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Non-verbal Emotional Expressions for Social Presence of Chatbot Interface
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Abstract

The users of a chatbot messenger can be better engaged in the conversation if they feel intimacy
with the chatbot. This can be achieved by the chatbot’s effective expressions of human emotions to
chatbot users. Thus motivated, this study aims to identify the appropriate emotional expressions of a
chatbot that make people feel the social presence of the chatbot. In the background research, we
obtained that facial expression is the most effective way of emotions and movement is important for
relationship emersion. In a survey, we prepared moving text, moving gestures, and still emoticon that
represent five emotions such as happiness, sadness, surprise, fear, and anger. Then, we asked the best
way for them to feel social presence with a chatbot in each emotion. We found that, for an arousal
and pleasant emotion such as ‘happiness’, people prefer moving gesture and text most while for
unpleasant emotions such as ‘sadness’ and ‘anger’, people prefer emoticons. Lastly, for the neutral
emotions such as ‘surprise’ and ‘fear’, people tend to select moving text that delivers clear meaning.
We expect that this results of the study are useful for developing emotional chatbots that enable more
effective conversations with users.
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