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Abstract

This study aims to investigate the factors of chatbot design that have impact on customer
experience. By using a sample of customers who have experience in using chatbot services of
tourism businesses in Bangkok metropolitan area, totaling 400 people, a questionnaire was
employed as a data collection tool. The data were analyzed using descriptive statistics, including
mean, percentage, and standard deviation, as well as inferential statistics, including multiple
regression analysis. The study found that, in the hotel and accommodation sector, the factor of
chatbot design in aspects of the usability and the user experience significantly affect the
interaction quality. Additionally, interaction quality in aspects of attitudes towards chatbots,
chatbot expertise, and problem solving of chatbots significantly affects customer experience. In
all other businesses, the factor of chatbot design in aspects of user experience significantly affects
the interaction quality. However, the attitude towards chatbot is the only factor significantly

influences customer experience
Keyword: Chatbot design, Interaction quality, Customer experience
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