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Abstract:

Objective: Chatbots have emerged as valuable tools in healthcare; however, existing platforms’ features are not designed
to support user engagement and data collection for healthcare research. This study aimed to assess the usability issues of
Wowbot, a chatbot platform developed as a plugin to the Botnoi platform, through usability testing with chatbot developers.
Material and Methods: Usability testing was conducted with five chatbot developers, who were recruited to perform
six tasks using platform functions: dialogue creation, push messages, application programming interfaces (APIs) in
creating photo frames and score comparisons, data export, agent-mode chat, and natural language processing (NLP)
for parameter recognition. One expert user served as a control. The think-aloud method, semi-structured questionnaires,
and exit interviews were used to collect data. Effectiveness was assessed using performance scores, task completion

time, and incomplete task incidence, while efficiency was evaluated by comparing task completion time with the expert.
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Results: Four out of five participants completed all tasks. The overall task completion rate within two attempts was 74.5%,
with lower rates in photo frame creation (20%), score comparison (40%), and message pushing (40%). Participants required
more time to complete tasks than the expert (188 vs. 130 minutes). Nevertheless, users reported high satisfaction (mean
4.2/5) and acknowledged the platform’s potential to enhance engagement in healthcare applications.

Conclusion: The Wowbot platform showed potential usefulness for healthcare applications, with new features that may

enhance user engagement. However, task completion challenges highlight the need for further refinement, particularly in

API design and documentation, to optimize user experience and platform adoption.

Keywords: chatbot platform, oral health education, think-aloud, usability testing

Introduction

Chatbots are conversational software systems
designed for a wide range of applications, such as
providing information, answering questions, acting as
virtual assistants, and performing specific tasks. These
systems can operate based on predefined rules or employ
advanced natural language processing (NLP) and artificial
intelligence (Al) to understand and respond to user inputs
conversationally and even manage complex dialogues. In
recent years, chatbots have been increasingly utilized in
various healthcare sectors to support health education,
promote health, engage patients, improve access to care,
and collect health data"?. However, not all chatbot platforms
are tailored for healthcare applications.

Maintaining user engagement and retention via
push notification messages is a key component of health
chatbots. The push message or broadcast function enables
asynchronous, one-to-many communication from the
chatbot to users. This feature allows for the proactive
dissemination of information, alerts, or prompts to either the
entire user base or targeted segments, independent of user-
initiated interactions. It serves to enhance engagement,
deliver time-sensitive information, and facilitate mass
communication within the chatbot ecosystem. In the

healthcare industry, this feature facilitates the implementation
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of conversational chatbots to promote behavioral modification
and provide health education programs®™®. However, existing
platforms for building Thai chatbots fall short in supporting
healthcare and oral health education (OHE), as restricted
push functions hinder them for the LINE application, limit
data export capabilities, lack features tailored to healthcare
research, and have weak Thai NLP.

Earlier Thai chatbots built on Zhang’s Al chatbot
behavior change model showed promising results in
delivering 21- and 30-day OHE programs for caregivers;
however, their application was limited by the constraints of
the platforms on which they were developed®. Each day,
the participants received a push message conversation
about oral health knowledge and practice for young children.
Both OHE chatbots were built on the Chatfuel platformz,
which is a user-friendly platform that requires no coding,
with a built-in feature of push notification messages’.
Nevertheless, Chatfuel is more advanced and optimized
for Facebook Messenger and WhatsApp rather than the
Line application, which is a more widely used messaging
platform in Thailand. Additionally, the data export functionality
in chatbot platforms is crucial for comprehensive system
analysis and improvement. It enables in-depth analytics,
compliance with regulations, debugging, and optimization

of conversational flows. This feature supports research,
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integration with external tools, and thorough auditing of
operations. Ultimately, it drives continuous improvement and
maximizes the chatbot’s effectiveness in meeting user needs
and organizational goals. Moreover, its Thai NLP capabilities
are inadequate for push message and data export functions,
and the introduction of tiered pricing structures poses
additional challenges for a non-profit organization with
constrained budgets. In addition, the introduction of new
application programming interfaces (APIs) that generate
picture frames and enable score comparison for change
monitoring could greatly enhance user engagement. These
features would allow users to submit their images and easily
compare scores over time, potentially serving as valuable
gifts or awards.

