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The Impact of Intelligent Customer Service Technology Upgrading on User Satisfaction: The
Mediating Effect of Flow Experience
Shijie Cheng" Yangming Zhang

School of Management, Shanghai University of International Business and Economics
[Abstract] Amid the digital transformation driven by generative Al, online customer service is evolving from
traditional, task—oriented models to intelligent, anthropomorphic systems. However, the micro—level mechanisms
linking technological upgrades to user psychology remain underexplored. This study examines how intelligent
customer service technology upgrades affect user satisfaction, testing the mediating role of virtual flow experience
and the moderating effect of task structure. Using an experimental survey methodology with participants assigned
to either traditional or generative Al customer service groups, we found that generative Al significantly enhances
user satisfaction, with virtual flow experience serving as a key mediator. Furthermore, task structure moderates this
relationship: generative Al excels in low—structure tasks, while traditional customer service performs better in
high—structure tasks. These findings offer valuable insights for optimizing Al customer service strategies.
[Key words] Intelligent Customer Service; Generative Artificial Intelligence; Virtual Flow Experience; Task
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