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ABSTRACT 

As artificial intelligence (AI) becomes more prevalent in our daily lives, trust has become 

a critical issue in ensuring that AI systems are reliable, ethical, and beneficial to society. This 

paper explores the role of user experience (UX) in shaping users' trust in chat AI. Chat AI has 

become increasingly popular as a communication tool, but users often struggle with trusting the 

technology. The paper examines how different design elements, such as conversational style, 

interface, and feedback mechanisms, affect users' perception of trust in chat AI by analyzing 

previous literature written in this area. Research demonstrates that UX plays a critical role in 

users' trust in chat AI, with factors such as transparency, responsiveness, and empathy 

contributing to higher levels of trust. Using the results found in the research around this topic, a 

redesigned prototype of a popular chat AI software called chatGPT was created with the help of 

Figma. 
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1. PURPOSE 

The purpose of this master's paper is to explore the role of ChatGPT, a language model 

based on the GPT-3.5 architecture, in shaping trust in artificial intelligence (AI). With the 

increasing prevalence of AI applications in our daily lives, it is important to understand how 

people perceive and trust these technologies. The paper will examine how ChatGPT, as a 

language model, contributes to the development of trust in AI by analyzing its performance and 

capabilities in various domains. Furthermore, the paper will explore the factors that influence 

trust in ChatGPT and AI more broadly, including factors such as explainability, transparency, 

and reliability. By examining the relationship between ChatGPT and trust in AI, this paper aims 

to contribute to the broader conversation on how to build trust in AI and increase public 

acceptance of these technologies.  
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2. INTRODUCTION 

Human-computer interaction (HCI) is a field of study that focuses on the design, 

evaluation, and implementation of interactive computing systems for human use. Chat AI, also 

known as chatbots, are computer programs designed to simulate conversation with human users.  

Research on human-computer interaction with chat AI has focused on several areas, 

including usability, natural language processing (NLP), transparency, user experience (UX), and 

ethical considerations.  

Usability testing involves evaluating the ease of use and effectiveness of chat AI systems 

in performing specific tasks, which can be done through user testing, surveys, and other 

evaluation methods (Barnum, 15). Natural language processing (NLP) is a subfield of artificial 

intelligence that focuses on the interactions between computers and natural human languages. 

Research in NLP aims to improve the ability of chat AI systems to understand natural 

language, respond appropriately, and learn from user feedback.  

UX research involves studying how users interact with chat AI systems and identifying 

areas where improvements can be made to enhance the overall user experience. This can include 

evaluating the user interface, identifying user needs, and improving the design of chat AI 

systems. Ethical considerations are also important, as chat AI systems become more widespread. 

Researchers are exploring the ethical implications of their use, including issues such as privacy, 

security, and the potential for chat AI systems to perpetuate bias or discrimination.  

Furthermore, research on trust in chat AI UX/UI design is a growing area of interest for 

designers and researchers. This is because the design of these interfaces is crucial in creating a 

user experience that fosters trust and engagement. Chat AI technology is becoming more 

prevalent, and it is important to understand how to design interfaces that can create trust in users. 
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By understanding the factors that contribute to trust in chat AI systems, designers can create 

interfaces that not only provide a positive user experience but also foster trust and engagement.  
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3. WHAT IS USER EXPERIENCE? 

User Experience (UX) design refers to the process of designing products or services that 

are easy to use and provide a positive experience for users and is a subcategory of Human-

Computer Interaction. UX involves understanding user needs, designing user interfaces, and 

creating interactive experiences that meet those needs. UX design is important because it can 

improve user satisfaction, increase engagement, and drive business success. "The Role of User 

Experience Design Within Digital Transformation” by Panchev (2020) explains how UX design 

is important in digital transformation efforts. Panchev argues that UX design can help companies 

create digital products that meet user needs, reduce complexity, and improve efficiency. The 

study suggests that companies that prioritize UX design are more likely to achieve successful 

digital transformation. Additionally, the study conducted concluded that “user experience design 

can be rightfully acknowledged as a key success factor in any digital transformation” This 

highlights the importance of considering UX design for product development. Another study that 

assessed the business value of user experience (Ross, 2014) examined why User Experience 

design is important for business success.  

Results suggest that User Experience design can help companies create products that are 

easy to use and provide a positive experience for users. The importance of user experience (UX) 

design for businesses cannot be overstated. By prioritizing UX design, companies can create 

products, services, or digital platforms that are user-friendly, aesthetically pleasing, and aligned 

with the needs of their customers. This, in turn, can lead to increased customer loyalty, better 

brand reputation, and higher conversion rates. In fact, research has shown that companies that 

place a premium on UX design are more likely to succeed in highly competitive markets (Ross, 
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2014). This underscores the crucial role of UX design in driving business success and 

profitability.  

