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Abstract Today, governments are evolving into digital governments that actively leverage digital technologies to
promote national development. Government websites play a crucial role as key elements in reshaping the
interaction between individuals and the government. Within this context, government website chatbots play an
important role in facilitating citizens' easy access to information. However, the chatbot ND on the National
R&D Knowledge Information Portal (NTIS) exhibits low usage rates. This study proposes a framework based on
user journey mapping to address the usability issues of chatbot ND. By delineating the user journey into
pre-usage, in-usage, and post-usage stages, the study aims to identify points of inconvenience experienced by
users at each stage and provide enhanced user experiences.
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Figure 1. Customer Joumney Map of Chatbot ND
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