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Abstract. In recent years;hatbots have become a growing presence in our eve-
ryday lives.Companies have identified various potentialaases posing oppor-
tunities for reducing costandproviding serviceshrough automatig processes
with the help of chatbot$However, although an increasing numbecioatbots
aredeveloped, user expectatiasftencannot be met, leading to frequent discon-
tinuation of the botsResearclsuggest thatfor userspne of the main reasons to
use achatbots to help them increase theiroductivity. Theliteraturebaseso far
provides littleprescriptive knowledge guiding implementation of chatbots spe-
cifically for usecases where productiviig the mainpurpose This short paper

is the first stepwithin a DesignScienceResearch project to close this g&lpe
conducted a systematic literature review and gathered cHadsignFeatures
that were covered in respective publications.



productivity is the ratio of output to input. In the context of chatbots, the océipube
defined aghe task or the number of tasks completed and the Bpilie amount of

time needed for the completid6]. In our project we focusspecifically on the poten-

tials of chatbotdesign to increase productivitVe do not consider furthietypes of
solutions (e.g.self-service portalspvithin this researclendeavourMoreover, ve do
notyetfocus on a specific application domain or specific types of tasks as we intended
to gather a broad range of DFs based on a comprehensive analysis of lit¥¥ature.



keywordbased searches were eliminated (remaining: k&) also applied language
(English), thematic focus (covering chatbot design) and quality -feeezwed) as in-
clusion criteria femaining: 64. In a second step, vaso conducted forward as well

as a backward search that resulted in another 8 articles. Therefore, a7@tphpers

were selected for idepth analysis in connection with our literature review

3 Results: Chatbot Design Features and Categories

The systematicliterature review uncovered a broad range of chafl¥es potentially
influencing productivity measure$o delimit terms, a DF describes a specific chatbot
design element that provides a certain functionafitipP on the other hands a con-

ceptin DSR and specifies prescriptive design knowledge according to a specific schema
[9]. Studies that directly investigated the effect of cerfalfs on productivity as de-

fined in the introductory chapter could not be identifi€derefore, we selected DFs

that respective literature argues to be beneficial to the ahiatieraction inrmore gen-

eral terms eitherquantitti
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