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Abstract

The development of artificial intelligence has revolutionized businesses and redefined customer
experiences. One of the key challenges and opportunities in Al development is to deepen the relationship
between Al and users. Anthropomorphism, as the most significant factor in creating emotional and deep
connections between Al and humans, has been largely overlooked in research, as evidenced by the limited
existing literature. This research aims to fill this gap by developing a model in this area and examining the
differences between traditional machine-based systems and new human-soul-based systems. To this end,
an extensive review of concepts and research on anthropomorphism was conducted. By presenting theories
of the uncanny valley, Social response theory and Social presence theory, and discussing both the pros and
cons, this study aims to explore the dark and bright sides of anthropomorphism. Finally, after extracting the
research model, data was collected from a purposeful sampling of respondents. Structural equation
modeling was used to test the model and proposed hypotheses. The results indicate that anthropomorphism
has a significant impact on customers' purchase intention by influencing their attitudes, trust, and
satisfaction, as well as affecting their perceived risk and acceptance level. The proposed model contributes
to a better understanding of users' cognitive processes when interacting with Al and facilitates greater
acceptance of this technology. In addition to discussing the pros and cons of anthropomorphism, this study
provides practical recommendations in this area.
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