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Expectation and Expectation Gap towards intelligent properties of Al-based
Conversational Agent
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Abstract The purpose of this study is to investigate the users' expectation and expectation gap
about the attributes of smart speaker as an intelligent agent, ie autonomy, sociality,
responsiveness, activeness, time continuity, goal orientation, To this end, semi—structured
interviews were conducted for smart speaker users and analyzed based on ground theory,
Result has shown that people have huge expectation gap about the sociality and
human—likeness of smart speakers, due to limitations in technology, The responsiveness of
smart speakers was found to have positive expectation gap, For the memory of time—sequential
information, there was an ambivalent expectation gap depending on the degree of information
sensitivity and presentation method, We also found that there was a low expectation level for
autonomous aspects of smart speakers, In addition, proactive aspects were preferred only when
appropriate for the context, This study presents implications for designing a way to interact
with smart speakers and managing expectations,
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