Currently, the Botnoi platform is widely used to
develop Thai Al chatbots. More than 10,000 chatbots in
a wide range of businesses, including the health sector,
operate on this platform. This is primarily because the
Botnoi platform supports the Thai language and has
regular upgrades for its content. The platform is built
on a drag-and-drop interface and supports APl and
plugin connections, facilitating more natural and adaptive
conversations. Their chatbots can be utilized across
various applications, websites, or messaging systems®®.
For OHE, such platforms could be particularly useful for
general dentists and healthcare providers, as they offer
an accessible way to extend education and behavioral
guidance to their patients beyond the clinic. However,
without functions specifically tailored to health research
and education, they may find these platforms insufficient
for sustained engagement, data collection, and integration
with patient care.

To address the limitations of existing chatbot platforms,
the Wowbot platform was developed as an extension of
the Botnoi platform, integrating functions specifically tailored

for healthcare and OHE while maintaining the core system
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architecture. These include push messaging, data export,
real-time live chat, an analytics dashboard (featuring charts
displaying total user count, user retention, popular user
input, and demographic information), parameter storage,
and APIs for photo frames and score comparison. The
development of these features was informed by a user-
centered design process involving a focus group discussion
with 24 healthcare professionals. Building on this foundation,
the objective of the present study was to quantitatively and
qualitatively evaluate the usability of the Wowbot platform
for healthcare applications. Usability testing was conducted
with chatbot developers, who represent the primary user
group responsible for constructing health chatbots that can

subsequently be used by patients and healthcare providers.

Material and Methods

Participants

The study protocol (EC6408-055) was approved
by the Human Research Ethics Committee, Faculty of
Dentistry, Prince of Songkla University. When investigating
usability issues among homogeneous users, Nielsen has
proposed that the first three users will aid in the discovery
of problems exponentially. After the fifth user, the data is
hypothetically saturated'®. Thus, five chatbot developers
who are current trainees at the Botnoi Group company’
were enrolled in this study. One chatbot developer who is
also a chatbot journey expert was recruited as the control
participant. All participants tested the chatbot platform on

their computers.

Data collection

Table 1 shows the metrics gathered during and
following tasks to investigate the usability concerns related
to the Wowbot platform. The data were obtained from three
diverse sources: think-aloud responses, self-administered

surveys, and exit interviews to triangulate the results.
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The Zoom application, a cloud-based web conferencing
platform, was used to record participants’ computer
screens and faces while performing tasks. The participant
was sent the chatbot platform’s handbook for self-study
two days before testing. On the testing day, participants
watched a video explaining the think-aloud strategy. They
were asked to verbalize their thoughts and feelings while
performing tasks for both negative and positive aspects.
A researcher explained to all participants what the rules
and six tasks were using a comprehensive dialogue flow
diagram (Figure 1). Six representative tasks were selected
for the usability evaluation: (1) dialogue creation, (2) sending
push messages, (3) use of APIs for creating photo frames
and score comparison, (4) data export, (5) agent-mode
chat, and (7) NLP for chatbot training. These tasks were
chosen because they represent the core functions newly
introduced by the Wowbot platform, and they are the
essential activities that chatbot developers must be able to
perform when building health chatbots for patient education
and healthcare research. To ensure testing was conducted
in a realistic context, task scenarios were adapted from

the 21-Day FunDee chatbot", previously developed on

Table 1 Measures of usability

the Chatfuel platform, and applied to evaluate performance
on the Wowbot platform. It is noteworthy that parameter
setting was a prerequisite for score comparisons and data
export tasks. Despite no time constraints, participants could
terminate tasks at will. Total task duration was recorded,
excluding optional breaks. Evaluation assistance was
prohibited. However, they were able to assess the chatbot
platform’s handbook.

