬁﬁ%mﬁTu&ﬂﬁ%ﬁf%,hﬁlmﬁﬂTﬁ%%m%ho%%,%
LR 3 R BE 2 IR IR 55 SRR W Yk 1) B Rk A RIS VE . R T 2R IR v R 49 1) 155
SRR A RS B R R T T S S Al G R OCHE I B (Bergner et al. , 2023), SREEEH T
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E /@ 7B ARG RO R, RIVGE I BUAR 55 JC W, T 9% 3 Ay 7 200 0 R L e 38 ool v s, T
IR 55 AR SREGS U P 9 AR S B 55 . AR S, 355 A i AL e = J 08 1) 15 A Bl RS RS e, 7
I 55 bR H SE AR B ) A NSRRI PP SR TR AN IR BB I, PRI, AR SO R T %8 BB 2% IR A 55 b K
RS BIE A, SO XSS [ il A R 55 R IECRb B P ) S BRAR 1A B R 8 St

2. XGRS HRMKIE

2.1 JIRS5 KRB BORIS IR )

AV AE T IR e 55 P T AR I b 2 W I 55 2R MO TRt 2R 95 R Ik AR, AEAE 251 R 2 Kk
BB, KRR 28 SE G R, T 288 AU BRI A M A% | id ] BEA& 4 T Imd 111 3
BEEFSMOIE#RCR, FBmksFaaxtF (Ligas & Coulter, 2001) , 2T AR5 M RES] A& 1
ZHEMHOL, A TR A A AN ROR G, 38 5 70 A RN BRI ) SRS RO A JZ= 1. AR kb
B T 0 B2 SR A SR At 10 My B b SRU  S W) JB BE R A A (Zhang et al. , 2023) . 4R
M, ERARE RS, B RER IRAE X2 EIRSFRMON, T H B A LE R T, B iR R
TREAEAEAE LA BARGF A ROBOR , ST T 2 F A DU PO RS, M2 T, BRI AL St
B MRS AR I 45 S RE e R AL RE & A IR 55 0 (L, HG v U ) 48 5 A ROHOR JE O B
(B, 2022) , HAT, TR BER MRS #DRORIE U X 2 98 RO R BT i AN TR

2.2 e MRNR IS #BORIE K S A A

ot in g i, ANRIAT 2332 BIRBAE AT R 2L il IR (4 A 4 % Zh i s e, AN 269 — D)4t
TG SNES AT LIRSS A —Fh 28 (Cao et al., 2015) 1M R4S RO A5 AT e B A2 2 5 A5 51 718
WHOPAA], JeHIE <5 —Bfa” prighiscse, BARIUNEE, tRRE AL BRI AR LR, HTAF
e, Kbkl g H TR RER R AR GRIETHER T RS B0, PR3 55 R I Im) f Jy ThT, 4% 10
YWHGZ X ES) (Jung & Seock, 2017), FEOEE S 5B, EILRMERE S SN
B, MR IR XS S, HIRGS RIRZFEYmHL (TIRESE, 2023) , X1 RE% RIR
S5 AN RO YT IR DG . B RRSE R I, SRR ) o SO ARk b SRR M L 58 K A2 0 2 o
R T B R RO o W BTk RO B B IR G2 A T 2 5 RIS 4, (XL 58 20l R O R R (B
FAE, 2009) o KEMRMRCE YR, AMUTCES I R BUWRAE S, R REON S E k., ML
ZF, WA S At AR £5 B i I RE TE A b AR S T 2 I TR N (T IBURAE, 2019)

