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FACTORS INFLUENCING THE USE OF CHATBOTS
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Abstract

In the digital era, chatbot technology plays a crucial role in enhancing organizational
operational efficiency. This research aims to examine factors affecting chatbot usage for
improving work efficiency in organizations, focusing on technology acceptance factors and
chatbot attributes. The study employed quantitative methodology, collecting data from a sample
of 183 employees with experience using chatbots in organizational operations through
questionnaires. The research findings indicate that perceived usefulness, ease of use, social
influence, trustworthiness, and chatbot responsiveness have positive influences on operational
efficiency within organizations. However, confidence in the accuracy of chatbot information

was not found to have a significant influence.
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