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Abstract

Purpose: This study aims to examine the effect of avatar experience on customer interaction, relationship quality, and
purchase intention among clothing buyers on Instagram. The importance of the research lies in the growing role of avatars
in enhancing brand—customer relationships in virtual environments.

Methodology: This is an applied and descriptive—survey study. Data were collected from 143 Instagram users through a
questionnaire and analyzed using SPSS24 and SmartPLS4 software. The reliability of the instrument was confirmed with a
Cronbach’s alpha above 0.7.

Findings: Results indicated that avatar experience has a direct and indirect positive and significant effect on customer
interaction and purchase intention through customer commitment, trust, and satisfaction. All hypotheses were supported,
and the model demonstrated good fit (SRMR = 0.061).

Originality/Value: This tesearch presents a novel model in digital marketing by explaining the role of avatars in
strengthening customer interaction, trust, and loyalty on social media. The findings provide practical insights for fashion and
advertising businesses to use personalized avatars to enhance customer engagement and loyalty.
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Figure 1- Conceptual research model (researcher-made).
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Table 1- Cronbach's alpha and composite reliability reports of the model.
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Figure 3- Factor loadings and impact coefficients related to research data.
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Table 3- Fornell-Larker matrix.
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Figure 4- Significance coefficients related to research data.
ol s s e O g ddbe o e sl b (R Squares)' R? jlxe f Jgd= 55 5kl e Jdows 5l edelows 4 @L.:
warg b ¥ dadar 53 ooeen ol (bl die awgme 2515 5 0Lad cpl 5 AL o 1YY 513855 Biys s (sl uatedas oo LSS sl

Sl 13555 agie o e 53 5 Je S 23 S ame 85 o0 ABL s 1 N0 1S5 1050 Sl eiie Q7T ()l S

Q) (i 5598 o 3 (R) st g o =¥ g
Table 4- Coefficient of determination (R2) and coefficient of predictive power (Q?).
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Table 4- Continued.
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Table 5- Testing the hypotheses of the research model.

barod  aroyd axs ()bl o g 30 oagio 3
0.000 26.32 0.77 ,l0 Jloline g oo 236 (6 yite a2 gl 420 V4o
0.000 16.75 0.68 2,18 (g loline g e 3l (g s Sloel yy ,lT a2 Y oae,
0.000 21.13 0.65 0,18 (g lolinag e 23l (g e ol ,llgT a2 Yoao,b
0.000 3.59 0.22 3yl le (e g e 153U (b b Jelas (6 e Sg f a8
0.000 6.93 0.36 3518 (g lolineg e 3l b i Jolad (5500 ol O 4o p
0.000 5.69 0.29 3,13 (g lolineg e 36 b i Jolad (5 yiie Sloiel Fas b
0.000 3.51 0.17 01 yloline g oo 536 (g e Jolss s (6 e ages Boybo 51 LIl a2 Y 4o 3
0.000 6.73 0.23 -, jlobine g oo 13l (g yiee Lol (5 e Zylio) sk 5l ST 420 Aoy
0.000 5.12 0.20 3,00 lobine g cuce 13l (g e Jalai (g ydue Slazel b 5l UIsT 4y 20 Vao,b
0.000 16.34 0.61 2,500 (g lolineg e 13l (6 yiie 05 waB ()l e ol Veodo)

(ns = no significant, *p <0.05, **p <0.01, ***p <0.001)

Laano 3 ples okel Cowsey 2 b el odalie LB O Jader 53 Jtass Law;wj@uc\suczbw,ﬁby e b oles
g 0345 AL s YEITY U ol ol Gy 1-vaalue j)Aie 53 Jdo N dmp b (95031 51 Juol 2 4 e b ledd w315 5y 550
233 e\ dmaz b 9031 51 ol el a5 L5l 50 (g e g JBIT a2 VY e 4 50350 VS 51 5L 40 plisebs!
G dgm BT a2 ¢ VYV Olie 4 5035 VAP 51 5VL 4180 plisebsl pelans 53 48 8L o YEIWY L ol ool Connsy t-value 5o
o 534S ASL o \FIVO L 4l ool s 4y t-value s ngsy Jdo sbrao b 503 ¥ aeiod ) ol e ag byl 5t
i3 e Y anio b (531 ) Juolo ol g a5 L 3l 3 (g e slazel y JBlsTa 25 /9 A Oliss 4 50350 VA 51 5N 4130 pliebo)
S e Culioy  5BlsT a2 1180 (lys a0 50350 V48 51 3L +/40 bl pedane 53 48 AL o YINY L o1 od] Cewwsay t-value Hldie
R0 Glieb ! elaws 53 48 ABL 0 YIOAL l s odal G 43 t-value ks 53 dde (Sbaaio b (030 5l Juol B warysb s ;56

