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Research on Failure Types and Responsibility Attribution of Service Robots

Hou Ruijing

School of Economics and Management, Tianjin University of Technology and Education, Tianjin 300350

Abstract : With the widespread application of service robots in various industries, service failures have also

increased, leading to negative consumer emotions and damage to brand reputation. This article

systematically reviews the relevant literature on existing service robot failure types and responsibility

attribution. Firstly, it summarizes the types of robot service failures, including process failures and

result failures. Secondly, the article analyzes the influencing factors of robot service failure types,

the degree of anthropomorphism of service robots, and the severity of service failures on robot

responsibility attribution. Finally, based on the results of combing the existing literature, this article

provides suggestions to service robot managers and designers, aiming to provide theoretical support

and practical guidance for managers and designers. This article aims to enrich the research on service

robot failure types and responsibility attribution, and provide feasible solutions for service robot

managers and designers to better avoid the negative impact of service failures.
Keywords : service robot; failure type; responsibility attribution
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