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Abstract

With the widespread adoption of artificial intelligence (Al), particularly large
model-driven intelligent assistant systems, in the customer service industry,
employees—as key actors in human-Al collaboration systems—are undergoing
profound changes in their psychological experiences and behavioral patterns.
Existing research has predominantly focused on the technical efficacy and task
performance outcomes of Al, lacking a systematic investigation into employees’
internal psychological mechanisms, especially the dual characteristics of Al as both
an “empowering” and “intrusive” technology. To address this gap, this study
adopts Self-Determination Theory (SDT) as the meta-theoretical framework and
integrates the Socially Embedded Model of Thriving at Work to construct a
moderated mediation model. This model aims to systematically reveal the internal
mechanisms and boundary conditions through which Al technology perceptions
influence employees’ proactive and adaptive behaviors via psychological need
satisfaction pathways.

This research is comprised of two interrelated sub-studies utilizing a mixed-
methods design. Study 1, a scenario-based experiment (N = 269), was conducted in
a controlled environment to establish causal inference. Study 2, a multi-wave
questionnaire survey (N = 197), was administered in real organizational fields to
test the complete theoretical model and its boundary conditions. The results
demonstrate:

Perceived Al augmentation significantly and positively predicts thriving at
work, whereas perceived Al intrusiveness significantly and negatively predicts
thriving, with experimental results further establishing a causal relationship
between the two;

Thriving at work fully mediates the relationships between Al technology
perceptions and employees’ proactive work behavior and adaptive performance,
revealing the core psychological mechanism in the “technology—psychology—

behavior” transmission path;

il



Employee organizational tenure significantly moderates the relationship
between perceived Al intrusiveness and thriving: experienced employees are more
sensitive to intrusive monitoring, experiencing greater psychological need
frustration and a more substantial decline in thriving. However, tenure does not
significantly moderate the relationship between perceived Al augmentation and
thriving, suggesting that the empowering effects of Al are universally beneficial
across experience groups.

This study constructs an integrated psychological framework that accounts for
the “double-edged sword” effect of Al, extends the antecedents of thriving at work
from social to technological contexts, and advances human-Al collaboration
research from an “efficiency paradigm” toward a “humanistic paradigm.” In
practice, the findings offer systematic and actionable guidance for organizations to
optimize Al system design, implement differentiated personnel management,
introduce employee thriving as a new dimension in technology assessment, and
cultivate a “human-Al symbiosis” organizational culture.

Keywords: Perceived Al Augmentation and Intrusiveness; Thriving at Work;
Self-Determination Theory; Proactive Work Behavior; Adaptive Performance;

Organizational Tenure; Human-AI Collaboration
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