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Task 1 – Reading Task

1. Answer these questions using the sentence starters

a. What is the main idea of the text?

The main idea is that the quality of customer service chatbots has an important influence on users’ satisfaction and loyalty. The article, “Understanding the user satisfaction and loyalty of customer service chatbots”, written by Chin-Lung Hsu and Judy Chuan-Chuan Lin, examines how different aspects of chatbot service quality affect the way customers feel about and continue to use chatbots. The authors explain that artificial intelligence chatbots are increasingly being used by companies to provide customer service because they can respond to customers efficiently, reduce costs and provide support at different times of the day. However, simply having a chatbot is not enough to create a positive customer experience. The quality of the service and the quality of the conversation are also very important. (ScienceDirect)

The study focuses on three main areas of chatbot service quality: core service quality, service recovery quality and conversational quality. Core service quality refers to whether the chatbot provides an efficient, reliable and secure service. Service recovery quality refers to how well the chatbot responds when something goes wrong or when a customer has a problem. Conversational quality is related to how naturally and effectively the chatbot communicates with the customer. The research shows that these different aspects can influence customer satisfaction and loyalty in different ways. (ScienceDirect)

Overall, the article shows that companies should not only focus on creating technically advanced chatbots. They should also make sure that the chatbot gives useful answers, communicates effectively and helps customers solve problems. A positive experience can make customers more satisfied and more willing to continue using the chatbot.

b. What are two key points?

One key point is that service recovery quality and conversational quality have a significant influence on customer satisfaction. This means that customers are more likely to be satisfied when a chatbot can communicate clearly and naturally and when it can help solve problems after a service failure. This is important because customers may become frustrated if a chatbot cannot understand their questions or gives irrelevant answers. A chatbot that can communicate effectively can create a better customer experience. The study found that AI chatbot service recovery quality and conversational quality significantly influenced user satisfaction. (ScienceDirect)

Another key point is that core chatbot service quality and customer satisfaction influence customer loyalty. Core service quality includes important characteristics such as efficiency, fulfilment, security and privacy, and system availability. Customers need to feel that the chatbot is dependable and that it can provide the service they need. If customers are satisfied with the service, they are more likely to continue using the chatbot. The research found that core AI chatbot service quality and satisfaction significantly influenced chatbot user loyalty. (ScienceDirect)

These two points show that satisfaction and loyalty are related but are not exactly the same thing. A customer may be satisfied with one interaction, but for the customer to remain loyal, the chatbot must consistently provide a useful and reliable service.

c. What part of the text did you find most important? Why?

The most important part is the section explaining the relationship between chatbot service quality, customer satisfaction and customer loyalty. I found this part most important because it explains why businesses need to pay attention to the actual experience of customers instead of only concentrating on the technology behind the chatbot.

For example, a chatbot may be fast, but if it gives incorrect or unhelpful information, customers may not be satisfied. Similarly, a chatbot may have sophisticated artificial intelligence, but if customers cannot communicate with it easily, they may prefer to speak to a human employee. This shows that successful customer service depends on both technical performance and communication.

I also found the idea of conversational quality particularly interesting. Chatbots are designed to communicate with people, so the way they communicate can affect how customers perceive the company. A chatbot that understands questions, provides relevant answers and communicates in a clear way can make customers feel that the service is easier and more convenient. The article explains that conversational quality is important because chatbots are intended to imitate aspects of human interaction. (ScienceDirect)

The research is also important because it was based on empirical data from 219 users of customer service chatbots. This makes the findings more meaningful than simply discussing chatbots theoretically. (ScienceDirect)

d. Was anything unclear or difficult to understand?

quality specifically focuses on how effectively the chatbot communicates with the user.
I was not sure about some of the academic terminology used in the article, especially terms such as e-service quality, conversational quality, service recovery quality, core service quality, IPO model and PLS-SEM. These terms can be difficult to understand because they are connected to academic research in information management, marketing and customer service.

For example, I initially found the difference between service quality and conversational quality difficult to understand. After reading the article more carefully, I understood that service quality is a broader concept, while conversational
The research methodology was also difficult because the authors use statistical methods to test relationships between different variables. PLS-SEM is a research technique that may not be familiar to students who are not studying statistics or research methods. However, I understood the main purpose of the methodology: the researchers collected information from chatbot users and analysed the data to determine which aspects of chatbot quality were connected with satisfaction and loyalty.

Another difficult part was understanding why some aspects of service quality have a stronger relationship with satisfaction while others are more directly connected with loyalty. Reading the abstract and discussion helped me understand that satisfaction and loyalty are separate outcomes that can be influenced by different aspects of the chatbot experience. (ScienceDirect)

e. How did your group help you understand the text better?

My group helped me by discussing the main ideas of the article and explaining difficult words and concepts in simpler language. When I first read the article, some of the academic terminology made it difficult to understand the exact meaning of the research. By discussing the text with other members of my group, I was able to compare my understanding with their interpretations.

My group also helped me identify the most important findings. We discussed how chatbot service quality can affect customer satisfaction and how satisfaction and core service quality can contribute to customer loyalty. This discussion helped me separate the main points from the supporting information.

Another way my group helped me was by using everyday examples. For example, we discussed situations where customers use chatbots on shopping websites or company websites to ask about orders, returns or problems. These examples made the academic ideas easier to understand because I could connect the research with real customer service situations.

Working in a group also helped me notice information that I had not paid enough attention to when reading independently. Different members focused on different parts of the article, so discussing the whole text gave me a more complete understanding of the research.

3. One-sentence reflection

Question: What did you find challenging about this task?

The hardest part was understanding the academic language and research methodology while also identifying the main ideas, because the article contains technical concepts about e-service quality, conversational quality, customer satisfaction and loyalty.

Overall, I found this reading task useful because it helped me understand how academic research can be connected to everyday technology and customer service. Before reading the article, I mainly thought of chatbots as tools that answer customer questions. After reading it, I understood that the quality of a chatbot can have a much wider effect on the customer experience. Customers judge whether a chatbot is useful, reliable, secure and easy to communicate with, and these experiences can influence whether they are satisfied and whether they continue using the service.

The article also helped me understand why companies need to think carefully about how they design their customer service chatbots. A chatbot should not only be able to provide quick answers. It should also understand customers, communicate clearly, recover from service problems and provide a reliable service. According to the study, conversational quality and service recovery quality are important for satisfaction, while core service quality and satisfaction are important for loyalty. (ScienceDirect)

For me, the main lesson from the text is that good technology alone does not guarantee good customer service. The technology needs to provide a positive and reliable experience for the customer. This is particularly relevant today because businesses are increasingly using artificial intelligence to communicate with their customers. Understanding customer satisfaction and loyalty can therefore help businesses improve their chatbots and create better customer experiences.