PR R MM T, HHLEE XM ROR B P e B LA B, 58 e & IR IL Se P kg
PRNKL, T 9% AT AR AUERN B LR R E A R Ak T R Rk L A AR S, (AR TR RE R R =
NFEEE IR, RSN 2 A A DR IE Y« TR RE”  (Hu et al., 2021), BUEF, B S22
IR, I ST BE I R A R AN 4, H SRR AR RO, IR R X g
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FMRA R, ML, A58 RE R AR A A B 55 G W] RN OIE 56 D8 1 Bl 5 4R 1 4 S kb ofie, 0wl 1
FUF M OR AN SN, AR B AR S — )7 R B VISR A BB A TR kD AT 5
HSEREE (XIRESE, 2019), WREMSIB/DE RER IR A HLAS IR PELA I 9 & ok B “ AR RN, M
e RACABOR IS BB ACR . i, ARSCA N, R LIRSS R T, 8 RE R IRAS [R] A Al 55 £
BORMEIT 2011 2 ™ R 22 SRR, S A T B

Hl: ERFEMFRT, Bz “EHEHEVR", TEER “TOREHEH” HMERERF

FRRBHBEERER,

2.3 BhEnhaEm

RO SR A8 A A B O B ) FIRE T, SR AR AR D BRI R 2R i (Xu et al.
2024) , ARG FIEIIES, AW TOROEAR | SRR SO B T AR AR (anshPyak
ANTHHE) (Waytz et al. , 2010) . OFIRHITEIE 58 F AR BB % M m A BUAR NG R, DA ik 2 #4175
RN, SR 5% 5 1% 4 SO AT A

ASCNN, MRS RIS, BiesiR WU ARMERES )T Re iy 2% % B
E RSN, BEMEFHE S E TR, JREATE . B, WU (vs. SRS IR BURNBOR IS
PP AT G NI BB IRAT A B Tr . O e & IS A AR, T 2 3 X FL e th B
REANR A TEM AL A A EOU (Hu et al. , 2021), 4 BAMRERE NS 142 | 0O M6 2 T 9% 3 5
FAAMERT R, BEUS B S SV RIS 4 (TR AR, 2023) , IXFPIIT A R o S v %
FHrEE “XF T (feeling right) FOETE (Song et al. , 2023) , BEiifem AR Him , Hk, EWiE
Kbt (vs. JEREMUSYIIE) IRDRORIE T 23 K5 S tAh RO BV E . SR R IR Se F 41t
REHANRC (AnTEA) , R BILIE R IR RE T 1 SR BRI B 8 % B O “RRP AR e ™, W S50RG bl A
R VIR S FIEL S (Huang & Rust, 2018) , Miscie by moshse, WIREZE MR N 2 & W& e Ik 1%
Boa AR ML MZIBRENG:, TR kbR AT BRI LSO AT A AU R 1 .
In, SeiRBEY AN B 9 R DA Aol SR R 2 MR O A DR (R A R, T 4 R 2 R
£ (Desmet et al. , 2011), TIXFFEIEERBIE LR EFZMFZ—.

TH P T IR 55 DRI, R s A 230 R 55 b RS W Y R A8 5 | 2 LRSI (ot i) 197 26, MATTTAR
UF Hh R E G 2, N 2 AR KRS AT (PN S IERIPNE BT, 2017; Umasuthan et al. |
2017), FHHEGIRS , dEmisgn RS S B EE (Ball & Barnes, 2017), UL a0 TR
ﬁ:

H2: BEEERERRSHIERBAFFEEEZRZEEIFNEM,

2.4 SRR EYITEH

TEJH DR TS, W RRAEAEAA I T 5 4 X0 18] 32 B8 A 25 e a0, 170 ot ot 8 087 il L2 ) 1) 1 5%
BERDR, ISR A (Woodside & Walser, 2007) AR i AF 5 20, 3wl i A

121



BINE IR
2025 5 FH 28 (B5 594)