1= e sty Jde 6l 4o b 9031 51 Jaol el a5 5yl 36 0l s Joles (6 580 A 1YY Olioe w0 5035 VAF 51 5V

! Standardized Root Mean Square (SRMR)



206

(\f'f) L"’G)L@.ﬁd‘* )92

VAA-Y Y +ammis 33315 9 Julox ¢ 53 ludue 10 v

5B 0b i ol (g nbn slaxel /YA Gl5e 4y 50350 V/AF 51 NG +/40 QL;ﬂ.Jo\cla..«);AS..\.fuLguA O/FA L Ll ool Conwdas value
SNG40 QW\CL)JASML@\”/O\ b ol ool sy £-value )\ gy Jde (S a0z b (5031 51 Juol= mEaeglhoh
Jde saaco b 5ol 5l Jaol> B e bl 50 g nle Jolad (gl A ok 3l DBl 4 a5 /WY s 0 5034 VA5 )
ok 3l BlsT a s /YT e w5030 VA4S 31 SN /40 Ql.'?‘,.b\cla.wpa\s.x.&l._.& FIVY'L ol odel Cowsas t-value ) dis SR
FIAY Ll ool Cowdey t-value Jdia yimgss Jokeo O deipp (503l 51 ol E @ e bl 56 g ke ol (g0 Sl
3 ool @L’J‘\.! a5 bl 50 ol rhe ol (i Sl fIYF Ol 4 5035 V/AF 51 3YL /40 plieb] c]a..ﬂ)sc\s.x.&l...w
U‘J:A O 9odg \/4% )\ JSYL: + /40 dL:.o.la\ cld.w BE Y Jﬁab@ ONY L.:J..:\J.g onT Cowddy t-value )\Jﬁ.c Lf.;”hj}-’: J..\.A &LAWJQ O}AJT
Sbaais b 93031 ) Jool gl 4 a5 bVt anaob o ax gl e )03 S50 (6 Jalss (g e slezel G b 51 BT 4 s Y 0
2 0L Jolas o8N Gliae 4 50355 VA5 51 NG +/40 Oliabsl el 55 45 AL o0 VOIYY L ol odel Consses -value jldie yin sy Jka

2yl 30 (g b Ay > dal
(S Ao § Sy -0

6l aS =gl 51 s 4yl S8 (6l (sles o (Shlie B 55lus oo 535 15 La)BlsT ¢ oo sinmo s 3l eslinl Uiy 5 (555l Ll (s iy
BE QLA&) QYJM g_s‘lf‘J‘)L’ .,\.:q) @“ J‘)ﬁ‘ JL‘é) 6)\..»4:..& L:J JGMJ:}A &SASA.: .JC:).JLB LA)U‘)T G| &B‘j L;L:") s_)U)L: LQJLN
°J":'4i‘)‘ LW C))}«d‘u cJ.ATg:M.»lbd\.g c{lb 45&;..»:\ [ b\)j{)bbT‘UJ}rj w)jﬂ&h}}:‘ U'.’.l )J})Oﬂ‘ )\ -HLM&AS&)W&L@

|

O 31 (Sl o3l 3yl lsline 5 ot 36 (6 e dgs y JBLT @ 25 O b 45 505 (S5 [7] LSGen 5 5L rassy b Y o p
o L Al e Gl b OS5 (g3loee p8UuLeS Gt 4 WllsT sl axdls b it dgms (ke 36 Lil5 oo BIST 4 o5 4 o
g das gl asle YT Lol ol i 4 515 oo LaBlsT a8 olmol 5l dias amuss |y (5 2k 450 5 Aibidey 350 |y OS50 5 (6 20
A 50355 ol O s 4225 35 A515 g LOBIST ol iy 08 (SKaSTs g5 NSCn 8 0 SaS (6558 SV g 4y el 53 O 2e
2545 BT S1 @50l ol 4y g1 Camnzty |y (5315 SMBI ol 5 e S o D51 Gl s 45 SBUT 51 @3l 5 S S5 |y ey
)15 Sl BN (1355 4 b el (608 Sz Ghy1s 553 ol AL adilisy | WaylSap b b ally (6 5m (g ol s 51 LS o sl
355 S gammes A5 53 Ve Bl Sl il il o S, il 45 b ot LS o sl LaylT (sl oS’ ol 5 )
LEL b i aid 51 oleiil Llg o SleMbl -l S 5 sbas cdulad osliad Waasls -l 51 Al 85 oo SN gummen (6 Conld ul33l (61 s
o 255 oty | Ol s gl 5 L5305 D pols 0 e 555 5 b cline 55 SV saamee 5 5 s 5B a5 S 5 Lapla s