After the rules were explained, participants were
then individually assigned to Zoom sessions. Two calibrated
evaluators observed and documented each participant’s
interaction with the Wowbot platform in an observational
form. A task performance scoring system was used to
evaluate users’ ability to complete intervention-related
tasks, ranging from 0 to 5. A score of 5 was awarded for
completing tasks correctly, regardless of whether a manual
was used. Scores of 4 to 1 reflected correct task completion
within 2 to 4 attempts, respectively, with or without a manual.
A score of 0 indicated failure to complete the task. This
scoring method allowed for a standardized assessment of
task proficiency across varying levels of user support and

learning curves.

Usability attributes

Data source

Think-aloud and observation

Self-administered Exit interviews

questionnaire

Effectiveness Performance score
Completion rate
Incomplete task incidents
Efficiency Comparing time completion between
the expert and participants
Satisfaction

Learnability Perceived task difficulty
Helpfulness Guideline helpfulness
Affect Perceived value of the platform

Intent to use and recommend to others

Journal of Health Science and Medical Research
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User profile(s): Chatbot

Objectives: This study
quantified and subjectively
tested Wowbot's healthcare
platform usability.

developers undergoing
training at Botnoi Group
company are eligible to
evaluate the chatbot platform

on their personal computers.

Satisfaction questionnaire

Exit interview

Dialogue: Text
(T1.1), Image
(T2), VDO
(T1.3), Decision
dialogue (T1.4)

Descrinti
of task(s)

Create a
dialogue using
different
objects and

Objective(s)

Please generate
conversational
dialogues that
incorporate
textual content,
special symbols,
images, videos,
and conditional
response options
as illustrated in
the flow.

Scenario

e Text

* Image

* Quick reply
= Button

Functions

* Dialogue

* Botnoi
Platform

Platform
used

» Custom payload

Push APIs: Frame Export
message (T3.1), Create data
(T2) parameters (T4)
(T3.2), Compare
parameters (13.3)
Start the next Empowerment Export
conservation conversation “(display
using p}lSh by adding a name}” and
messaging chosen picture “{response
m to the parameter}”
G from T1-T3
Create and into an excel
compar spreadsheet
parameters
The system shall ~ Please combine the Please specify
transmit a u;?loaded user p!mo parameters by
message on the with the customized dofined Bow and
frames and resend the
second day after e iy then export data
the player has s from Wowbot
completed their Pl it a platform to File
session on the comparative analysis of ~ €Xcel as shown:
first day. This the satisfaction scores on 1. display name
message shall be  playing this chatbot 2. parameter(s)
sent 1 minute provided by users
after the text (ranging from 1 to 5) on
"Thank you" the initial to third day.
appears. Indicate whether the
satisfaction level is
higher, equal, or lower
than that of the user as
recorded in the system.
* Condition « API « Export data
broadcast « Carousel
* Wowbot * New APIs * Wowbot
Platform Platform

T=task, APls=application programming interfaces, NLP=natural language processing

Between-task

evaluation: Think-aloud

Generate the link
message from “Bot
mode” to “Agent
mode”, enabling the
user to interact with
the chatbot admin
through “Live chat”
and subsequently
revert to the “Bot
mode”

Let the user type
the keyword
"Contact officer"

This keyword
"Contact officer"
drags user to Agent
mode to discuss
with the
Administrator.
Once answered,
send the user back

to bot mode as
usual.

