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Abstract In response to increasing demand of contactless services, the overall usage of “task-oriented chatbots”
in the industry is on the rise. The purpose of a task-oriented chatbot is to raise the efficiency of data sharing
and workflow; in order to establish a guideline, there must be a discussion on “what” and “how” to share
information. We investigate the effects of personalization and different types of the interface on ‘performance
expectancy’, ‘effort expectancy’, ‘intention to use’, and ‘satisfaction’ in the context of a task-oriented chatbot.
Results show that ‘intention to use’ and ‘satisfaction’ were higher when the level of personalization was higher.
Within the closed-discourse interface, ‘intention to use’ and ‘satisfaction’” were higher when personalization was
lower. We highlight the practical insights in the use of personalization and types of chatbot interface based on
‘perceived personalization’, ‘expectation disconfirmation theory’, ‘privacy concern’ and ‘privacy paradox’.
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Effects of Personalization and Types of Interface in Task—oriented Chatbot
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Figure 1. Left: Orora chatbot, Right: WiBee chatbot
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Figure 2. Example of task given to research participants
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Figure 3. Screenshots of chatbot interfaces provided to
research participants (Upper:  high personalization
with  closed discourse interface, Lower: low
personalization with open discourse interface)
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Table 2. Results of dependent variables
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