Conversely, poor UX design can be detrimental to a company's performance. It can lead 

to decreased sales, negative word of mouth, and an increased need for documentation and 

training, all of which can be costly for businesses. As such, it is imperative for companies to 

invest in UX design to avoid such pitfalls and improve their overall performance (Ross, 2014).  

In this (Garrett, 2010) article, the importance of UX design for customer loyalty is 

highlighted. The author emphasizes how UX design can contribute to the creation of products 

that are easy to use and provide a positive experience for users, ultimately leading to increased 

customer satisfaction, improved retention rates, and higher lifetime customer value. According to 

the article, companies that prioritize UX design are more likely to achieve long-term success. 

Similarly, a study (Wong, 2016) is referenced that explains how investing in UX design can 

result in a positive return on investment (ROI). The study suggests that companies that invest in 

UX design are more likely to achieve long-term success by enjoying benefits such as increased 

customer satisfaction, reduced development costs, and improved brand reputation. Both the 

article and the study emphasize the significance of UX design in achieving business success.  

To conclude, UX design is important because it can improve user satisfaction, increase 

engagement, and drive business success. These citations demonstrate the importance of UX 

design for digital transformation, business success, customer loyalty, and ROI.  

One important aspect of designing for trust in chat AI is transparency. Users need to 

understand how the chatbot works, what it can and cannot do, and how their data is being used. 

Clear and concise messaging is essential, and designers should avoid using jargon or technical 

terms that may confuse users.  
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Another important aspect is the ability of the chatbot to provide accurate and relevant 

information. Users will quickly lose trust if they receive incorrect or irrelevant responses. 

Designers need to ensure that the chatbot has access to up-to-date and accurate data sources.  

Additionally, the chatbot should be designed to provide personalized and human-like 

responses. This can be achieved through the use of natural language processing and machine 

learning algorithms. The chatbot should also be able to recognize and respond to users' emotions, 

which can help to build trust and rapport. There is also research on the use of visual cues to build 

trust in chat AI (Cheng, 2020). For example, using a human avatar or incorporating human-like 

gestures and expressions can create a more human-like experience for users.  

In conclusion, designing for trust in chat AI UX/UI design requires a user-centric 

approach that prioritizes transparency, accuracy, personalization, and human-like interactions. 

Ongoing research is necessary to continue improving the design of chat AI interfaces that build 

trust with users.  

A study conducted in 2019 examined the factors that influence consumers' purchase 

intention when interacting with chatbots. The study utilizes brain imaging and self-reported 

assessments to analyze the effects of perceived trust, social presence, and perceived expertise on 

purchase intention. The findings indicate that perceived trust and social presence have a 

significant positive effect on purchase intention and customer retention, while perceived 

expertise does not significantly influence purchase intention. Furthermore, the study shows that 

the brain imaging results support the self-reported assessments, suggesting that both measures 

provide accurate insights into consumer behavior. Overall, the study emphasizes the importance 

of building trust and establishing a social presence when designing chatbots for consumer 

interactions. (Yen, 2020).  
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Another experimental study (Aoki, 2020) examined public trust in AI chatbots in the 

public sector. The study involved presenting participants with a scenario involving an AI chatbot 

in a government service context and measuring their levels of trust through surveys and 

physiological measures. The results suggest that participants' levels of trust were influenced by 

the chatbot's perceived competence, transparency, and accountability, as well as their prior 

experience with chatbots and trust in the government. Furthermore, the study found that 

physiological measures such as heart rate variability and skin conductance were useful indicators 

of trust. Overall, the study emphasizes the importance of designing AI chatbots in the public 

sector that prioritize transparency, accountability, competence, and having a human-centered 

approach to build trust with the public. Studies also show that the personality of the chatbot also 

has an impact on user experience. A study conducted in 2019 (Smestad, 2019) discusses the 

importance of chatbot personalities in improving user experience. The authors argue that 

chatbots should be designed with distinct personalities that align with their intended use case and 

target audience. The authors identified four main factors that can influence chatbot personality: 

task type, user expectations, brand identity, and chatbot capabilities. The study also presents a 

case study in which the authors designed a chatbot personality for a customer service use case 

and tested it with users. The results suggest that users preferred the chatbot with a more friendly 

