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Research Questions

What are people’s mental models
1 when interacting with the Expenses
Chatbot?

Are people able to successfully file
2 expenses using the chatbot?

How do they feel about their entire
3 experience?
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Who

All Oracle employees provisioned on expenses chatbot

s
i 8 New
. 1/ iPhone Q 12 Female Never used expenses chatbot
AR
- 19> 7 Experienced
"' 3Andr0|d d 8 Male L 7Subm|tted1 10 receipts

Participants = 5 Expert

Submitted >10 receipts




Study Design

1 Pre-evaluation perception

Trust, reliance, confidence, and expected ease of use

Evaluate chatbot

Submit 5 receipts, check receipt in the web application

3Post -evaluation perception and

Trust, reliance, corkdence and ease of use, SUS, NPS
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Results




Usdmnmeetaltmerksia/ et ths chatbat ggscrbit)i sbonebwith the way the system
worked.




Chatbot’s Conceptual Model

@ Initiate

Send image or manual
entry

Receipt Image

Expense Type List

@ Enter details

Submit expense type

| wasn't able to identify the
type of expense. Please select
one:

1. Meals - Employee(s) Only
2. Taxi and Other
Transportation

3. Accommodation

4. Airfare

5. Misc. Expenses

6. Telephone Charges

7. Car Rental

8. Parking/Tolls

9. Meals - Private Sector
10. Accommodation - Prof.
Services Itemized

11. Employee Recognition
Award

12. Internet Charges (Travel
Only)

13. Others

@ Confirm details

Summary message

Confirmation code

Expense Summary

I've gathered your expense details:
Type: Taxi and Other Transportation
Amount: 22.37 USD

Date: May 1, 2005

Merchant: TO Taxi

Location: United States

To update, type something like
"Amount is $40" or “Date is last
Sunday". Else, to create this
expense, reply with a one-time
code 5558.

(4) Submit

Confirmation message

Confirmation Message

expense, reply with a one-time
code 8988.

Ok, I've created your expense. Here
are the details:

Type: Taxi and Other Transportation
Amount: 22.37 USD

Date: May 15, 2019

Location: United States

Merchant: TO Taxi

Your expense will be automatically
submitted in due course.




Disconnects with the chatbot conceptual model

@ Enter details (3) Confirm details

How to begin? Misread some receipt Can’'t make changes Is an expense being
details after the confirmation created or being
i code is sent submitted?
Why so long? Is it
e
LA What does “due course”
mean?

When will my manager
see the expense?




The idea of automating the expense filing process had high appeal




User perception of the Chatbot is very positive

Net Promoter Score (NPS): 5504

e NPS =% Promoters - % Detractors
25% 65%

* Scores above 0% are good

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

. Neutral . Promoters




The chatbot SUS score above industry average

System Usability Scale (SUS)

83%

Chatbot SUS ScoreA

0% 20% £4,0% 60% 80% 100%

SUS Percentile Ranking
« 68% Industry Average




The outcome of such positive perception was high trust




« Psychometrically developed model
« 6 underlying dimensions, 19 5-point scales

« Participants rated 2 TIA scales before and after chatbot

Strongly Strongly
disagree agree

1 2 3 4 5

| trust the Expenses Chatbot

| can rely on the Expenses Chatbot



https://osf.io/y3jn5/

Users trusted the Chatbot despite making many errors

Pre & Post Task Perception

Participants’ trust ratings

{ increased after interacting with
the chatbot.
4.15 R 411
3.79

Ease Confidence Trust Reliance

Pre-task (Expectation)  ®mPost-task (Perception)
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Top chatbot bloopers




Yikes!....boy was that an expensive meal!

§ =i
- W\
resraurant & bar
San Francisco CA 94103
Tel. (415) 776-8500 Fax.

Order#:15
Date )19 12:43 PN lable 24

No.?!

Card gooooooxxxxxx 1001
Refg: 01882167 , AuthCode: 682167

Anount

¢ 7ip

(}+ Additional Tip

= Total

€ 10 pay above total amount according to
, card 1ssuer agreement
1P Gulge

15%=87.49, 18%=88 ea,_20x=s9.9e
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Itemized

11. Employee Recognition Award
12. Internet Charges (Travel Only)
13. Others

Here's what I've got:

uSD

Merchant: SOMA

Location: United States

If this looks correct, reply with code
6599 to create this expense. If you
need to make changes, tell me
something like "amount is $40" or
"date is last Sunday."




Hello. | need to submit an Is the expense Chatbot telling you
expense.
an

it cant help you submit

I'm still learning and can't
currently help with that. Here expense?
are some other things | can

help with:




Would you like to:

1. Other Operations On
Expense in Expenses

2. Compliment in Feedback
Skill

3. None of the above

At the moment, | can only help
with creating expenses. Use
the web application for other
tasks. To create an expense,
send a picture of your receipt

Aar fuma camathina lilba "Tawvi far

User wants a date or time.

User tries to rephrase the question. That doesn't work either.



Ok, I've crea_teq your expense. Here L. . . .

Type: Meals - Employee(s) Only Participant forgets to include tip in expense amount and
Amount: 42.41 USD

Egégzt:ﬁwr: (LJJ‘n2it(c)e1ngtates Su b m |tS COd e.

Merchant: CAFE BORRONE

Number of Attendees: 1

Your expense will be automatically
submitted in due course.

o) (o)) (@ ) (e Bot reads his correction text as a fresh expense submission

attempt.
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Do users trust the chatbot more than it deserves?

4 5, Subjective trust was high...
Yes

Trust rating ...despite errors and the limited use cases it supports.

We need to make sure the technology is
robust enough to be worthy of the high trust.




Thank you




