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This project has been conducted to improve the usability of Chatbot Services such as
Google(Allo) and Facebook M(Messenger. Based on the evaluation, this study aims to suggest the solutions
to improve the usability of domestic Chatbot services and future directions for their development. It
provides the overall understanding of the AI Chatbot service and the feature of Chatbot service through
literature search. Furthermore, we summarized the current standing and the prospect of domestic
messenger—based assistant Chatbot services. For conducting user evaluation, Peter Morville’s honeycomb
model is applied to in—depth user interviews. The followings are elements that could be amended to
improve the service. The service should be incorporated by intuitive elements for users’ understanding its
functions and eliminate any elements that interfere with usability. The accuracy should be increased to
improve the user satisfaction. This research will provide the future guidelines to improve the usability of
Chabot services through continuous evaluation by users.
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[Fig. 1] Reconstructing the principle of Honeycomb
Model of Peter Moville
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<Table 1> Usability Evaluation Test

Task Type Contents
Task1 Call a friend Talk to your opponent
Task2 Appointment Time Set lunch time
Task3 Place Reservation Get recommendations on
restaurants
Task4 Add an event Add an event at 12
Taskb Send a voice msg Voice Message
Task 6 Search past conversations Search for "Place”
Task7 Places to Travel Recommendations on
Honeymoon
Task8 Interlocking service Flight Booking
Task9 Subscribe Follow News/Shopping
Task10 Emotional Expression A happy sign
Task11 Gift Recommendation Recommendation on
earring

<Table 2> Questionnaire design based on Honeycomb
Model classification

Item Contents
* |s it easyto talk to a virtual assistant chatbot?
Accessible * |Is the seryice what. you expecte.d? . .

* Do you think there is enough guidance information to
use the service?

¢ Does the service provide differentiated functionality?

* Do you think it provides the right graphical response?

* |s menu name, icon, and button provided by the service

Desirable easy to understand?

* Do you feel pleasure in design of sticker / emoticon?

* Did you feel the brand identity when you saw the screen
design?

* Do you trust the result of the virtual assistant's answer?

, * Do you think the service is responding to you properly?
Credible ) ) . .

* Is it easier for you to ask questions again when you
make a mistake?

e s it easy to find the word you were talking about last
time?

Findable ¢ Is it easy to find the content you are looking for?

e |s it easy to see what each menu functions?

¢ |s the questioning menu convenient?

* Do you think the functions provided by the service are
useful to you?

e Does it provide the right features for forming a bond
with the acquaintance?

Are the services presented differently depending on
Useful )
the question?

* |s interoperability with other services appropriate?

* Have you experienced a screen interruption due to a
virtual assistant service pop-up window or notification
window?

* |s the user's guide easy to recognize?

* s it easy to share various information?

Usable * Is it possible to check and reply to the other person
easily and quickly?

* Does it help you to build a bond relationship?
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<Table 3> Comparison by usability evaluation result

Contents Allo M messenger
Steps 44 2
z Usage Forecast 3 14
% Information 32 22
& Chatting process 42 22
Service Process 42 28
Function 4 3
o Graphics 42 38

@ Menu Configuration and Ul

g Elegmenls 46 48
® Sticker/Emoticon 3 22
Brand Identity 4 18
Answer output 28 26
o) Answer Flow 36 28
g Cancellation 34 1
@ Credibiltiy 4 3
Mistakes 26 38
Keywords 38 14
) Search Resuits 34 26
g Contents Recognition 42 1.6
@ Menu Functions 4 2
Menu 26 1.8
Funtionality 38 32
c Bond formation 34 2
& Differentiated Service 42 4
= Interlocking 4 28
Interferes 45 26
Guidline 38 28
c Sharing 46 3
s Alarm 38 3
@ Bonding Relationship 38 34
Service 42 3
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