* Live chat

+ Botnoi
Platform

Figure 1 Overall evaluation framework for the usability test of the Wowbot platform
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Using NLP
function
available in
Botnoi
platform

From the
following
greetings, link to
the system startup.
Hi, well, good,
good-bye, what,
hi, hello, start
playing, start
using, start
chatting, sign

* Train bot

* Botnoi
Platform
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Following the completion of the task performance,
participants were given a self-administered questionnaire
to evaluate their satisfaction. The questionnaire, adapted
from the Software Usability Measurement Inventory (SUMI),
employed a 5-point Likert scale (1=Strongly disagree;
5=Strongly agree) in three dimensions: learnability,
helpfulness, and affect. To ensure content validity, the
modified SUMI questionnaire was reviewed by a panel
of five experts in digital technology, dental public health,
and health communication. Each item was assessed for
relevance, clarity, and representativeness using a 4-point
scale. The Content Validity Index (CVI) for individual items
ranged from 0.80 to 1.00, indicating acceptable to excellent
content validity across the instrument. Although internal
consistency reliability was not re-evaluated in the current
study, published validation data have demonstrated that
the SUMI instrument possesses strong reliability, with
Cronbach’s alpha coefficients reported for its subscales:
learnability=0.84, helpfulness=0.81, and affect=0.88.
These established values support the robustness of the
SUMI framework from which our modified version was
derived”®. Furthermore, an exit interview was conducted.
The participants engaged in a discussion regarding several
aspects, including their perception of the difficulty of the
tasks, the helpfulness of the guidelines, the value they
perceived in the platform, and their intention to use it

themselves and suggest it to others.

Table 2 Characteristics of Wowbot platform participants

The information obtained from the think-aloud
methodology and the semi-structured interviews was
transcribed. Performance scores conducted by two
assessors independently were recorded and compared in
Microsoft Excel. Any disagreements were resolved through
discussions between the two assessors. Performance score
and time to completion were analyzed by comparing with
the expert users’ performance using median values. The
success level of each task was determined by calculating
the completion rate of tasks with a performance score of 4
or above. The mean and standard deviation of satisfaction
scores were calculated for each of the three domains—
learnability, helpfulness, and affect. For negatively worded
items, rating scores were reversed prior to analysis to
ensure consistent interpretation, with higher scores uniformly

indicating greater satisfaction.

Results

Participant’s characteristics

Among the total of 5 participants, 3 individuals
(60.0%) were males. All testers were in their early 20s,
while the expert’s age was in the late 20s. All participants
reported that they had experience with the Botnoi platform
and had created 3-10 chatbots. Only one individual was

not familiar with other platforms (Table 2).

Characteristics Expert Participants

#1 #2 #3 #4 #5
Gender Female Female Male Male Male Female
Age (years) 29 22 21 22 21 24
Experience in Botnoi platform Yes Yes Yes Yes Yes Yes
Experience in other platforms Yes No Yes Yes Yes Yes
No. of chatbots ever created 3 5 10 7 10 10

#=participant

Journal of Health Science and Medical Research
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Usability of the Wowbot platform
The subsequent section presented various measures
encompassing the three fundamental usability aspects:

effectiveness, efficiency, and satisfaction.

Effectiveness

Performance scores and completion rate

The performance score encompassed the
simultaneous assessment of both success and accuracy.
According to Table 3, the expert successfully completed
most tasks with a score of 5, except for three activities
that involved using APIs (T3.1, T3.2, and T3.3), which can
be completed within two attempts (score=4). All testers
completed the following tasks: composing text (T1.1)
and images (T1.2) with a perfect score of 5 (completion
rate=100%). Most participants (80%) completed four tasks
comprising creating dialogue using VDO (T1.3), creating
parameters (T3.2), using agent mode (T5), and training

the bot using NLP (T6) with a score =4. Regarding push

messages (T2), comparing parameters (T3.3), and creating
photo frames (T3.1), about 40.0-60.0% of participants

completed the tasks but required three attempts or more.

