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Analyzing the Characteristics of Chatbot Conversations for Health
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Abstract: This study examines the characteristics of chatbot conversations compared to conversations in
pharmaceutical companies’ call centers [5]. The study finds the characteristics of chatbot conversations of
healthcare professionals (HCPs): 1) the average word count per one chatbot message is approximately
three, and chatbot conversation tends to be brief and concise, 2) the eighteen concepts identified from call
center conversations are also observed in chatbot conversations, 3) the concepts frequently discusses in
chatbot conversations revolve around inquiries made by HCPs throughout the year, and 4) the content of
these inquiries primarily focuses on confirming the description mentioned in the package insert. This study
provides specific insights for medical practitioners and valuable findings for professionals in other indus-
tries preparing for future product and digital channel expansion.
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Table 1 The eighteen concepts coding sheet, based on the call cen-

ter conversations of anti-insomnia medication.
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Fig. 1 Chatbot conversation analysis target.
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Table 2 List of forced extraction terms (Example).
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Table 3 List of deleted terms (Example).
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Table 4 Statistics per conversation (chatbots).
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Table 5 Verification of concept occurring trends.
e N EARAGES %%%%1?5 ot
:~/vt/§7~:af5]f‘?ﬂﬂﬂj Shi- 18 e 5 [5] o | B | A e
HHBU | MBUEEE | HBE |HBUEEE | HER L | B

OO R g & BIEM 368 24.39% 111 11.10%|  479]  19.09% 67.88 *** 1 0.000
Offf S0 - IRl - —a{bD & 147 9.74% 283 28.30%| 430 17.14%|  144.56 *** 1 0.000
@MLS5 D B IR 27 1.79% 266 26.60%| 293 11.68%|  356.55 *¥* 1 0.000
@B ORREED 1= 8 OREFRFIH 38| 2.52% 104|  10.40% 142 5.66% 68.51 *#x 1 0.000
@M - & 47 3.11% 45 4.50% 92 3.67% 2.89 1 0.062
@ aIREDT — X 25 1.66% 33 3.30% 58 2.31% 6.48 * 1 0.011
DK STEFCRNE ORER 2 0.13% 71 7.10% 73 2.91% 100.91 *** 1 0.000
@ E I LRI 10 0.66% 55| 5.50% 65 2.59% 53.87 *#x 1 0.000
QPSR L DX TRER 22 1.46% 300 3.00% 52| 2.07% 6.31 * 1 0.012
OFNE - LEMIZONT 66 4.37% 25| 2.50% 91 3.63% 5.52 % 1 0.019
Ot [FfEIEEE & D FFH 58 3.84% 178 17.80%| 236 9.41%|  135.84 % 1 0.000
OB E D AT 4 0.27% 58|  5.80% 62|  2.47% 7417 *#x 1 0.000
BUIT~DNG IR 12 0.80% 71| 1.70% 89 3.55% 81.80 *** 1 0.000
DEEFRMS 10 0.66% 10 1.00% 20| 0.80% 0.49 1 0.483
OFASCEOTR Y T DR 29 1.92% 47| 4.70% 76 3.03% 14,87 *#x 1 0.000
@V BLRER 51 3.38% 36 3.60% 87 3.47% 0.03 1 0.854
D EEOLE 11 0.73% 26]  2.60% 37 1.47% 13.23 *x 1 0.000
BRIEX A I 1 0.07% 26]  2.60% 27 1.08% 33.93 H#x 1 0.000
P RRAEd aerir 1509 1000 2509
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