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Public Trust in Al Chatbots in the Public Sector:
A Study Review for Sri Lanka Context
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Abstract

This review examines public trust in chatbot tedbgy in Japan's public sector and its implicatidos Sri Lanka, drawing insights from
consultations with Sri Lankan ICT experts. It hights early-stage trust factors crucial for effeetichatbot deployment, emphasizing
nuanced approaches for diverse inquiry topics sashparenting support. Integrating chatbots in Sanka offers opportunities for service
enhancement, but cultural and linguistic diversitgcessitates inclusive solutions. Key adoption ofactinclude transparency, accountability,
and user feedback, suggesting clear communicationliroitations and accountability measures like #idiActive user engagement fosters
trust and satisfaction. Recommendations includeresdthg cultural and language considerations, ifirimg transparency, and soliciting user

feedback for Sri Lanka's effective chatbot utili@aatin public service enhancement and governmenkioad reduction.
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1. Introduction

In recent years, chatbots, computer programs ititatact with
users through natural language processing (Abu &h&007),
have garnered significant attention for their ptdérin improving
public services and citizen engagement. The basitle a(Aoki
2020) delves into public trust in Al chatbots foubfic service
delivery, with a focus on Japan, where local gavemts are
increasingly exploring chatbot usage. While puldimfidence in
Al machines is pivotal, empirical research on eafiyst in

chatbots remains scarce, especially prior to actrgagement.

Understanding the factors influencing initial trust crucial for
policymakers contemplating chatbot adoption in fhublic sector.
In Sri Lanka, chatbot technology holds promise &athancing
public services and citizen involvement. Sri Larikaa diverse
country with numerous languages spoken in differeegions
(Pritzker 2024). By addressing cultural and languagances,
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By addressing cultural and language nuances, SrkaLacan
leverage chatbots to provide efficient, inclusiverviees while
fostering trust among its diverse population. Thisdy aims to
enrich understanding of chatbot trust in the pubéctor, drawing
implications from Japan's case for contexts like L8nka, aiding
policymakers in effectively harnessing chatbot nedbgy.

2. Chatbots Benefits for Sri Lanka

With Sri Lanka's technology landscape always clmapgihe use
of chatbots marks a major advancement in improvmgplic
services and operational effectiveness. Chatbder af multitude
of advantages that go beyond traditional servidevelg systems,
and they have the potential to completely transfdim way
citizens interact with government institutions. Ook their most
persuasive features is its round-the-clock acdétssibwhich
eliminates geographical and temporal restrictioos fersons in
need of help or information. Chatbots that are iimgtial take
advantage of Sri Lanka's linguistic diversity tooypde services
and information to all citizens, regardless of lempe skill or
location.
Additionally,
distribution,

are essential for fast infation
especially in times of emergency, o
notifications, and public health campaigns. Chatbserve to
prevent the spread of false information and gueeatiat citizens
receive timely and correct information when thewché most by

chatbots
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effectively communicating important updates andtritions. In
addition to improving public safety and awarendbss real-time
communication also helps to build public trust iovernment
programs and services.

Furthermore, by automating repetitive questiond dnties, the
use of chatbots in Sri Lanka's public sector presito reduce
the workload of government employees. Governmenff stan
concentrate their time and skills on more soplEttt and
high-value jobs by using chatbots to handle repestguests and
administrative tasks. This helps government agsndiecome
more productive and efficient while also optimizingsources and
reducing costs. Also practically, the public do nwed to use
machines if they don't initially trust them, as remous studies
on human-machine relationships suggest (Peter des \2003)
(Gao 2017) Chatbots have the potential to make Lanka's
public sector more responsive, flexible, and aitifecused by
optimizing operations and enhancing service dsliver

3. Hypothesis for this study

This research explores the use of chatbots in rgment,
concentrating on the sources of trust related tsethartificial
intelligence tools. The study looks into what iefices people's
confidence in Al chatbots, especially with regaml rhunicipal
governments in Japan. The study clarifies the rasaraf trust
dynamics in the deployment of Al technologies irbljauservices
by analyzing the relationship between the field imfuiry, the
stated aims of chatbots, and the degree of trust thieir
responses. The successful integration of chatlmotthe Japanese
public sector requires a thorough understandinghef subtleties
around trust. Based on these findings we have etkfiollowing
hypothesis for Sri Lankan context.

