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Abstract

The aim of this study is verifying the effects of chatbot’s error types and structures of error message
on attitude, behavior intention towards the chatbot and perceived usability of the chatbot. The error
types of chatbot are divided into ‘experience’ error and ‘agency’ error, which set different expectancy
level, according to mind perception theory. The structures of error message were either unstructured
condition composed of error specification only or structured condition composed of apology, explanation
and willingness of improvement. It was found that score of perceived usability was higher in experience
error condition than agency error condition. Also, all three scores of dependent variables were higher
in structured error message condition than unstructured error message condition. Furthermore,
expectation gap of experience didnt predict the dependent variables but expectation gap of agency
predicted all three dependent variables. Finally, the tendency of interaction effect between the error
type and the structure of the error message on expectation gap of agency was observed. This study
confirmed the mitigating effect of structured error messages and the possibility that these effects may
vary by the type of error. The result is expected to be applicable to design of error coping strategies
that enhance user experience.
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