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Abstract

As conversational Al advances, an increasing number of users report experiencing emotional
exchanges with Al chatbots. Beyond simple information delivery, emotionally expressive chatbots
offer a heightened sense of immersion, yet concerns have emerged regarding excessive emotional

involvement and blurred boundaries between virtual and real relationships. In particular,



expressions of affection deeply influence user experience, with varying impacts on satisfaction and
trust depending on how these emotions are conveyed. This study classifies Al chatbot affection
expression into four types—Direct, Indirect, Avoidant, and Blocked—and examines their effects on
user satisfaction and continued use intention, grounded in Knapp’s relationship development stages
(Experimenting, Intensifying, and Integrating). A total of 80 participants (40 male, 40 female) took
part in the experiment, and in-depth interviews were conducted with 10 users to explore their
psychological responses to emotional interaction with chatbots. The analysis revealed that indirect
and restrained expressions of affection elicited the highest levels of satisfaction and continued use
intention. In contrast, overly direct or defensive expressions triggered discomfort and distrust.
Furthermore, some participants began to perceive Al as a real social partner as emotional
immersion deepened, raising concerns about psychological confusion and emotional dependency.

The findings indicate that Al chatbots may evolve beyond mere informational tools to serve as
emotional companions in user interactions.
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