FAF R SR v, REREAER IS R MO R A < ZEnb sk is” , A RO A S i T s (TR
WEMITEZRWT, 2017) , BEAh, A Jiam B2 REAE I 45 Iz 55 2 W55 2 9 B LB I 5 2R (Sengupta et al. |
2015) . Mk, 7ege BARSFERE R, RS BB T B O K D SR E A, X — RO TR g
FMRIR T AR SR IL R

fif R 2 R R B MR M 55 4D SRR W Y X T B S ARG IR, BRI, aR A A R
S RS EER AN IROE, BT SR X IS5 R AR B R (MR E AR, 2017), XEE
WRAE , TP XA IS U AR, B S USRS R A SRS O X i AR B AR A T RE D
559, PR, i3t R A E S it e 55 b RO s I R RE AT SRR R 1k, X T 4t ity L et
IR AE RIS, T P W IS5 R AR SRR, I § R, “Sh—m ] A SR fhg
% FARRAME SR A BB, TRy s A R, AT 0 M L G i 17 2 F 4R T B 42, 31X
i SETUY” AR RERS NI B B IR s, AR T ERR S O R R AR S R, I,
B A ) 7 R B IR 55 e R Rt I 55 B A E SRS T, AR R AN ROBCR B oAk, T4 T
BB DTG BRI, 48 e an s

H3: REKRMIBERT, mmhREEEE e S MRARSS # BRI R e X iF 2 & B A8 B i 2 1A 1 1
A, BEX#MATEEIBENRMMERATER, BEMS, B (vs. B5F) RIS TEREER
“EYBRIERHST BRI BB, #HTRD T EEE DR,

FET LA SCRREE R FMBBSEHERT , AR SCHR Y BIERERIANE 1 FR

i LR B

B AR MR 5 D ROR IS
(GEW PR RS Fivs. SR AR P 5)
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3. IRIITSHES

ARG i P IS BT ARG AR G MB BRI, WHE 1a #8018 BER IRAE R 55 R (LT
KW EEET, ARG ARSI F (SEPBURRE# vs. SR MU B0) X5 9 3 58 R i
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(H1), BF5E 1b B 7 SCB i (SRR, TEWESE 1a BRI T35 9 AR AR ARG 86, I ik —
G R BT ORI BN BTSS0I RS 2 BRI T R RE R IRAE IR 55 R (5 RR
We) E5ET, SRR b RORIE K F (e RS M vs. SekE iU Y 50) X 2 58 AR R
(H1) DARFEAEEIHRANRY (H2) o WF5E 3 0T T MRS R M0 (R I AR 5E T i o B2 f) 380 1
O (H3) o

3.1 W51

3.1.1 A% la

BT 1a R T BRI R PKF (R Re % IR 55 Ah BOR IS T . e BRI A vs. Sol S 9 57)
RSB, B AERI R B % MR AN 7] 1R 55 RO B Y %o T 2 35 5 A0 22 S M

3010101 SRR

WSS la W BAEF5 WEL (Credamo) 3L 105 AR, HERR B K K@ i o gk, ki
B3 98 AL (L 64.4%, 21~30 % (7 55. 1%, 31~40 %5 28.6%) , ALK LIFLIE K
RS B A T BAR B SRR IT

PRI A 2 DI, ZORM G A — K E RV EWSE T — 1R, 3
WK KD, HIAGES ARG &R, RIE, PO e G IR TR SCFpRL, 7
e UEAE T A, WO S E B BN AR DR R, an < RATIEAE BN 2 AL BRI R,
TEARK 24 /NSF AR Y, A TARIERA TR, BAMEA A i R 204, It — DBk AT I
%, BRI R B, BORAE SIS, Sl N T, BRI DAE SRR AL RL, G < R 4
WA TR LU Sty RN, FRATTHE # BRAR 5 A SRS PR B 7 5 A V00, R AR i
FATIEAE AT LU BRG] 8E,  DABA DR IRATT 00 AR 55 B I R e 28, 3 AR Ak et 00 S5 15, RIS
FOBRAR AN SRR QAR HAR IR, SEREI R3], 78 SRR A, SRR INF S Z
FHI . BeESE e IG , Bl oe U P B8 B A R 0, 75 2 A BT 7 B b ek P s ol kI SRR 0y o SR
(1=584%A, 7T=4E%mE) . BE, FEBMHAE W («=0.855; FEuEISE, 2024) FIE
JE (a=0.794; KETAER, 2011) ERWES, ZBERT 7 K Likert £ (M “1=JE% A
OB 7=HEERET ) TR, BJE, SO 2B A THE RIS