and humorous personality over a more formal and professional one. Overall, the article 

highlights the importance of considering chatbot personalities in the design process to create 

more engaging and effective user experiences. The study suggests that designers should 

prioritize creating positive user experiences and incorporating human-like personalities in 

chatbot design to improve user trust.  
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Another study examined (Cheng, 2022) how making chatbots more human-like affects 

how consumers trust and interact with them. The study compares chatbots that look and act like 

humans to those that look and act like machines. The authors found that consumers trust and 

interact with more human-like chatbots better. They also found that the level of human-like 

characteristics a chatbot has impacts how much users trust and interact with them. The study 

shows that chatbot designers need to consider the appropriate level of human-like characteristics 

to use in designing chatbots to optimize user response. The article emphasizes the importance of 

understanding how human-like characteristics shape user attitudes toward chatbots. Ultimately, 

creating a UI that is trustworthy requires a user-centric approach that prioritizes transparency, 

reliability, and ease of use.  
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4. IMPACT OF USER INTERFACE DESIGN ON USER EXPERIENCE 

The user interface (UI) is the point of interaction between the user and the digital product 

or service. It plays a critical role in shaping the overall user experience (UX) and establishing 

trust between users and the product or service. The UI design process should prioritize user 

needs and preferences to create a seamless and intuitive experience.  

One of the most critical considerations in designing a UI that builds trust is providing 

clear and concise messaging. Users should be able to understand the interface's purpose and how 

to interact with it without confusion or frustration. Technical terms and jargon should be 

avoided, and simple language and clear instructions should be provided to users.  

Another important consideration is the design's simplicity and intuitiveness. Users should 

be able to navigate the interface quickly and easily without feeling overwhelmed or lost. Clear 

and consistent visual cues can help guide users through the interface, and cluttered and confusing 

designs should be avoided.  

Providing user control is another way to build trust with users. Users should feel like they 

have control over their interactions with the interface (Li, 2023). For example, chatbots can 

provide users with options to choose from and the ability to pause or stop the conversation at any 

time. 

Transparency about how user data is being used is essential in building trust. Users 

should be provided with clear information about how their data is being collected, stored, and 

used. They should also be given the option to opt out of data sharing if desired.  

Providing accurate and relevant information is also important in building trust with users. 

Chatbots should be designed to have access to up-to-date and accurate data sources. Using 
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natural language processing and machine learning algorithms can help improve the accuracy of 

responses.  

Finally, incorporating a human-like personality into the interface can help create a more 

natural and engaging user experience. Using natural language and a conversational tone can 

make the interaction feel more human-like and personal (Pelau, 2021).  

Creating a UI that is trustworthy requires a user-centric approach that prioritizes 

transparency, reliability, and ease of use. By considering these principles, designers can create 

interfaces that build trust with users and improve the overall user experience.  

4.1. Transparency In Chat AI 

Transparency is an essential element in UX/UI design, especially in AI and chatbots, 

referring to the disclosure of information about how the technology works, how decisions are 

made, and what data is being used. The importance of transparency in AI and chatbots lies in its 

ability to help users understand the system's behavior and build trust, ultimately leading to better 

user experiences. This article highlights the significance of transparency in AI and chatbots, 

along with relevant citations. 

Transparency helps to build trust between users and AI/chatbot systems by providing 

them with an understanding of how the technology works and how decisions are made. When 

users trust the system and its recommendations, they are more likely to engage with it (Skjuve, 

2019). Furthermore, transparency is crucial in ensuring that AI and chatbot systems are fair and 

accountable by identifying and correcting biases or errors in the system. Compliance with 

regulations is another reason why transparency is important as it ensures that organizations 

adhere to data privacy and security laws.  
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In addition, transparency helps to educate users about the benefits and limitations of AI 

and chatbot systems. By providing users with transparency, they can make more informed 

decisions about how they interact with these systems. Finally, transparency can facilitate 

collaboration between different stakeholders involved in the development and deployment of AI 

and chatbot systems. By sharing information about how the technology works and what data is 

being used, it is possible to collaborate more effectively and develop better solutions (Skjuve, 

2019).  

Transparency plays a crucial role in building trust, ensuring fairness and accountability, 

complying with regulations, educating users, and facilitating collaboration in AI and chatbot 

systems. The cited sources demonstrate the importance of transparency in creating trustworthy 

and responsible AI and chatbot systems. Therefore, transparency should be a priority in UX/UI 

design for AI and chatbots to ensure the best possible user experience (Svenningsson, 2019). 
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5. WHAT IS CHATGPT? 

