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Despite the growing use of AI-powered service robots in retail settings, their impact on consumer behavior remains poorly 
understood.  A key question centers on whether these robots offer similar value to human frontline employees in customer-facing 
retail settings.  This paper examines the impact of introducing AI-powered humanoid service robots on purchase outcomes in physical 
retail environments.  Collaborating with a major grocery retailer in Asia-Pacific, our study examines the sales impact of deploying 
AI-powered service robots in place of human service assistants.  Our quasi-experiment showed that the treated store experienced 
increased customer spending and purchase variety relative to the control store.  Through an online experiment simulating the grocery 
shopping process, we contrasted the focal service robot with human service agents with varying facial cues.  We find that the rise in 
sales is largely driven by an increase in hedonic purchases, as consumers spend more when interacting with service robots compared 
to human agents with less approachable expressions.  The implications of our findings are significant for managers considering the 
adoption of AI service robots in the retail industry.  This paper represents one of the pioneering studies that provide empirical 
evidence for the viability of employing AI service robots in face-to-face service contexts.
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