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This study investigates the impact of anthropomorphic design on users’ trust
in a chatbot’s digital character. The anthropomorphic design aims to give human-
like attributes to chatbots to enhance the emotional connection and trust between
users and chatbots. Through literature review and empirical research, we found that
anthropomorphic  design can promote emotional resonance, improve
communication effects, enhance user experience, and increase user engagement.
Therefore, anthropomorphic design plays a crucial role not only in cultivating users’
trust in the chatbot user experience but also in advancing the design of the
chatbot’s digital persona.
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INTRODUCTION

In recent years, chatbots have become increasingly common in fields
ranging from customer service to healthcare, prompting researchers and designers
to explore ways to increase efficiency and user engagement. One promising
approach is to apply anthropomorphic design principles to give these chatbots
human-like characteristics and behaviors. Chatbot anthropomorphism is the
attribution of human characteristics to non-human entities and the intentional
incorporation of a human-like appearance, personality, and communication style
into the chatbot design. By mimicking human visual expressions, anthropomorphic
chatbots are designed to promote familiarity and rapport with users, ultimately
cultivating higher levels of trust and satisfaction.

PURPOSE

The purpose of this study is to explore the impact of anthropomorphic design
on the digital avatar of chatbots. By studying this issue, we aim to provide guidance
for improving user satisfaction and loyalty towards chatbots and to promote
advances in chatbot avatar design.

RESULTS AND DISCUSSION

In recent years, although chatbots are growing in popularity, they face
challenges in building trust and rapport with users. Users may view chatbots as
impersonal or robotic, leading to suspicion and reluctance to interact with them. To
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address this challenge, researchers and designers are exploring anthropomorphic
design principles, which include giving chatbots a human-like appearance,
personality and communication style [1]. By mimicking human conversational cues,
gestures, and expressions, anthropomorphic digital avatars allow chatbots to build
familiarity and rapport with users, ultimately cultivating trust and enhancing the user
experience of the chatbot avatar.

Designing an anthropomorphic chatbot requires considering a variety of
factors, including appearance, personality, voice, and language style. Researchers
have identified several design strategies to enhance anthropomorphism and foster
trust in chatbots. For example, giving chatbots human-like names and avatars can
make them more relevant and approachable to users. Likewise, designing chatbots
with a conversational style that mimics human speech patterns (such as using
colloquial language and humor) can promote rapport and trust [2]. By incorporating
visual cues such as facial expressions and gestures, the expressiveness and
perceived humanity of a chatbot can be enhanced. Research shows that users are
more likely to trust chatbots that display empathetic facial expressions and gestures
because these cues demonstrate understanding and empathy.

Additionally, designing a chatbot with a consistent and coherent personality
can help users develop stable perceptions and expectations, leading to higher
levels of trust and satisfaction. Empirical research provides insights into the impact
of anthropomorphic design on trust in user experiences. For example, the study by
Nass found that users displayed social responses, such as reciprocity and
politeness, when interacting with anthropomorphic computers [3]. Similarly, Schillaci
found that users rated anthropomorphic chatbots as more trustworthy and capable
than  non-anthropomorphic  chatbots[4]. These findings suggest that
anthropomorphic design can enhance user trust and satisfaction with chatbots.

Anthropomorphism has a significant impact on chatbot avatar design. By
giving the chatbot avatar human-like appearance features, such as facial
expressions, eyes, and micro-expressions, the emotional connection and closeness
between the user and the robot can be enhanced. A chatbot avatar with an
attractive, friendly or warm face can often attract users' attention more easily and
create a more positive image and impression in the user's mind. In addition, the
design of the avatar can also reflect the personality characteristics of the chatbot,
such as humor, seriousness or friendliness, so as to be more consistent with the
user's expectations and preferences, and enhance the user's trust in the robot and
willingness to interact with it. To sum up, the impact of anthropomorphism on
chatbot avatar design is to enhance the emotional connection between users and
robots through humanized appearance features, thereby improving user experience
and trust.

CONCLUSIONS
Anthropomorphic design is expected to play a key role in increasing user trust in the
chatbot experience. By giving chatbots human-like characteristics and behaviors,
designers can create more intimate and natural experiences in virtual interactions,
thereby building closer and deeper user relationships and increasing user trust and
satisfaction with the chatbot. In the current study, design strategies and empirical
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findings together provide us with an in-depth understanding of the relationship
between anthropomorphic design and trust in chatbot user experiences. These
findings reveal how anthropomorphic design can enhance user trust in chatbots by
mimicking human characteristics and behaviors to create a warmer, more intimate
user experience.
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BUBYEHHSA BMNIIUBY AHTPOMOMOP®I3MY B IHTENEKTYAINIbHUX YAT-
BOTAX HA AI3AAH UX TRUST

Lle docnidxeHHs eue4a€c 8rau8 aHmMpornoMopghHo20 Ou3alHy Ha 0o8ipy
Kopucmysaudig 00 Uughpoeo2o rnepcoHaxa Yam-boma. AHmponomopgHul ousalH
mae Ha memi Halamu mtoOuHONoO0ibHi ampubymu 4Yam-6omam Onsi MOCUMEHHS
eMouiliHo20 38’s3Ky ma 008ipu MiXK Kopucmyeadyamu ma 4Yam-6bomamu. 3aedsiku
oensaly nimepamypu ma eMmnipudHuUM OOCiOXKeHHAM 8USIBNIEHO, W0 aHmporno-
MopgHUl  du3aliH  MOXe  crpusmu  eMOUiUHOMY  PEe30HaHCy,  crpusmu
KoMyHiKkauitdHum eghekmam, rokpawyeamu 0oceid kopucmysaya ma nidsuwyygamu
3anyJeHicmb Kopucmysadig. Takum YUHOM, aHmpornoMopgHul Ou3aliH eidiepae
supiwarnsHy ponb He nuwe y ¢hopmysaHHi dosipu Kopucmysadie 00 83aemolii 3
yam-6omom, ane U y 800CKOHaseHHIi Qu3aliHy yughpoeoi nepcoHu Yyam-6oma.

Knrwo4yoei cnoea: dusalH, 4am-6om, aHmponomopcpHul, asamap,
Kopucmysgaubkuli doceid.
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