Incomplete task incidents

Through direct observation and validation by two
observers, it was determined that one participant (Participant
#5) was unable to accomplish three tasks (T2, push
message; T3.1, frames; and T3.3, compare parameters).
The action failures were due to the inability of the participant

to follow the guidelines.

Efficiency

Comparing time completion between the
standard and patrticipants

As indicated in Table 4, the participants took nearly
one hour longer (median=188 minutes) than the expert to
complete the tasks (130 minutes). However, two participants

could finish the activities at approximately the same time as

Table 3 Performance score and completion rate of the participants compared to the expert

Task Expert Participants Completion rate with
#1 #2  #3  #4 #5 Median (range) a score 24 (%)
T1 Dialogue
T1.1 Text 5 5 5 5 5 5 5 (5-5) 100
T1.2 Images 5 5 5 5 5 5 5 (5-5) 100
T1.3 VDO 5 5 4 5 5 2 5 (2-5) 80
T1.4 Decision dialogue 5 5 5 5 4 5 5 (4-5) 100
T2 Push message 5 5 3 3 4 0 3 (0-5) 40
T3 APIs
T3.1 Frame 5 2 1 1 1 (0-5) 20
T3.2 Parameters 4 5 5 1 4 4 4 (1-5) 80
T3.3 Compare 4 4 4 1 3 0 3 (0-4) 40
Parameters
T4 Export data 5 5 5 5 5 4 5 (4-5) 100
T5 Agent mode 5 4 5 2 4 5 4 (2-5) 80
T6 NLP 5 2 4 5 5 5 5 (2-5) 80
Time (min) 130 120 121 191 220 188 188 (120-220) 74.5

#=participant, T=task, APls=application programming interfaces, NLP=natural language processing, VDO=video

Journal of Health Science and Medical Research
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the expert. It is worth noting that most participants spent
their time on tasks involving API functions (T3.1 and T3.2).
All participants spent less time on tasks that utilized the
Botnoi function and new functions such as agent mode and

data exporting.

Satisfaction

To assess the cognitive load experienced by the
participants during the activity, we requested both the expert
and participants (N=6) to evaluate the level of difficulty using
the statements provided in self-reported questionnaires on

a 5-point scale, as shown in Table 4.

Learnability and perceived task difficulty

Most participants agreed that the platform’s
functionalities were straightforward to use. After reversing
scores for negatively worded items, the mean satisfaction
scores for each domain ranged from 3.79 to 4.44. The
lowest mean score was observed in the helpfulness
domain. Participants’ feedback during the exit interviews

supported their satisfaction ratings. All participants agreed

that tasks involving the use of Botnoi platform features—
including creating dialogues by incorporating various items
and employing NLP—were effortless and did not require
assistance or reference to a manual. Notably, participant
#3 indicated that the difficulty level was comparable to
that of other chatbots used on different platforms. Another
participant, who recorded the shortest completion time
across all tasks, remarked that any challenges encountered
were attributable to their own abilities rather than to
limitations of the platform itself.

...Well, all assignments are pretty easy. The reason |
had trouble making parameters was that | can’t remember.
It was clear to me when | went back and looked at the
guide, so | did it. [Participant #1]

Regarding the new features built into the Wowbot
platform, all participants agreed that the condition broadcast
and export data functions were simple to operate. Most
participants reported that the tasks involving the APIs were
the most challenging. They mentioned unfamiliarity with the
features, complex steps, and insufficient guidance in the

handbook as the reason for their difficulty.

