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Abstract

This paper explores the impact of service robots replacing frontline employees (FLEs)
in captive service settings. Employing qualitative methods, we analyze consumer and
FLE experiences following the introduction of robots. Results show robots alleviate
consumer anxiety and enhance fairness perceptions, while also reducing FLE work
demands. This study extends the theory of mind perceptions, offering insights as to
why service robots are superior to human officers for consumer compliance in captive
service encounters.
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