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Interest over time, last five years,  "chatbots" 



Great promises – botification for apps
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How many of you have tried a chatbot?
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What are chatbots?
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TIME, Januar, 2006

The Internet is turning upside down

TIME Oktober, 2017

User as creative and content producers Machines as creative and content producers
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Chatbots = automatic 
agent powered with 
AI that communicate 
with online users in 
natural language 
(text, audio)
These allow users to type questions (i.e., 
queries) and, in return,
generating meaningful answers to those 
questions
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A changing user interface
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Why are chatbots trending now ? "The dark social"
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?

1 billion daily users

1,2 billion monthly  users
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+ 30.000 chatbots 

• But many users don't use a chatbot
over time

• Understanding the user's 
motivation is key to the successful 
adoption of technology for long-term 
well-being use

Facebook messenger platform for chatbots 
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Why do people use chatbots?



User motivations – limited understanding 
of how and why people use chatbots
People differ in their purposes and user motivations 
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Questions – open ended:

What is your
main reason for 
using SNSs?

Brandtzaeg, P.B., & Heim, J. (2009, 19-24 July). Why people use social networking sites. In A.A. 
Ozok and P. Zaphiris (Eds.): Proceedings of the HCI International. San Diego, CA. Online 
Communities, LNCS. Springer-Verlag Berlin Heidelberg, pp. 143–152.

http://scholar.google.no/scholar_url?url=http://www.researchgate.net/profile/Petter_Brandtzaeg/publication/221095501_Why_People_Use_Social_Networking_Sites/links/02e7e51c03c741009c000000.pdf&hl=no&sa=X&scisig=AAGBfm1ma_7qk0GGSe886wAIhDQzAj2vgQ&nossl=1&oi=scholarr&ei=5vQiVdnbFMORsAGenoDQCQ&ved=0CBsQgAMoADAA
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Paper accepted for INSCI 2017

Questionnaire survey among US 
chatbot users

Conducted by Survata

146 participants
16-55 years of age
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What is your main reason
for using chatbots?

Open ended question
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What is your main reason for using chatbots? (N=146)
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Different platforms have different purposes



21 Proportion of participants reporting use of different messaging 
platforms for chatbot interactions (N = 146). 
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People use variouse chatbots
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64% reported using chat-
bots for two years or less. 

Chatbots as new media experiences
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Chatbots for productivity
(68%)

• Ease, speed and convenience

• To obtain help and information

I use chatbots instead of 
a search engine to help 
with daily tasks. (P67)

I think that they make 
customer service easier. 
Often times human beings 
can get frustrated or have 
attitude. A program lacks 
those poor qualities. (P155)
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Chatbots for entertainment
(20%)

• Positive entertainment value

• Bored, to kill time

It’s fun and entertaining. I 
like chatbots that have 
funny things to say. (P99)

Usually to ask a question 
and be entertained with 
an answer. (P301)
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Chatbots for social/relational
purposes (12%)

• Social value of chatbot
interaction

• Enhance social relations with
others

I use them when I feel bored or rather 
when I feel down and have no one else to 
go to, it just relaxes me in a way. Gives 
me someone to vent to without getting 
judged, I know they aren’t real but it feels 
like it is. (P264)

if your lonely and just want 
a chat with someone else. 
(P141)
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Chatbots for the novelty of it 
(10%)

• Curious and want to try out

• Early phase of development

They’re new and intriguing. (P66)

[…] It’s interesting to see what 
people can come up with, how 
lifelike they will be-come. Sadly, 
very few pass the test. They are 
all repetitive in some way. (P88)
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Why do people
use chatbots?

Productivity important
-> identify use cases where chatbot
provides highest usefulness

Entertainment and social 
motivations
-> support engaging and relational 
experiences

Novelty a motivator for some
-> may provide useful leverage – for 
the time being …

Conclusion



29

Contact: pbb@sintef.no or 
twitter @petterbb

Follow us on Facebook: 
https://www.facebook.com/
SocialHealthBots/

Thank you!

mailto:pbb@sintef.no
https://www.facebook.com/SocialHealthBots/
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