Table 4 Learnability, helpfulness, and affect rating among the participants (N= 6)

Items Mean (S.D.)
Learnability 4.33 (0.83)
“It takes too long to learn the platform function*” 4.67 (0.47)
“Using this framework, tasks can be executed in a straightforward manner” 4.50 (0.76)
“It is easy to make the platform do exactly what you want” 4.33 (0.75)
“It is relatively effortless to move from one part of a task to another” 4.00 (1.15)
“| often need to seek help most times when | use this platform*” 417 (0.69)
Helpfulness 3.79 (1.12)
“The instructions and prompts are helpful” 4.33 (0.75)
“l find that the help information given by this platform is not very helpful*” 4.00 (0.82)
“Error messages are not adequate” 3.00 (1.29)
“Across the system, either the amount or quality of the help information varies*” 3.83 (1.07)
Affect 4.44 (0.60)
“l enjoy the time | spend using this platform” 4.17 (0.69)
“Working with this platform is satisfying” 4.67 (0.47)
“I would not like to use this platform on a daily basis*” 4.50 (0.50)

*The rating scores were reversed for negative questions
S.D.=standard deviation

Journal of Health Science and Medical Research
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...It was mostly easy, except for making the photo
frame; | know what | have to do. | looked at the handbook,
but | was confused when | had to copy the API syntax. It
is quite complicated. Also, | did not use the APl as usual.

[Participant #2]

Helpfulness

Although the participants gave positive remarks on
the helpfulness of the manuals for this platform, they also
stated that the amount and quality of instruction varied
(Median score=4). We asked the participants to provide
feedback supporting their rating during the exit interview.
Most participants mentioned that the handbook should
provide more details to clarify the ambiguity of certain
functions, such as conditional broadcast and API.

...I need more information about the instructions.
For example, on page 59, it wasn'’t clear to me what “Last
click” referred to; | just found out during a test that “Last
click” means “Last click” button when creating the dialogue.
[Participant #1]

...On page 40, it would be better if you added a
note about how to replace the variable for link, image, and
frame. [Participant #2]

...To me, manual details are not enough, like a
carousel. | want you to show me how to insert objects.
A demonstration video clip would be helpful. Moreover,
comparing parameter values via APl is quite difficult; | want
to see all the steps and a screen capture of the result in
the video. [Participant #3]

...You should add information about testing or

broadcasting that repetition is required. [Participant #4]

Affect
Most participants expressed positive ratings toward
using the Wowbot platform, with the mean scores obtained

by reversing the scores for negative items, ranging from 4.17

Journal of Health Science and Medical Research

to 4.67. We also asked all participants their opinions about
the potential impact of using this platform and applications
for their work. All participants agreed that this platform
offers advantageous features for healthcare applications and
expressed their intention to suggest it to other developers.

... ”To me, photo frame and score comparison are
the features that can be applied with the chatbot to make
the conversion more interesting and engaging. [Expert]

...It's an easy-to-use platform. In terms of the
developers, | like the export function and broadcast time
because these can be used as a warning application, like
taking drugs. [Participant #1]

... I'd like to add a push message feature to the
chatbot app for Covid users so that we can ask questions
and gather information every day. And with the export
function, we can quickly look at the data, such as body

temperature. [Participant #2]

Discussion

According to ISO standard 9241-11", the components
of usability testing should encompass effectiveness,
efficiency, and satisfaction. In this study, effectiveness
was tested by assessing the success and accuracy of
specified tasks, namely the “performance score”, while
efficiency was evaluated by considering the ability to
achieve success within a comparable timeframe to that of
expert users. Observations were conducted to assess the
methods employed, errors encountered or repeated, and
participant feedback, which was expressed through verbal
and non-verbal cues such as thinking aloud. In evaluating
satisfaction, the self-administered questionnaire modified
from SUMI" was utilized for responses and supplemented
by in-depth interviews. This comprehensive approach
provided various perspectives for developing and enhancing
the chatbot platform before its widespread implementation,

ensuring well-rounded insights and integrated data.
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When assessing the usage of newly developed
technological products, it is advisable to study the product
among experienced individuals, rather than those lacking
experience in the field. This is because they can provide
valuable perspectives that can contribute to product
development without being constrained by the basic ability
of testers™. In this study, testers were designated as
individuals who had previously used the Botnoi platform.
This approach facilitates a clearer assessment of abilities,
which are directly linked to the usage of both the Botnoi
platform and the Wowbot platform, with a focus on the
enhanced features of the Wowbot platform.