3.1.1.2  SEEGzh

(1) BRUKE, MSTREA TRIZE SR R, EF XS AAN RO 17 BE AL, e iats i HORS pi kb RO
FEH RS (Myyg = 1. 57, Myuy =6.18, ¢ (96) =26.118, p <0.001) ; B9 khR A5 55 44K,
PARBA ) TR (Myyrs=6- 71, Mypug=1. 33, t (96) =-57.326, p <0.001), %
RS PR D) SRR T S BUA AR 3 25 5, SRR Tl

(2) B BERMRIR 55 D RORME T 10 22 528000 . DAY BB IR [9] Al 55 4O s Uk P4 H 78 6, LU
TH 2 H TE R R AR Sk EAT 7 225007, S5 R3RM], B % MRAE b B AR 55 2k e [ R 560 Jo J b
AR X 2 e A A SRR E T 320 (A1 2 F7R) (Mg = 5- 60, SD gy = 0- 66,
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M ygmmmn =35- 09, SD s =0.99, F (1, 96) =8.923, p =0.004, 7,°=0.085) . [FHf, FEL%
HRAEALBRIR 55 J W) s, < Sy B RE A b RO X 9 A I B A SR 1Y A [ S R
(M ygysmpin =5 54, SDypmmmn =0- 80, Mypwrmss =475, SDypmens =1.40, F (1, 96) = 11.825,
p =0.001, 1,°=0.110) , HEAIXHE K FERAHMICHE XS (My=5.52, SD=0. 72, M, =5.24,
SD=0.95, F (1, 96) =2.283, p =0.134), JR55#MRCRME U7 4G FIVE 0 H 2 & 98 -0 22 HAE
AR (F (1, 94) =0.325, p =0.570)

6.00 4

5.60 5.54

5.09 m e Ok RUE AR
5.00 1 4.75 o el RS TR
4.00 1
3.00 1
2.00
1.00 -
0.00 : '

&I T E EI R

P2 B REZ MR 55 AR IS U P T 1 3% 38 5 A8V Eh W T L 4 52 )

3.1.2 #F% 1b

WF7E 1b B A SCIAE B R (S5RRM) , DLt — 4R T S 00 45 SR (R fle s R ANk e L AR
WFFER IR R =K (B REE RIS M RORIE KT . e BERE il vs. JokEMUSYIBT vs. [N #EAT
KA TR R ) AR SRR BT, B — A B0 U AR & IR AN [ i 55 I R 5 W U X 31 2 3 5 S
25 SEPERC N

3.1.2.1 SRR

WFFE 1b i B4 W (Credamo) FRZE 171 A #0R, HEBRTE = I A i gk, ik
3 156 IARAE (LtEd 71%, 31~40 % 5 44.9%, 21~30 %5 42.3%) , 1253 v SR 8 0 5
JERIII 1R 55T 1la — 3L

P e TR E B LS I AR AR, BB — A AR Y & WSS T — R, (R
B ISR SR EAATE, NN E AR, BIGE SR & mi Rt rifn”, BiEs,
PP AL 2 3 LI, PR e % IO R IR 55 #bROR IS DO 6 (e BT E A vs. JEXEM
JEYIRT vs. [FIRFHEATRI A B RO B9SCFRORE, BARI S, <SRBI BUEERT A5 <SR Y
B ARSI R SRR BT S AESE 1a 200, < [ EATORS P R0 S5 R D0 9 b b sRSR e
[ S (A PR EE R ) o BOKTE R L5 B G R e U 28 SE A («=0.857; FERNINSE,
2024) FMIHEIWEE (a=0.871; KEFZAEIRK, 2011) BENHE, ZEERH 7 H Likert 1%