Chat GPT is an advanced language model developed by OpenAI that utilizes deep 

learning techniques to produce human-like responses to text-based inputs. It can be used to 

create chatbots and virtual assistants that can communicate with users in natural language. To 

provide an engaging and effective chatbot interface, Chat GPT uses a variety of user experience 

(UX) approaches (OpenAI, 2023).  

The conversational UX approach is one such technique employed by Chat GPT. This 

approach involves creating a human-like conversation between the chatbot and the user, using 

natural language processing techniques to understand user inputs and generate responses that feel 

more like a conversation than a scripted interaction. Personalization is another approach utilized 

by Chat GPT, where data about the user's preferences and behavior is analyzed to generate 

tailored responses that provide a more personalized user experience (OpenAI, 2023).  

User control is also an important UX approach used by Chat GPT. It provides users with 

the ability to control their interactions with the chatbot by selecting different response options or 

providing feedback. This feature builds trust and creates a more user-centric experience. In 

addition, Chat GPT uses error-handling techniques to assist users when they encounter issues, 

providing clear error messages and suggesting potential solutions to help users resolve their 

problems.  

Integration with other platforms is another valuable feature of Chat GPT. It can be 

integrated with social media or messaging apps to provide a seamless user experience across 

multiple channels. These approaches can help to create a more natural, user-centric, and effective 

chatbot interface. 
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In summary, Chat GPT leverages conversational UX, personalization, user control, error 

handling, and integration with other platforms to create an engaging and effective chatbot 

interface. By utilizing these techniques, Chat GPT can provide users with a more natural and 

personalized conversational experience.  
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6. WHAT IS FIGMA? 

Figma is a cloud-based design and collaboration tool widely used by UX and UI 

designers to create and prototype digital designs, including websites, mobile apps, and other 

digital products. This powerful tool provides designers with a range of features that help them 

work more efficiently, collaborate with team members and stakeholders, and create high-quality, 

consistent designs.  

Figma's real-time collaboration features enable designers to work together on design 

projects, regardless of their location. This has been noted by Trello's Design Lead, who described 

Figma's "shared component libraries and real-time collaboration" as a "game-changer" for his 

team's design process. Figma also allows designers to create interactive prototypes that can be 

shared with stakeholders for feedback and testing. This can help designers get valuable feedback 

early in the design process and iterate on their designs more quickly (Edelberg, 2020).  

The cloud-based design system of Figma makes it easy for designers to access and share 

design files from anywhere, without the need for complex file-sharing systems. This can save 

time and increase efficiency for designers and their teams. Additionally, Figma's design system 

allows designers to create and use shared design components, such as buttons and icons, across 

multiple design projects. This can help ensure consistency in design and branding across a range 

of digital products (Edelberg, 2020).  

Moreover, Figma's design features include tools for designing with accessibility in mind, 

such as color contrast checking and the ability to add alt text to images. This can help designers 

create more inclusive and accessible digital products, which is becoming increasingly important 

in today's digital landscape.  
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Overall, Figma is a valuable tool for UX and UI designers, offering a range of features 

that enable collaboration, prototyping, efficiency, design consistency, and accessibility. Its 

popularity has been demonstrated by its widespread use among design teams in a range of 

industries. 
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7. REDESIGN PROCESS AND PROPOSAL 

As an AI language model, ChatGPT is not designed with a specific user interface (UI) or 

user experience (UX). However, ChatGPT can be integrated into chatbot systems and other 

applications that have a UI and UX design for users to interact with.  

The quality of the UX for ChatGPT will depend on how it is integrated into the larger 

system and how the UI is designed for users to interact with the chatbot. Factors that could 

impact the UX include the clarity and simplicity of the UI, the consistency of the design, the 

quality of feedback provided to users, and the level of user control over interactions with the 

chatbot.  

Ultimately, the UX of ChatGPT will depend on how it is integrated into a larger system 

and how the UI is designed for users to interact with the chatbot. It is up to the designers and 

developers of the chatbot system to ensure that the UX is of high quality and meets the needs and 

expectations of users. 

When it comes to redesigning the user interface (UI) of an AI chatbot, it is essential to 

prioritize user experience (UX). This requires taking a user-centered approach and considering 

several factors. One key factor to consider is clarity and simplicity, as the UI should be easy to 

understand and use, with clear labels and instructions. The UI should also be consistent in its 

design, layout, and terminology to prevent confusion and frustration for users. Additionally, 

feedback is crucial to inform users that their actions have been registered and to provide 

guidance on what to do next. User control is also important, allowing users to easily exit the 

chatbot or change the topic of conversation. Lastly, accessibility is critical to ensure that the 

chatbot is inclusive and that all users, including those with disabilities, can access its features. 