To assess the feasibility of wider adoption
and ascertain the level of difficulty, we integrated the
development and evaluation processes to eliminate the need
for several study groups. Additionally, it was proposed that a
minimum of 3-5 target groups could provide sufficient data
for a preliminary evaluation of a Web-based application'.
This is because a sufficient number of major problems
can be identified from system usage, and increasing the
number of testers does not significantly impact problem
identification. Therefore, a total of 5 participants and 1 expert
were utilized in this study, with specific problem statements
and target groups identified. Comprehensive evaluations
were conducted in line with predefined concepts, including
comparisons with the experienced expert who closely
resembled the testers with prior experience in using the
Wowbot platform.

In this study, the think-aloud technique was
employed, which is a method commonly utilized in various
research endeavors, including studies related to information

systems'®"”

. The fundamental principle of this ideation
method is to encourage participants to articulate their
thought processes while working with the platform. This
aids researchers in gaining deep insights into participants’

perception processes, including their needs, thought

Journal of Health Science and Medical Research

processes, decision-making methods in platform usage,
and the sources of usage-related problems, as well as
pathways toward their resolution”. In this study, before
testing, the participants were instructed to speak freely about
their thoughts or feelings during the testing process at all
times, regardless of whether it was positive or negative.
Researchers encouraged participants to reflect on their
feelings if they remained silent or did not express their
thoughts for an extended period. In addition, researchers
observed participants’ behaviors, facial expressions,
gestures, and emotional states while testing. This method
can generate a wealth of rich and multidimensional data™.

An expert spent a total of 130 minutes testing all
the tasks. Out of 5 testers, 2 completed the tasks faster
than the expert by approximately 10 minutes. The three
remaining testers spent between 188 and 220 minutes.
When comparing evaluation results using median values
for each task (T1.1, T1.2, T1.3, T1.4, and T4), both experts
and testers achieved equal scores of 5. Task T3.2 also
yielded equal scores of 4. However, for other tasks (T2,
T3.1, T3.3, T5, and T6), testers scored slightly lower than
the experts. This indicated that tasks such as creating
dialogues, inserting images, videos, and text — fundamental
tasks used in general chatbot creation in the Botnoi platform
— are typically straightforward. Additionally, functions like
NLP and live chat, which are features of the Botnoi platform,
are also easily executable even by some participants
who are unfamiliar with them. Similarly, new tasks in the
Wowbot platform, such as data export, broadcasts, and
score comparison, may need extra effort, but they are not
excessively complicated to accomplish. Nevertheless, the
T3.1 task, which involves constructing a framework using
AP| commands, received the lowest median score of 1 point.
Most testers completed this task in at least four attempts,
and one tester was unable to complete it. In general,

there was a correlation between performance scores
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and behaviors observed in the testers who experienced
increased stress. Consulting the manual was common when
using new functions, and this finding aligned with responses
to the self-administered questionnaire assessment, which
generally indicated a very high level of acceptance regarding
the ease of use and helpfulness of the instructions.

Based on the exit interviews, ease of use was
influenced by prior experience and clear instructions
provided in the manual. In this study, testers demonstrated
proficiency in using features derived from the Botnoi
platform (i.e., live chat dialogues and NLP). Additionally, the
participants performed well in a newly developed function
that was closely linked to the Botnoi platform, which involved
exporting data. Their prior expertise contributed to their
success in this task. However, the complex new functions
required specific configuration settings and API connections,
such as broadcast/push messaging and creating photo
frames, resulting in lower performance scores for the
testers compared to the expert. During the interviews,
the participants provided suggestions for improving the
clarity of the manual, highlighting potential pitfalls along
with examples. Therefore, future improvements should
focus on both the manual and simplifying the usage of
these functions, such as incorporating features like “ONE
CLICK” or providing step-by-step guidance with examples.
Feedback and data exchange from user studies will lead
to targeted development'®.