124



% B, F

SIEALIE R MG AT AR B IRR S AN RO R 3T 9E R 9 A RO AR R

O “1=FEBARRE 8 7= RAZ ) BN, BB A G HE B s

3.1.2.2  SLERESE

(1) RYRI, MTHEAR TRIGEE R TR, FFRPR AN RO T BEA R, ol aa o RS Ff b RO
JEEE (Mg =1.96, My =6.06, t (154) =27.307, p <0.001); &% Fh R i1 B bk,
PRI ) TR RO JE S (Mg =642, My =1.83, ¢ (154) =-31.212, p <0.001),
RUDHE M ROR P BN T S RUR AR B8 22 5, SEIR A

(2) BRER MR 55 AM BRI e 215 10 22 S B8O, DA R 2% AN [+ I 55 b BOR W U7 25
AAR G, DIHE SR AR AT 2000, SRR, ESRRMER T, BT e
JEHIRT AR TR R ORI YT (Mg = 5- 65, SD s = 0. 50,
M ysmmas =522, SDywmmss = 1.30, F (1, 102) =4.767, p =0.031, n,>=0.045) XFiH 2% 56 40
HA WA IE R, [N, BRERIR e BUsRs 1 A AN ROR IS U R X 11 9% 2 o I 2 ™ A B
SRAYIERE (Mg =4 65, SDymmmnm = 147, Mupwrps =3-99, SDyymmms = 1.49, F (1,
102) =5.047, p=0.027, 7,°=0.047) , AHECT “[EINFHTREMFYBANE, BREF IR WG
R B9 A RO W KT (Mypmrgm = 5-65, SDygmmmu = 0-50, Musssirmmnmms = S- 29,
SD st =0- 96, F (1, 102) =5.472, p=0.021, 5,>=0.051) XJ i 2% 96 HLHA HIR
MM, R, BRERMR < SePBUS RS RN BRI YO 0 T 9 R A B SR A AE 1] 5
W Moggmrmm = 465, SDywmrmm = 147, Mampommnmmme = 4 08, SDmwwmmwmmmns = 1- 14,
F (1, 102) =4.874, p=0.030, 5,°=0.046) . 51X H & 58 A0 TC k% 22 5% (M, =5.50,
SDy=0.91, M, =5.34, SD,=1.02, F (1, 154) =0.819, p =0.367),

WFFE 1a FIWTSE 1b ARCIAE T HI, WFFEERERY], SEXARI A IR 55 R WSS 1Y (REYE 2 IS RN 445 21
KM, AHECT SRR M RIS TRE A SR, BRERIR e BURAE R AR
PRSP S 5 AT O ve L, JF4RTHE e Rl

3.2 WFsE2

WF9E 2 KA TR E MK (B RER IR 5 bR M T . e B HREH vs. JEAEHIE 9 5
HISLE T, B — SRR AR,

3.2.1 ¥

W5 2 3575 WAL (Credamo) FH5F 114 29, HEBREE IR A E i i 9k, Shilise
F 108 AR (LPEb 68.5%, 31~40 %15 47.2%, 21~30 %5 20.7%) , WF5E 2 i T 58F5%
1b FHIEI A SER BT (SRR .

PO e P S IR B AR, R E R — A A AE YT & W SE T — R A, (HIR
SR A0S SR IR, A AR, RGBS LT G ER##E TN, B84,
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PR RENL 733 2 A0, Pl R IR e BRI M B0 SRR M RO R, B
RIS EAER R 55T 1b 250, Bl 322 ¥ Je T E S B (a=0.869; McCullough et al.
1998) FIE TR ETEA (a=0.846; TRIMNSE, 2024) HEMAE, AEBRA 7 % Likert £ (M
“U=AEWARE" B 7=AEWREE" ) #TE, BEH#HTMARIHERNIES