Aoled

O3 LS anio b ol o)l ylaline 5 e L350 (6 e slazel 15T 45 205 o b 48 505 (65850 [40] ohSKans 15l Sor s b ¥ deio
BB L 1T oS ol el aniils oLl acds la Ss b axily adly ol bl 4l a5 5 S b (614558 & ol 5 e |y Laylsl o5 o8 o
ol sl ansls LUyl 5 oLal alao] Sl S 0 28 cdidl axdils Cllas Gdn Chbes L B uiil odds (g3lu pasess 5 LLS )

S o 55 FU30n 5 S0dSS)3 5 s JoB 15 JBLST Ol e 15 dms (2ol slezel 5 e

Ly 5 5 Siules Gl b sl oo LasBIT & ol 0T 51 (S o b ol ol Laslyen [52] OLSGen 5 )b tass L Y o p
LU o L3155 oo smlin gl (Glagnsly Sialed 5 onds 015 33155 Sl 3l b cpias A8 5L g 5 5 t5m sl |y ol caadlSe
Ll 5 e sible BTy Jalas Salidl opl gl o Colam able [ 51 50 $)o A8 s b ] 0l 280 45 (6 sb LS sl 5 0 e b
O Sl U1 S0 a3 pl ames ool Ll yon [50] OSCan 5 5003 s U ¥ ando b oS SeS (g e Calioy 5VL slam &
Coysn0 33 5 Kb o syl 35555 S o S804V Vlazm| gl ity S8 8 SO L 3 g OBalas 1855 2y L5l e dgaie ) jide
LS o S s abaly ol 53 dgate Gl i 1) 5 g ol 5 shaline IS 4 et iy Jals cpl it S8 Lis 4 5L

oy 1y enlind 281U 5 g5 SMela 516 i)l 0551




e 0 B3 S 9 0047 4926 556 o [ oion s ot [ VoY

oS ol O Sl 4o b ol aoms o)l slaline 5 Cue 36 0l e Jolas s (5 mie Culio) [53] ohlSen 5 2l hass L O 4o
ol CS8 G 3 Ml b lads N paames 31 0l e B dipd S5 oo (5,0 L SO 4 )l foled oly ol e
Ol Jolas IS CodS e SG 5 bl aS (slassSa S e OS5 5 b OVl s Ve 5 Ll oy oy dlazl 4 s

.MJL;o

5945 ol O 31 Sl o ol ams 3l lslins 5 e 30 b mtee sy (6 ntes slazel [51] gh\SKem 5 il 2t b £ ando b
330 53 Eomy «DleMb) (IS 28I L LagT s OS5 B3l 355 Melas 55 3L ) Szl a S o slasel 0,8 G 0 28
S Gosbar IS o a1y 5ilslias 5 03l (slaaallSo GGl DL ol S o )y bl 55 LSS ol s e sl
S Al Gzl [S9] GIKen 5 o s 53 s abl b coslite (sla Jomoly 5 IS Sho g | (6 2 il Bajlu oo 0B 15 e 0S50
A A AaB (ke Jolad sy Dlio b 5l el Cuwsey gl b )l laline 5 e 136 (5 phe dy S a0 e Jols
bl & Ll e (6 e b dode IS 5 el DLl o6 e b e SMalas 48 o) O 31 (S o 3 ol a1 Jlslims 5 ot
b S S 0 s 42 il n o) S (S T 531 5 Lo LS5 eVl pon 4 5 S S 3 2 0 it ) LA 5 Dol

