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The Influence Mechanism of Digital Humans’ Service “Efficiency-
Flexibility” Ambidexterity on Users’ Continuous Usage Intention
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(1.School of Management Science and Engineering, China Jiliang University; 2. Zhejiang Tmall Technology Co., Ltd.)
Abstract: [Objective] To address practical challenges in virtual digital human services, this study investigates the
optimal configuration of efficiency and flexibility to enhance users’ continuous usage intention, offering actionable
guidelines for enterprises to optimize intelligent service deployment. [Methods] Grounded in the Mind Perception
Theory and incorporating users’ need for cognitive closure, this study employs the polynomial regression and
response surface analysis methods to examine the nonlinear influence mechanism of the “efficiency-flexibility”
ambidexterity of virtual digital human services on users’ continuous usage intention from a dualistic perspective,
and further examines the moderating effect of users’ need for cognitive closure. [Results] The findings indicate that

the low-efficiency and high-flexibility ambidexterity of virtual digital humans can trigger a higher level of users’
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continuous usage intention; perceived agency and perceived experience partially mediate the relationship between

the “efficiency-flexibility” ambidexterity of virtual digital human services and continuous usage intention; the need

for cognitive closure can enhance the positive effect of “efficiency-flexibility” ambidexterity while attenuating

the positive impact of low-efficiency and high-flexibility ambidexterity. [Conclusion] Virtual digital human

services need not pursue an absolute balance between efficiency and flexibility. Providers should instead prioritize

flexibility advantages and implement differentiated strategies tailored to users’ cognitive traits, thereby more

precisely enhancing user retention.

Keywords: digital human; “efficiency-flexibility” ambidexterity; mind perception theory; need for cognitive

closure; continuous use intention
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