3.2.2 FEEBLER

(1) BRYRGR, M FEAR TRIES R BN, EXPRE AN RO IS S AR R i RS e b i A
JETES (Mg =1. 62, Mpng =6.09, ¢ (106) =34.144, p <0.001) ; EFXF 9 FANKAE SR,
BB I B AN ROFR B R (Mg = 6. 34, Mg = 1. 64, ¢ (106) = -34.682, p <0.001),
RUPRIAIANBCRY) BT IS BEROR AL 3 25 5, SEIR B )

(2) B REE MR 55 #MRORME T 10 22 53800, PRIV R 7 220 45 R o, FRER IR “ e
JERGHET BIANRORIE OO e ORI B (Mg =5- 86, SDypmmpn = 0- 73, Migpmmns =
5.53, SDyymmmn=0.78, F (1, 106) =4.906, p =0.029, 7,°=0.044) X 3% 58 A EA HIR MY
R BRER MR W UK AR ROR ISR P I SR MR Y B (Mg = 5. 33,
SD i = 1- 04, Mypwrms =4 41, SDypowrss = 141, F (1, 106) = 14.827, p <0.001, n,°=
0.123) XA 2 F I HA R AY IE 17 5200,

(3) AR, ABFTE R SPSS26 H 1) Process i F K 5 if /v S0, HE IR AL 4, 24
95% EAF XML S 0 B, REIPAYERI S, G50 BR, AR (B RE& RIS #h ORI T
—BET R BRSO B (effect size=0.332, SE=0.100, 95% CI [0. 148, 0. 544] ),

WA IRRN, 58 2 R TS | (SRR, #E— PRk T HL, [RINAEIE T RS 7R R
B2 1 IR 55+ D RER W U7 X6V 9% 2 S g b g iR HT (H2)

3.3 W53

WE5E 3 RTT 2 (B RER MRS ANROR G Y . SEMI S KRG H vs. SERIMUR I x2 (A fESR
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KT TH T E TE SR B 0.076 [-0.134, 0.291]
4. ARG 5iiE

4.1 WFsEssis

ARSCEE A TS S A B, B RE R MR AE AL PR 55 R Ry , Bz ek e (BFE
la) A1 “[RIBEATHG MFIPIBANRE” (W5 1b) , BRER MR “ S B RE AOAMROR IS U7 g
WA BRI A TR, HX—ROEH T 2 M ks KI5 (BF5E 1a FIBESE 1) o RS, K
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Apologize First or Compensate First? The Empathetic Effect of the Order
of Intelligent Customer Service Compensation Strategies on Consumer Forgiveness

Yang Hui Zhong Ruirui Cao Qi

(School of Business Administration, Jiangxi University of Finance and Economics, Nanchang, 330013)

Abstract; With the rapid development of Al technology, intelligent customer service systems are
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increasingly used in enterprise services, but there are still many problems in handling service failures.
Currently, there is insufficient research related to how intelligent customer service can effectively enhance
consumer forgiveness by optimising the order of remediation strategies. Based on this, this paper, grounded in
the theory of mindfulness perception and the theory of brand signaling, systematically explores the effects of
intelligent customer service remediation strategy sequences on consumer forgiveness in different online
consumption contexts through four experiments, and reveals the boundary effect of brand strength. The results
of the study show that, in the case of online service failure, intelligent customer service adopts the remedial
strategy order of ‘ material first and then spiritual’ to obtain more forgiveness from consumers, and the
mechanism of this strategy is that it can enhance the empathy effect of consumers. However, the effect of this
strategy is weakened in the case of strong brands. This paper not only expands the theoretical research on the
order of remediation strategies and consumer forgiveness in intelligent customer service, but also provides
guidance for enterprises to optimise the practical use of intelligent customer service systems.

Key words: Service failure; Intelligent customer service remediation; Ordering effect; Empathy;

Consumer forgiveness
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