S el alal 355 ol 3550 53 546,80 L 5 6 SILST Slaranss

lslgidg -0-

all hass sbaas b 5 S a bl ol Styl 55 (53loms (slaaSlls )3 Jlab SAES,8 sl (52,218 laslgidy 1l Cand ol 5o
SISl L BlsT ) eslinal ola 558 o0 4o (s it slazel 5 (520 Coli) (6t g BT 425 30 4 4l 03 S e
4 g > Sl 81 Sl 5 CRM (glapimann Jilo cplo3ln (1953 Slap ity 5 Lo ol b SB1T (g 200 Sl 2 5 Sl
ol dsle cdmaan Slaxis JLs 4 9l b o8 SJUKS 51, STl g 338 rL'c:‘ Cal;— iy a5 g e (g 2be glaesls
3 1goms &S 050 0 a g 33,5 (3Ll « Als 0loy 53 Slnly s SS bl sl slezxt Gladilu; gl ity 5ol en L slaasl
Olsab) Las e 5 535 OOalas 31 B 35 axils 4S5 5550 dslte SV gus 5 Jgnamen Sla Sluyisa «ledbl oy 2T 1y 1T 25l oL
oy a s a3l 03l L e 4 5353 oS3 SIS LB wlie 5 La gte daeaSs dsle Lol (sla S 45 35300 3Lty 555 ool
Sl 5 L 1SS 4 Cand S35 Jden 03l 9lis gl [y G151 a8 358 o amo 55 . L58 ,8)5 (T L 5 auS <S> 16T L Jols Ik s
gl s WOl e o5 5 Calio) Gl sl Ll o 0l e Dl e 5 0¥ e 9 5l eslinal 358 0315 (2 g0l 0 s
D3 Fgan gt & siome Codgre S L S Ay 0l e b el i 0diled b (3lame Sl SBIT a8l (5l Blil 45 508 oo 4
Jols Jsb 5 (g 20 (o guas o o 5 DB aS ) 5l 538 ol pliabl S S L 61T Sl slacys sdous 5 A Jolas
Sesls 534 il mee 3550 13 Ol 2w 4 sdebide Gliedsl 5wl DM 51 Cbli= (gl (558 el DLlsl 5558 oo Cdablows 15T L
A 0 a5 b ppimead WLpd ate (§S38ge 5 5slalae SVl 4 5 S 5wl slazel UnyBIsT 5 0L e (S50 sbar l5 e a
Wagge3T L Sliilae da il dle cdgato 0l j2ten b 5 SVl 53 ) (piaSoedS olie o8 355 oo sl 0l s ooy (5200
Olrn a4 sl 4 S 5 523 ey Jal 4 0l e 5 LS S0l 5 SodiSp S by SO Wil 5 o0 (p2eSkonS 8550l 3553,
L cadss Gliel cdias e (ab.;}\ CSa L aS gladelas b folas o (gl 5 595 1) cdas oo JHI0L LaQT<=j\.,\.a L s Jels gl g

g o3y 4yl Jﬁp slad sl

ol s Sl CS38 K 5l eSSl rte b s L)l OS5 a8 Sl s 0l e Jols e ull) B 4 e s
L ke S 558 dluyl Lol (gl Slodd g3l paseds Glply b boasl o5 s oo 5 48 (ki ooyl azsdS Sl 5 Layly o oloes 5
Lyl 3 93 ooy Ol s S 358 go dlgiiy S JlssdB 5 (shiadiyyl el Ll 558 oo sy 5 S o 03551 5 1y Lag)T ol (slasls
L laG@abn gals al)l L Wl o g;SJ.ZWJJ)\JK{ J\,&ilgurﬂijdpu}\ slaala, S e Lo bhoes i Sl b

sl CSa L i ol 6l 1y gl (605801 (6 e i 3 34y puamets Olalgidin b i wile (65l s



208

(\f'f) L"’G)L@.ﬁd‘* )92

VAA-Y Y +ammis 33315 9 Julox ¢ 53 ludue 10 v

wlyl VIP 5Ly cdilosls oLis S8 a1y 395 (lsb5 5 slazel a8 S 2iee (6l 558 o0 4o b 2ine JolaS 1 (g 2ie slazel J30 4 a5
JJLAJ&-\ 6\.%)\;[5\.3 J.i.)a- QYW 43.“5‘ 6}\.)&\0\)‘5 oaldiul ‘Q\j}""’”’ u'ijs‘)"i‘)"' 6\.%.3\.1.3'}) A w3 J.AL&: Ju\jSJA u-i‘ .A}:-: o3l
b.r)\.)w J.Abﬁ c}‘é‘} °J‘-f‘;g§:'°-° UﬁuT:L«S&\Ubj& 4{\)\ dk-ij::“‘" Oﬂj}\)@}@élo}u QbL&l_A\b«S)}&dc .SLM ..\.&b &f\:‘.ﬁ d%