These considerations align with research from experts such as Norman, Nielsen, ISO, and 
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WCAG, all emphasizing the importance of taking a user-centered approach to UI design. By 

prioritizing these factors, designers can create a chatbot that is easy to use and accessible to all 

users.  

 

Figure 1. ChatGPT Landing page 

The landing page of ChatGPT shown in Figure 1, the organization behind Chat GPT, has 

a simple and modern UI design. The page has a dark green background and features a header 

with the OpenAI logo, a navigation menu, and a search bar. Below the header, there is a large 

banner image that showcases the capabilities of OpenAI's technology. The main content of the 

page is divided into sections, each with a heading and a short description of the topic.  

The sections are visually separated by white space, and some of them contain images, 

videos, or animations to illustrate the text. The UI design is minimalistic, with clear typography, 

simple icons, and a consistent color scheme. Overall, despite the simplicity of the design it is 

very technology-focused and has no human-like elements. Additionally, research shows that 

Button technology-focused and has no human-like elements. Additionally, research shows that 

Button design in UI should prioritize usability and clarity. To make buttons easy to click on, they 
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should be large enough. Button labels should be clear and descriptive, so users know what will 

happen when they click the button. Familiar icons can supplement or replace button labels, 

but unfamiliar icons should be avoided. High-contrast colors, such as white on black or black on 

white, make buttons more noticeable and easier to use. Consistent placement of buttons 

throughout the interface helps users find them quickly. Providing feedback, such as a color 

change or animation, when a button is clicked, improves the user experience, and reduces 

frustration (Horbinsky, 2021). By following these best practices, designers can create interfaces 

that are easy to use and understand for users. In the image provided above, there is no clear 

distinction between the background and how to get to the chatbot. So the overall layout of the 

page and the UI choices made do not support best practices in the UX/UI field. To increase trust 

in the chatbot and eliminate some of the fear that exists around artificial intelligence technology 

instead, it would be best to follow best practices and provide a landing page that is human-

centered rather than tech-based. 

When using dark green as a background color, it is important to ensure that there is 

enough contrast with the text and other design elements to maintain readability and to balance 

the dark color with lighter colors and design elements to avoid an overly heavy - this is why it is 

best to use lighter colors as pale colors provide a better avenue for contrast making it easier for 

users to read and understand the content on the page. By following these best practices (Dey, 

2019), designers can create visually appealing websites that are easy to use and accessible to all 

users. 



 

19 

7.1. Design Process 

7.1.1. Overview: 

ChatGPT is a large language model developed by OpenAI, based on the GPT-3.5 

architecture, that can generate human-like responses to a wide range of prompts and queries. 

7.1.2.  Research:  

This portion of the redesign process mainly took place by reading the available literature 

that exists and is outlined in this paper. 

 

Figure 2. Wireframing Process 
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Figure 2 shows a visual outline of the wireframing process. I outlined all the issues that 

were reflected by the research conducted and outlined a new proposal for redesign. This step was 

also done with the help of Figma. 

7.1.3. Style Guide and Design System:  

The style guide itself had many changes however, I tried to make sure that I used a 

similar color palette that was used by the openAI designers so that the branding they curated 

remained in place. I focused on creating a consistent design system and making sure the page 

was easier to navigate and see. The recreated style guide is presented below with one side 

displaying all the colors and the second set outlining the style of font used:  

 

Figure 3. Style Guide For New ChatGPT Design. This figure outlines the colors and typography 

used to create the new prototype. This was created using Figma. 



 

21 

7.1.4. Prototype and Analysis: 

 

Figure 4. Final Prototype of ChatGPT landing page redesign.  

The final prototype was (shown in Figure 4) designed with the help of Figma addresses 

the issues outlined above. The background and overall color palette have been slightly changed 

while still maintaining the shades preferred by the designers (Green & Purple), however, these 

colors do not make up most of the background and have been made much lighter so that it is 

easier for users to read the text. I’ve also made the header text bolder so that it would create 

differentiation and encourage the user to read that first as they look at the page. Additionally, 

I’ve made the button that leads users to the chatbot more familiar and distinctive - in this case, 

users will be able to understand that it is a button right away instead of struggling to navigate the 

content first. Lastly, I’ve included graphics that move away from the “tech” focused design and 

included a more human-like graphic to help users feel more connected with the product as 

mentioned in the research above. 
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As an AI language model, ChatGPT doesn't have a user interface (UI) in the traditional 

sense. Instead, it is typically integrated into other software or applications, such as chatbots, 

virtual assistants, or customer service platforms. When ChatGPT is used in a chatbot or virtual 

assistant, the user interacts with it through a chat interface, which can be embedded in a website 

or mobile app. The chat interface typically includes a text box where the user can input their 

questions or commands and a chat window where ChatGPT's responses are displayed.  

