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IR 55412, Heful A D3RI (Bitner, 1995). 244l
BEA AW, SNSREEN RS LA
ATAEG T, &% - R T.(S844) T hH
BESFE M . BT RRS LA =0 E 8,
HEREEE RN £t H 3R K (Odekerken-
Schréder et al., 2021) (4N 1 G FiR), RS HL

55
HAR

i N—TAEIRBE T e 2 A 2% 1 Z A& o A 1
5o B AR 0 ) AR KU L R
2200 TSR (E AR W) A 5k PR 5F — 2 (Karahanna
et al., 2006), b Ah, T 5 KT FIHLAE A LA
i, U Choi 45(2022) 4 H /8% DG 1 St I &2 305 15 14
B AR N 5 S 209V & R McLeay %
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Rz AR N FEREA — 2 B A0 % (Soderlund
& Oikarinen, 2021). M0 R GEE IS, MRk 55HL
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5 R R e A B 18] 1 & & (Shi et al., 2022),
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MR 55 WL N BE A TAE BT, JER A T 244 bl
RN AR B T A 25 (Wirtz et al., 2018), LU
S/ NS 72 B 15 7) N [ D B 1 - N1 A £ [
TR A . I ANURS 1 BA (Xiao & Kumar,
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(Xie, X. Liu, & Li, 2022), X 53 7 AR 5L
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A2 RIFMPLES A -0 T TR RRE &
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TAER I AN HLAS A XA 5L T A 55K 31 )
DA I DG i (4 T
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IR 25 HLes AN B 5] AR E M RS A7 R G4
B 5Lk (Mingotto et al., 2021), HAMNW 75 E5F
AT Ll e, 4 e B 7 Al A bR AR
YEREHUR BN A2 2 BT, BRI X AHLEME
HEAT TAER BT (Xiao & Kumar, 2021), X Ffi
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w5 5 S P a9 2.0 8 J1 (U Hurley & Hult,
1998; Ordanini & Parasuraman, 2011), 7EAR S5 L%
AR ES T, A5 m 2 A X T2 5 TAES
SR N . BRI XA . B
HY RS E (Hurley & Hult, 1998), 2 —f
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Be#, MR BERR . BOR 77 il R 345 2 4
B#i (Siguaw et al., 2006), —Jr T, = AIHF: 1 1
b A T B A R S5 s A, 1) T A 4]
AR TR A sy, DT 3 3 ) 8 5% 5 G
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oS H LA HES
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TS, U T Al B DA B e T R
RN ELE S, (05T Borghi Al Mariani (2021)
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TR BRERPETTAL, 2577 1E 10 52 me 1 FRAE BTN,
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(B R, BRI, BB AR PR A S0 R 1Y
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B AT S 2 BHAS 53 0 BN (A (20 T AE IE g%
TR O BHL S AR RO AT AE M (B Cn TAE S8 BB 4
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AL 8: DT (a)fe dE 5E [n] 23 s Ak IR 55 LAt
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S TAE S B A S AT R — M 5 KO B AR
IR 5% B A ) B K
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The formation and impact mechanism of service robot-work environment fit
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Abstract: The rapid advancement of artificial intelligence and robotics technology has enabled businesses
to deploy robots to create value for customers. However, issues such as service failures caused by robots,
forced decommissioning, and underutilization remain prevalent. Existing research has primarily focused on
the impact mechanisms of service robots on customers and employees, with little attention given to their fit
with the work environment. Grounded in the person-environment fit theory, this study proposes the concept
of service robot-work environment fit, explores its connotation structure and measurement methods, and
investigates its antecedents from multiple perspectives. Furthermore, it investigates the dual-path impact
mechanism of service robot-work environment fit on employee value and customer value creation. The
anticipated findings are expected to advance the theoretical development of service robots and provide
guidance on specific management challenges faced by enterprises in the intelligent era, including
human-robot collaboration, value co-creation, and intelligent transformation.

Keywords: service robot; value co-creation; value co-destruction; person-environment fit theory