S sl 1, 5

O3 5 8255 ey 1)l B35 algy Ol 50 5 Sl s 4 25 oS 058 oo Blgily (20 5 LBy (G le Joles 30w a5
AP daab 5 IS eSS 1y 355 o B S e 32585 1 0l 2 5 s e RS ) SISl s G5 5 0ls) A a8 SO el o
(e 4025 Ol e oS (alim 358 0 e (55135 5 ol LSS 4 e W5 g0 5,8 L (5 ke e S s e I |y Lag
S e s Gl Lol S g 5 s ey b 535 63,850 ST slady 5 (6l 48 3,5 (6 e ez il anils S50 L ol s

6‘]; S C,&b).; 6[.&4@).) L.r' QLA) BECE C,J‘J}i LSLAA"'.’.J? Dbl 6L“’C;]’ Lole Jj:»a o3l 4;«\)\ J:v'.XigJLh.ﬂ.:‘ C,?\.JJ.; L;LAM«; S ol

.M;¢Jyp\b%fqog;@&w)w@g}@b%}dbﬂﬁ; dgdoals alyl am3 s el sdows 5 0L i ey oI5l b ke

Lossidous cpl 5 40 53 5000 | O ol (6 pdypeass 5 235 015 o0 45 Sl 55055 (30 5 Sodsdons & (ARs3 A L35 Ok
b L):Aj}; )\ ool Cewdd GL".: Lol MJ‘KJ;U L.hg’_',.iéj.\.m U‘i‘ 4?;‘ .Lfa\.) e Lﬁja:au L}A‘}C‘ cv@“)cﬂeg ‘g):“hj}.’. )L.:‘ LY "\"‘}.‘;JA
CB‘} f‘)ft"‘"‘i‘ U‘J‘J\SUT’)J L@,.J Jhﬁ}_’. w‘ :J;a)ul:\ &.} 3‘)).4 @ Q‘J‘;d& gf“h)}i U‘i‘ LSLA Codgdoen A.Jv)\ J"‘.’.L“"J“" oalanul JJL;J:;
J.JCM»JM @'}L&A @l:g CJJLOLA C)L:.ﬂw} u;}i} L’Jilb LSL"’;’;"-"J&;) uMl )5453)‘3 S99 UL{A\ U’-" G PR rbr.:‘ ol
L, B1sT L (3l Jelas 3 0L i slezel o 4y a8 5508 e slgtiny OJQ'TQ‘JQA‘}}:QW}}AIQ‘J{)LS&L@)UQLS%A‘UA{J?M

305 oSl 53 1y 3 sy ezl ol 305 Lol €0l ke (S 5 0 )3 Dk Sy UnyB1ST 36 Julows

GL;»

[17] Kalyvaki, M., McIntosh, H., & Nash, K. (2023). Virtual selthood and consumer behavior: Exploring avatar attachment
and consumption patterns in Second Life’s metaverse. Computers in human behavior: Artificial humans, 1(2), 100016.
https://doi.org/10.1016/j.chbah.2023.100016

[2] Zhu,R., & Yi, C. (2024). Avatar design in Metaverse: The effect of avatar-user similarity in procedural and creative tasks.
Internet research, 34(1), 39-57. https://doi.org/10.1108/INTR-08-2022-0691

[3] Soutter, A. R. B., & Hitchens, M. (2016). The relationship between character identification and flow state within video
games. Computers in human behavior, 55, 1030-1038. https://doi.org/10.1016/j.chb.2015.11.012

[4] Ahmadzadeh, S., Tabaeeian, R. A., & Shahrestani, P. (2024). The role of avatar features in customer identification and
purchase intention in the Metaverse world. New marketing research journal, 13(4), 137-160. (In Persian).
https://doi.org/10.22108/nmrj.2024.139869.2989

[5] Christy, K. R., & Fox, J. (2016). Transportability and presence as predictors of avatar identification within narrative video
games. Cyberpsychology, behavior, and social networking, 19(4), 283-287. https://doi.org/10.1089/cyber.2015.0474

[6] Kim,Y., & Sundar,S.S. (2012). Visualizing ideal self vs actual self through avatars: Impact on preventive health outcomes.
Computers in human behavior, 28(4), 1356—1364. https://doi.org/10.1016/j.chb.2012.02.021

[71 Liao,G.Y., Cheng, T. C. E., & Teng, C. I. (2019). How do avatar attractiveness and customization impact online gamers’
flow and loyalty? Internet research, 29(2), 349-366. https://doi.org/10.1108/IntR-11-2017-0463

[8] Banks,J., & Bowman, N. D. (2016). Avatars are (Sometimes) people too: Linguistic indicators of parasocial and social ties
in player-avatar relationships. New media & society, 18(7), 1257—-1276. https://doi.org/10.1177/1461444814554898

