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Abstract

Purpose: Affective Artificial Intelligence (Affective Al) is reshaping consumer—brand
interactions by using emotion recognition and voice modulation to create personalized and
empathetic experiences. While its potential for enhancing engagement and loyalty is widely
acknowledged, serious concerns regarding privacy, technical limitations, and ethics remain.
The purpose of this study is to identify the antecedents and consequences of adopting Affective
Al in smart marketing, with an emphasis on the psychological, technological, and social
mechanisms that drive consumer acceptance and the risks that may undermine its effectiveness.
By exploring both positive and negative outcomes, this research addresses a critical gap in
marketing literature where the emotional dimension of Al-enabled technologies has received
limited attention.

Design/Methodology/Approach: This study followed a qualitative exploratory design under
an interpretivist paradigm. Semi-structured interviews were conducted with 16 experts—
comprising marketing professionals, Al engineers, and academic faculty in Tehran and
Semnan—selected through snowball sampling. Interviews lasted 45-60 minutes and explored
factors influencing acceptance, consumer experience, ethical concerns, and organizational
implications. Data were analyzed through thematic analysis in six stages: familiarization,
coding, theme generation, theme review, definition, and reporting. The process yielded 140
open codes consolidated into 20 subcategories and five major antecedents. In parallel, 75 codes
regarding consequences were aggregated into 16 categories and four overarching dimensions.
Validity was ensured via triangulation across expert groups and member-checking with
participants.

Findings: Antecedents: Free trials, risk-free testing, and emotionally novel experiences
encouraged consumer adoption by reducing uncertainty and highlighting value. Curiosity,
hedonic motives, and utilitarian benefits drove engagement with emotionally intelligent
systems. Intuitive design, ease of access, and seamless integration were identified as key factors
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in achieving consumer satisfaction. Adopting Affective Al enhanced perceptions of innovation
and trust, while strategies like free services strengthened brand equity. Experts highlighted
broader implications such as evolving communication norms, digital dependency, and
competitive dynamics in markets.

Consequences: Inaccurate emotion detection, system instability, synchronization failures, and
software bugs undermined trust and efficiency. Unauthorized data use, bias, lack of
transparency, and breaches of consent posed significant threats to consumer trust. Errors,
delays, and mismatches between expectations and performance created frustration, stress, and
weaker brand relationships. Organizations faced higher maintenance costs, reduced
profitability, and reputational risks. On a societal level, trust in digital systems and consumer—
brand ties weakened.

Discussion and Conclusion: The study positions Affective Al as a double-edged innovation.
On one side, it offers unprecedented opportunities for emotional personalization, stronger
engagement, and loyalty. On the other hand, unresolved issues in system reliability, privacy,
and transparency risk eroding trust. The findings extend existing literature by emphasizing
emotional and ethical dimensions, moving beyond purely utilitarian perspectives. The results
show that consumer acceptance depends not only on efficiency but also on emotional
innovation, brand transparency, and perceived control. Affective Al’s influence extends beyond
individual interactions to reshape organizational practices and broader social and economic
structures. This research contributes by presenting a holistic framework of antecedents and
consequences of Affective Al adoption in smart marketing. It demonstrates that sustainable
success depends not only on technological capabilities but also on psychological engagement,
ethical safeguards, and strategic brand positioning. Affective Al can enhance consumer
experiences by personalizing interactions and building emotional ties, but its potential is
conditional. Without addressing risks related to privacy, transparency, and reliability,
organizations may face consumer resistance, reputational damage, and financial losses. For
researchers, this study highlights the need to examine long-term behavioral effects, cross-
cultural differences, and ethical frameworks for governance. For practitioners, it underscores
the importance of balancing innovation with accountability. In sum, Affective Al is both an
opportunity and a responsibility: it can humanize digital interactions, but its sustainability
depends on aligning emotional innovation with ethical and technical trustworthiness.
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intelligence.
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