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Emotional Changes and Learning Implications
of High School Students’ VR Customer Service Experience:
An Exploratory Study Using the Metaverse
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Abstract:

This exploratory study examined the effects of a metaverse-based VR customer service
simulation on emotional changes and career attitudes among high school students with
limited part-time work opportunities due to school regulations and geographic constraints.
While work experience is recognized as an important learning opportunity for career
development, it is often restricted, particularly at college-preparatory high schools, creating
disparities in career development. As a potential approach to this issue, four students from
Shiga Prefecture (three with no prior part-time experience) completed a 45-minute customer
service session in a café environment recreated in VRChat. Before and after the session,
participants completed questionnaires including the General Emotion Scale and selected
items from the Japanese STAI to assess emotional changes. Post-experience ratings were
also collected from customers (n=15; eight valid responses). Analyses indicated increases
in positive emotions (e.g., “fulfilled,” “satisfied”’) and decreases in negative emotions (e.g.,

LR I3

“anxious,” “worried”). The composite affect score increased with a large effect size,
whereas anxiety-related items decreased with a small-to-medium effect size. Observations
suggested a shift from initially scripted responses toward spontaneous, proactive
communication. Overall, the findings suggest that a psychologically safe, low-risk
metaverse environment can promote challenge-seeking and a sense of accomplishment.
Given the exploratory N=4, future work will expand the sample, introduce comparison

conditions, and refine outcome measures.
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