[91 Szolin, K., Kuss, D. J., Nuyens, F. M., & Griffiths, M. D. (2023). “I am the character, the character is me”: A thematic
analysis of the user-avatar relationship in videogames. Computers in human behavior, 143, 107694.
https://doi.org/10.1016/j.chb.2023.107694

[10] Aymerich-Franch, L. (2020). Avatar embodiment experiences to enhance mental health. In Technology and health (pp. 49—
66). Elsevier. https://doi.org/10.1016/B978-0-12-816958-2.00003-4

[11] Maduku, D. K., Mpinganjira, M., Rana, N. P., Thusi, P., Ledikwe, A., & Mkhize, N. H. (2023). Assessing customer passion,
commitment, and word-of-mouth intentions in digital assistant usage: The moderating role of technology anxiety. Journal
of retailing and consumer services, 71, 103208. https://doi.org/10.1016/j.jretconser.2022.103208

[12] Hosseinnejad, Z., Nazemi, S., & Rahimnia, F. (2018). Impact of exploratory and refining strategies on brand image and
commitment by brand performance. Strategic management researches, 24(68), 13-36. (In Persian).
https://www.sid.ir/paper/523377/fa




[13]

[14]

[15]

[16]

[17]

(18]

[19]

[20]

[21]

[22]

[23]

[24]
[25]
[26]
[27]
(28]
[29]
[30]
[31]

[32]

[33]

[34]

[35]

[36]

[37]

e 0 B3 S 3 JOT 4926 556 o [ oiSon s ot [ Vo8

Rafizadeh Akhvyan, R., Manavi Rad, M., & Liberati, N. (1399). The role of the avatar in the player experience in video
games Game genre: First-person shooter. Fine arts magazine: visual arts, undefined (Undefined), (In Persian).
https://civilica.com/doc/1775325

Nowak, K. L., & Fox, J. (2018). Avatars and computer-mediated communication: A review of the definitions, uses, and
effects of digital representations. Review of communication research, 6, 30-53. https://doi.org/10.12840/issn.2255-
4165.2018.06.01.015

Ho, A., Hancock, J., & Miner, A. S. (2018). Psychological, relational, and emotional effects of self-disclosure after
conversations with a chatbot. Journal of communication, 68(4), 712—733. https://doi.org/10.1093/joc/jqy026

Lee, S., & Choi, J. (2017). Enhancing user experience with conversational agent for movie recommendation: Effects of
self-disclosure and reciprocity. International journal of human-computer studies, 103, 95-105.
https://doi.org/10.1016/j.ijhcs.2017.02.005

Schuetzler, R. M., Giboney, J. S., Grimes, G. M., & Nunamaker Jr, J. F. (2018). The influence of conversational agent
embodiment and conversational relevance on socially desirable responding. Decision support systems, 114, 94-102.
https://doi.org/10.1016/j.dss.2018.08.011

Freeman, C., & Beaver, 1. (2018). The effect of response complexity and media on user restatement with multimodal
virtual assistants. International journal of human-computer studies, 119, 12-27.
https://doi.org/10.1016/j.ijhcs.2018.06.002

Chattaraman, V., Kwon, W. S., Gilbert, J. E., & Ross, K. (2019). Should Al-based, conversational digital assistants employ
social-or task-oriented interaction style? A task-competency and reciprocity perspective for older adults. Computers in
human behavior, 90, 315-330. https://doi.org/10.1016/j.chb.2018.08.048

Han, M. C. (2021). The impact of anthropomorphism on consumers’ purchase decision in chatbot commerce. Journal of
internet commerce, 20(1), 46—65. https://doi.org/10.1080/15332861.2020.1863022

Verhagen, T., Van Nes, J., Feldberg, F., & Van Dolen, W. (2014). Virtual customer service agents: Using social presence
and personalization to shape online service encounters. Journal of computer-mediated communication, 19(3), 529-545.
https://doi.org/10.1111/jcc4.12066

Kang, H., & Kim, H. K. (2020). My avatar and the affirmed self: Psychological and persuasive implications of avatar
customization. Computers in human behavior, 112, 106446. https://doi.org/10.1016/j.chb.2020.106446

Heller, L., & Goodman, L. (2016). What do avatars want now? Posthuman embodiment and the technological sublime.
2016 22nd international conference on virtual system & multimedia (VSMM) (pp. 1-4). IEEE.
https://doi.org/10.1109/VSMM.2016.7863165

Wu, S., Xu, L., Dai, Z., & Pan, Y. (2023). Factors affecting avatar customization behavior in virtual environments.
Electronics, 12(10), 2286. https://doi.org/10.3390/electronics12102286

Seinfeld, S., Feuchtner, T., Maselli, A., & Miiller, J. (2021). User representations in human-computer interaction. Human-
-computer interaction, 36(5-6), 400—438. doi/full/10.1080/07370024.2020.1724790

Elsharnouby, M. H. (2015). Conceptualisation and development of the admin-avatar taxonomy: Antecedents, attitudinal
and behavioural consequences [Thesis].

