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The Impact of Avatar Agent Character Attributes on Purchase Intention in Metaverse

Shopping
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Abstract: This study investigates how customer service provided by avatar agents in metaverse spaces
influences users’ purchase intentions, with a focus on future online shopping environments. As
non-face-to-face purchasing experiences and virtual stores become increasingly widespread, prior
research has suggested that avatars’ expressive characteristics, such as facial expressions, voice tone,
gestures, and visual appearance, can shape users’ impressions and purchasing behavior. However,
empirical evidence remains limited regarding the combined effects of these attributes and how their
influence varies according to individual personality traits. To address this gap, we constructed a virtual
clothing store and designed six types of avatar agents whose expressive characteristics were
systematically varied in terms of speech style, tone, and visual design. Participants interacted with the
avatars under two product conditions, and subjective ratings of purchase intention, perceived product fit,
trustworthiness, friendliness, and persuasiveness were collected, along with personality traits measured
using a brief Big Five inventory. The results showed that avatar-based customer service significantly
increased users’ purchase intention in both product conditions. In contrast, no significant main effects of
avatar character type or interaction effects between character attributes and personality traits were
observed. Qualitative analysis of open-ended responses suggested that dialogue quality, concreteness of
product recommendations, and consistency between avatar appearance and voice had a stronger influence
on purchase intention than character attributes alone. These findings indicate that the persuasive
effectiveness of avatar agents depends not only on character design but also on the overall quality and
coherence of interactive communication. This study provides practical design implications for effective
avatar-based customer service in metaverse shopping environments.
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