 

Figure 5. Chat GPT UI 

 

Overall, the ChatGPT design is fairly simple but does lack the human element that would 

help create and foster trust between users and Chat GPT as a whole. Figure 5 displays the UI of 

ChatGPT. 

In Addition to the lack of a more human-like element on a UI level, the chatbot itself is 

very mechanical and doesn’t feel very conversational. The fact that the chatbot has no name also 

contributes to that. To create a better UX experience it would be best to incorporate some 
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elements that may represent more of a conversational approach that would be similar to a real-

life interaction people might have with other people.  

Another area of concern is errors is the lack of transparency of chat GPT. Lack of 

transparency in AI can lead to several negative consequences. First, it can erode trust between 

users and AI systems. Users may be hesitant to use or rely on AI systems if they do not 

understand how they work or how decisions are made. This lack of trust can undermine the 

effectiveness of the technology and hinder its adoption.  

Second, a lack of transparency can result in biased or unfair decision-making. AI systems 

can perpetuate biases if the data used to train them is biased or if the decision-making process is 

not transparent. This can lead to discriminatory outcomes, which can harm individuals and 

communities. 

Third, a lack of transparency can lead to legal and ethical issues. Many regulations and 

laws require transparency in the use of data, and failure to comply with these regulations can 

result in legal consequences. Additionally, AI systems may be used to make decisions that have 

ethical implications, such as in healthcare or criminal justice, and a lack of transparency can 

make it difficult to ensure that these decisions are fair and just.  

Overall, transparency is essential for building trust, ensuring fairness and accountability, 

complying with regulations, and facilitating collaboration in the development and deployment of 

AI systems. Lack of transparency can undermine these goals and lead to negative consequences 

for both users and society as a whole. Currently, Chat GPT has no other competitor - but as we 

progress forward and more chatbots could come up that are on the same level and are even better 

it does raise the question of: would users stay loyal to Chat GPT or instead pursue an option that 
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is more user friendly and takes into consideration UX practices associated with human-like 

characteristics.  
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8. CONCLUSION AND ETHICAL DISCUSSION 

When it comes to AI chatbots, there are several ethical considerations that specifically 

impact user experience (UX). One key issue is data privacy and security. Chatbots require access 

to user data to function, which raises concerns about data privacy and security. Chat GPT has 

already been at the forefront of this as users reported seeing the chat histories of other users. It is 

essential to ensure that chatbots are compliant with data privacy regulations and that user data is 

protected.  

Another important consideration is bias and fairness. AI chatbots can perpetuate biases 

and discrimination if they are trained on biased data or if their algorithms are not designed with 

fairness in mind. It is crucial to ensure that chatbots are trained on diverse and representative 

data and that their algorithms are designed to be fair and unbiased (Bapat, 2018) Transparency 

and explainability are also critical UX considerations. AI chatbots can be opaque and difficult to 

understand, which can erode trust and raise concerns about accountability. Chatbots should be 

transparent about how they make decisions and provide explanations to users when necessary, to 

ensure that users trust and understand the chatbot's actions (Skjuve, 2019).  

User consent and control are important UX considerations when using AI chatbots, 

particularly for sensitive tasks like healthcare or finance. Users should be informed about how 

their data is being used and should have control over their interactions with chatbots. This 

ensures that users feel empowered and in control. 

Finally, AI chatbots can have broader social and ethical implications, such as job 

displacement or the perpetuation of harmful stereotypes. It is important to consider the broader 

implications of chatbot use and ensure that they are deployed in a way that is socially 
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responsible. This ensures that the use of chatbots does not result in harm or negative 

consequences for society (Kampf, 2021). 

In conclusion, there are several ethical considerations that should be considered when 

using AI chatbots, including data privacy and security, bias and fairness, transparency and 

explainability, user consent and control, and social and ethical implications. These citations 

demonstrate the importance of considering the ethical implications of AI chatbot use and taking 

steps to ensure that chatbots are deployed in an ethical and responsible manner. 
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