Elsharnouby, M. H., Jayawardhena, C., Liu, H., & Elbedweihy, A. M. (2023). Strengthening consumer--brand relationships
through avatars. Journal of research in interactive marketing, 17(4), 581-601. https://doi.org/10.1108/JRIM-02-2022-0035

Gottschalk, P. (2020). The convenience of white-collar crime in business. Springer. https://doi.org/10.1007/978-3-030-
37990-2%0A%0A

Choi, Y., Mehraliyev, F., & Kim, S. (2020). Role of virtual avatars in digitalized hotel service. International journal of
contemporary hospitality management, 32(3), 977-997. https://doi.org/10.1108/IJCHM-03-2019-0265

Butt, A. H., Ahmad, H., Goraya, M. A. S., Akram, M. S., & Shafique, M. N. (2021). Let’s play: Me and my Al-powered
avatar as one team. Psychology & marketing, 38(6), 1014—1025. https://doi.org/10.1002/mar.21487

Haddad Razavi, M., & Tafarshi, S. M. (2021). Examining the business outlook by examining customer satisfaction in the
third generation mobile internet network. Management science research, 6(3), 28-41. (In Persian). http://noo.rs/4SjaK

Abdullah, N. N., Prabhu, M., & Othman, M. B. (2022). Analysing driving factors of customer satisfaction among
telecommunication service providers in Kurdistan region. International journal of engineering business management, 14,
1_15. https://doi.org/10.1177/18479790221111436

Jamal, A., & Naser, K. (2002). Customer satisfaction and retail banking: An assessment of some of the key antecedents
of customer satisfaction in retail banking. International journal of bank marketing, 20(4), 146—160.
https://doi.org/10.1108/02652320210432936

Korkeila, H., & Hamari, J. (2020). Avatar capital: The relationships between player orientation and their avatar’s social,
symbolic, economic and cultural capital. Computers in human behavior, 102, 14-21.
https://doi.org/10.1016/j.chb.2019.07.036

Hoffman, H. G., Fontenot, M. R., Garcia-Palacios, A., Greenleaf, W. J., Alhalabi, W., Curatolo, M., & Flor, H. (2023).
Adding tactile feedback increases avatar ownership and makes virtual reality more effective at reducing pain in a
randomized crossover study. Scientific reports, 13(1), 7915. https://doi.org/10.1038/s41598-023-31038-4%0A%0A

Lazarsfeld, P. F., Merton, R. K., & others. (1954). Friendship as a social process: A substantive and methodological
analysis. Freedom and control in modern society, 18(1), 18—66.
Jones, C. L. E., Hancock, T., Kazandjian, B., & Voorhees, C. M. (2022). Engaging the avatar: The effects of authenticity

signals during chat-based service recoveries. Journal of business research, 144, 703-716.
https://doi.org/10.1016/j.jbusres.2022.01.012



210

[38]

[39]

[40]

[41]
[42]

[43]

[44]

[45]

[46]
[47]
[48]
[49]

[50]

[51]

[52]

[53]

[54]

[55]

[56]
[57]

[58]

[59]

(\f'f) L"’G)L@.ﬁd‘* )92

VAA-Y Y +ammis 33315 9 Julox ¢ 53 ludue 10 v

Tannen, D. (1990). You just don’t understand: Women and men. Conversation. New York: Ballantine books. Ballantine
books. https://www.researchgate.net/profile/Josep-Maria-Cots/publication/46314186

Giles, H., & Ogay. T. (2007). Communication accommodation theory. In Explaining communication: Contemporary
theories and exemplars (pp. 293-310). Lawrence Erlbaum. https://www.researchgate.net/publication/285632911

Brown, G., & Prilla, M. (2020). The effects of consultant avatar size and dynamics on customer trust in online consultations.
Proceedings of mensch und computer 2020 (pp. 239-249). Association for computing machinery (ACM).
https://doi.org/10.1145/3404983.3405591

Yum, K., & Kim, J. (2024). The influence of perceived value, customer satisfaction, and trust on loyalty in entertainment
platforms. Applied sciences, 14(13), 5763. https://doi.org/10.3390/app14135763

