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Abstract. In recent years, chatbots have become a growing presence in our eve-
ryday lives. Companies have identified various potential use-cases posing oppor-
tunities for reducing costs and providing services through automating processes 
with the help of chatbots. However, although an increasing number of chatbots 
are developed, user expectations often cannot be met, leading to frequent discon-
tinuation of the bots. Research suggests that for users, one of the main reasons to 
use a chatbot is to help them increase their productivity. The literature base so far 
provides little prescriptive knowledge guiding implementation of chatbots spe-
cifically for use-cases where productivity is the main purpose. This short paper 
is the first step within a Design Science Research project to close this gap. We 
conducted a systematic literature review and gathered chatbot Design F

 productivity oriented chatbots. 

Keywords: Chatbots, Design Science Research, Rigor Cycle, Systematic Liter-
ature Review, Design Features, Productivity. 

1 Introduction  

Chatbots have become a well-known presence in the digital realm, and we encounter 
them in various contexts. Companies use chatbots for automating certain customer ser-
vice tasks, providing users instant responses to their requests [1]. To clarify terms, with 
chatbots we refer to software programs that mimic human-to-human dialogues by re-
ceiving �X�V�H�U�V�¶ utterances (e.g., via text messages or via button clicks), processing the 
utterances and subsequently presenting a corresponding response to the user [1]. Ac-
cording to [2], one of the most frequent motivational factors for using chatbots is in-
creased productivity, with chatbots providing task assistance and access to information 
in a timely manner. However, in spite of technological advancements, chatbots still fail 
to meet user�V�¶ expectations, leading to dissatisfaction among users and discontinuation 
of chatbot projects [3, 4]. While the amount of research on chatbot design has increased 
tremendously in recent years [5], there is only little research on chatbot design that is 
aimed specifically at increasing productivity. One of the few studies about the topic is 
by [6] who measured productivity of users who completed different tasks with the chat-
bot assisting them. The productivity measure used by the authors is based on [7] and 
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productivity is the ratio of output to input. In the context of chatbots, the output can be 
defined as the task or the number of tasks completed and the input as the amount of 
time needed for the completion [6]. In our project, we focus specifically on the poten-
tials of chatbot design to increase productivity. We do not consider further types of 
solutions (e.g., self-service portals) within this research endeavour. Moreover, we do 
not yet focus 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 literature. We 
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keyword-based searches were eliminated (remaining: 78). We also applied language 
(English), thematic focus (covering chatbot design) and quality (peer-reviewed) as in-
clusion criteria (remaining: 64). In a second step, we also conducted a forward as well 
as a backward search that resulted in another 8 articles. Therefore, a total of 72 papers 
were selected for in-depth analysis in connection with our literature review.  

3 Results: Chatbot Design Features and Categories 

The systematic literature review uncovered a broad range of chatbot DFs potentially 
influencing productivity measures. To delimit terms, a DF describes a specific chatbot 
design element that provides a certain functionality. A DP on the other hand, is a con-
cept in DSR and specifies prescriptive design knowledge according to a specific schema 
[9]. Studies that directly investigated the effect of certain DFs on productivity as de-
fined in the introductory chapter could not be identified. Therefore, we selected DFs 
that respective literature argues to be beneficial to the chatbot interaction in more gen-
eral terms -
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