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Abstract

The objectives of this research were to a) assess the efficiency, effectiveness and
behavior of using Chatbot, and b) develop the relationship model of relevant variables to the
financial institutions Chatbot satisfaction via their user perspectives. The questionnaires were
used as a tool for gathering data from 385 respondents. All respondents returned the completed
questionnaires (100.00%). Multiple regression analysis statistic was applied to test hypotheses.
The test resulted 15 models (equations). The results indicated that Chatbot efficiency influenced
participation levels of the financial institutions customers toward Chatbot usage (R2=.33); Chatbot
effectiveness influenced friendliness level during the customers were on their transaction
(R2:.431); and Chatbot usage behaviour influenced emotional level of the customers during they

were using the bot (R2:.326).

Keywords: Chatbot, Chatbot efficiency, Chatbot effectiveness, Chatbot usage behavior,

Chatbot usage satisfaction
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