In terms of the advantages of the new functions
of the Wowbot platform, it was found that data from the
interviews and self-administered questionnaires were
consistent, showing a high acceptance. This indicated
that the system was interesting, responsive to needs,
and recommendable for further use. Additionally, from the
interviews, the majority of the research participants agreed
that the Wowbot platform was beneficial and had logical

functionality, enabling continuous activities, generating
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interest, increasing engagement, fostering participation, and
utilizing data for analysis and performance monitoring in
various fields, such as research, education, and business.
This is consistent with the findings of numerous studies
indicating that push notifications increased application

user engagement®>'%%°

. Regarding the scoping review for
technical aspects in developing chatbots for medication
data, the developed chatbots maintained three distinct
types of database management: a medical knowledge base
comprising a repository of medical facts, a user information
database containing demographic and preference
information, and a dialogue script database encompassing
all the conceivable entries of conversational text responding
to users”’. The focus of our investigation was the final one:
to apply statistical tools to analyze user feedback.

Our comparison score for APls demonstrates
potential in healthcare and education by enhancing
engagement through personalized metric tracking. It
facilitates data-driven insights and adaptive learning,
exemplified by monitoring dental plaque levels, knowledge
acquisition, and satisfaction longitudinally. This technology
augments digital health interventions by integrating
personalized monitoring, motivation, and analytics in an
accessible interface. Additionally, photo frames were
noted to boost user motivation and engagement. Notably,
improving user satisfaction and engagement is crucial for
overall usability and intervention efficacy®.

The Wowbot platform is a plugin that enables push
notifications and data reporting, extending the functionality
of existing software applications without modifying their
core code or architecture. This study demonstrates its utility
across various application fields. The strength of this study
was the utilization of multidirectional study approaches
that can enhance the likelihood of acquiring reliable
data. These findings can be utilized further for platform

development purposes. However, this study has several
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limitations. First, the usability evaluation was conducted with
chatbot developers, who are the primary intended users
of the Wowbot platform. Developers were chosen as the
initial evaluators because the Wowbot platform is primarily
designed for those building chatbots, and their feedback was
most relevant for assessing system-level functions. This
choice limits generalizability to other groups, such as general
dentists, other healthcare providers, and patients whose
perspectives and usability experiences were not assessed.
However, evidence from subsequent research has provided
reassurance in this regard: chatbots developed using the
Wowbot platform were tested with caregivers in a clinical
trial, where high satisfaction was reported across multiple
domains, including overall satisfaction, user experiences,
Al perspective, usefulness, conversational quality, and
healthcare quality perspective, etc. (mean scores ranging
from 3.6 to 4.2 out of 5)". These findings suggest that the
platform can produce usable and acceptable chatbots for
end-users (caregivers). Second, although the modified
SUMI questionnaire underwent expert review to establish
content validity, we did not reassess internal consistency
reliability within our sample. Nonetheless, the SUMI
instrument has been extensively validated in prior studies,
demonstrating Cronbach’s alpha coefficients exceeding 0.80
across its scales, which supports confidence in its use as
the basis for our adapted measure. Lastly, the diverse skill
levels of testers may have influenced task performance,
independent of the system’s usability. To comprehensively
evaluate overall usability and applicability, future research
should incorporate larger and more diverse groups, including

healthcare providers and end-user perspectives.

Conclusion
Chatbot developers found that the Wowbot platform,
including its comparison score and photo frame APIs,

showed potential usefulness for healthcare applications,

Journal of Health Science and Medical Research

particularly in supporting user engagement and motivation.
However, task completion challenges and the small
participant group suggest that these findings represent
early-stage insights. The main recommendation is to
improve the guidebook to enhance the clarity and efficiency

of platform use.
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