Shukla, P., Banerjee, M., & Singh, J. (2016). Customer commitment to luxury brands: Antecedents and consequences.
Journal of business research, 69(1), 323-331. https://doi.org/10.1016/;.jbusres.2015.08.004

Royo-Vela, M., & Casamassima, P. (2011). The influence of belonging to virtual brand communities on consumers’
affective commitment, satisfaction and word-of-mouth advertising: The ZARA case. Online information review, 35(4),
517-542. https://doi.org/10.1108/14684521111161918

Wang, Q., Zhao, X., & Voss, C. (2016). Customer orientation and innovation: A comparative study of manufacturing and
service firms. International journal of production economics, 171, 221-230. https://doi.org/10.1016/j.ijpe.2015.08.029

Rietveld, R., Van Dolen, W., Mazloom, M., & Worring, M. (2020). What you feel, is what you like influence of message
appeals on customer engagement on Instagram. Journal of interactive marketing, 49(1), 20-53.
https://doi.org/10.1016/j.intmar.2019.06.003

Sashi, C. M. (2012). Customer engagement, buyer-seller relationships, and social media. Management decision, 50(2),
253-272. https://doi.org/10.1108/00251741211203551

Ashley, C., & Tuten, T. (2015). Creative strategies in social media marketing: An exploratory study of branded social
content and consumer engagement. Psychology & marketing, 32(1), 15-27. https://doi.org/10.1002/mar.20761

Kumar, V., Rajan, B., Gupta, S., & Pozza, I. D. (2019). Customer engagement in service. Journal of the academy of
marketing science, 47(1), 138—160. https://doi.org/10.1007/s11747-017-0565-2%0A%0A

Peng, Y., Cowan, K., & Lo Ribeiro, J. (2025). Into the virtual worlds: conceptualizing the consumer-avatar journey in
virtual environments. Psychology marketing, 42(2), 374-394. https://doi.org/10.1002/mar.22129

Fernandes, T., & Esteves, F. (2016). Customer engagement and loyalty: A comparative study between service contexts.
Services marketing quarterly, 37(2), 125-139.
https://doi.org/10.1080/15332969.2016.1154744?urlappend=%3Futm_source%3Dresearchgate

Esenyel, V., & Emeagwali, O. (2019). The relationship between perceived corporate reputation and employee’s positive
word of mouth behavior: The mediation effect of trust to managers. Management science letters, 9(5), 673—686.
https://doi.org/10.5267/j.ms1.2019.2.004 %0D

Park, J., Kim, Y. R., & Kang, S. B. (2021). Customer satisfaction analysis for global cosmetic brands: Text-mining based
online review analysis. Journal of korean society for quality management, 49(4), 595-607.
https://doi.org/10.7469/JKSQM.2021.49.4.595

Altinay, L., Song, H., Madanoglu, M., & Wang, X. L. (2019). The influence of customer-to-customer interactions on
elderly consumers’ satisfaction and social well-being. International journal of hospitality management, 78, 223-233.
https://doi.org/10.1016/j.ijhm.2018.09.005

Adams, D. (2022). Virtual retail in the metaverse: Customer behavior analytics, extended reality technologies, and
immersive visualization systems. Linguistic and philosophical investigations, (21), 73—-88.
https://doi.org/10.22381/1pi2120225

Baker, E. W., Hubona, G. S., & Srite, M. (2019). Does “being there” matter? The impact of web-based and virtual
world’s shopping experiences on consumer purchase attitudes. Information management, 56(7), 103153.
https://doi.org/10.1016/j.im.2019.02.008

Davari, A., & Rezazadeh, A. (2018). Structural equation modeling with PLS software. Jihad Daneshgahi publishing
organization. https://db.ketab.ir/bookview.aspx?bookid=2240020

Magner, N., Welker, R. B., & Campbell, T. L. (1996). Testing a model of cognitive budgetary participation processes in a
latent variable structural equations framework. Accounting and business research, 27(1), 41-50.

Hulland, J. (1999). Use of partial least squares (PLS) in strategic management research: A review of four recent studies.
Strategic management journal, 20(2), 195-204. https://doi.org/10.1002/(SICI)1097-0266(199902)20:2%3C195::AID-
SMIJ13%3E3.0.CO;2-7

Yin, J., Huang, Y., & Ma, Z. (2023). Explore the feeling of presence and purchase intention in livestream shopping: A
flow-based model. Journal of theoretical and applied electronic commerce research, 18(1), 237-256.
https://doi.org/10.3390/jtaer18010013