H1: In Sri Lanka, the level of public trust in Alhatbots is
anticipated to fluctuate based on the specific domander
consideration.

It is expected that domains with a clear administrafunction,
such as Government Services and Information Poovisiwill
experience greater levels of trust compared tosateat demand
nuanced social and judgmental skills, such as eBitiZngagement
and Feedback Mechanisms.

H2: The effective communication of transparent deheficial
objectives by the Sri Lankan government regardhmg ibtegration
of Al chatbots into public services is hypothesized have a
positive impact on public trust levels towards ¢éhéschnologies.
This effect is particularly expected in domains reheonsistency
in response quality and openness in the processinaierscored.

4. Method

A qualitative research approach will be used td gginions
from Sri Lankan ICT professionals about the mainchgions of

the study on public trust in Al chatbots in the lfulsector. We
will undertake semi-structured interviews with anga of Sri
Lankan ICT professionals, including specialists technology
integration and public administration. The main id¢opof
discussion during the interviews will be the stadimplications
for the Sri Lankan environment, especially as iates to the
dynamics of public confidence towards Al chatbots public
services.

Participants will be asked to share their thoughisthe study's
sources of trust as well as their thoughts on theortes
developed specifically for Sri Lanka. The inforroati gathered
from these interviews will be subjected to a thémnanalysis in
order to derive important conclusions and suggestidor
practitioners and policymakers in Sri Lanka's pulsiector.

Table 2. Total energy consumption of different AF types in

Specific domain Purpose

Government Services an Foster User Trust and
Information Provision Acceptance

Citizen Engagement andEnsure Data Privacy and
Feedback Mechanisms Security

Also the participants will asked based of revieviclar (Aoki

2020) and more on literature reviews.

1. To what extent do you think you can trust thealfois
response to your enquiry?

2. Between the human staff and the chatbot, whioh ydu

think you can trust more?

3. What will be the best practices for chatbot?

5. Results and Discussion

In the Sri Lankan context, the results of this gtuh public
trust in Al chatbots within the public sector rdveauanced
dynamics influenced by the nature of the inquirgaatand the
clarity of articulated purposes. Sri Lankan ICT fessionals
exhibited varying levels of trust in Al chatbotsjttwa notable
trend towards higher trust in specialized domaiks Government
Services and Information Provision compared to saresguiring
complex social and judgment skills, such as CitiEglgagement
and Feedback Mechanisms. This finding underscorbe

importance of considering the specific context ofuiry when
assessing public trust in Al technologies, sugagstithat
competencies and perceived capabilities of chathotsy a
significant role in shaping trust levels.

Moreover, the communication of clear and benefigalposes
by the Sri Lankan government for the integrationAdf chatbots
in public services emerged as a crucial factoruémiting public
trust levels in these technologies. Particularly dareas where
uniform  response quality and process transparenag

emphasized, the clarity of purposes significantigpacted trust
dynamics among ICT professionals. These resultligig the

necessity for policymakers and practitioners in $dnka to
prioritize transparent communication strategies #raphasize the
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benefits and objectives of Al chatbot
services to foster trust among stakeholders. Qyefa findings
underscore the complex interplay between the navéirénquiry,
articulated purposes, and public trust in Al chitbwithin the
Sri Lankan public sector, providing valuable inssghfor the
strategic implementation of Al technologies in goweental
services.

Implementing chatbot technology in the public sectmses
various challenges and considerations that mustduressed to
ensure successful deployment and utilization. Tieahrchallenges
encompass the complexity of developing and maingirchatbot
systems, requiring advanced natural language [@ioges
algorithms and machine learning models to accyraieierpret
and respond to user queries. Data privacy and isecare
paramount, as chatbots interact with users anceatolbersonal
information, necessitating
comply with regulations and safeguard sensitivea.ddEthical
considerations are crucial, with chatbots expected uphold
privacy, avoid bias, transparent deeisEking
processes to maintain public trust. User acceptandetrust pose
challenges, as some individuals may be hesitantretg on
automated technologies for public services, neegisg efforts to
address concerns, communicate benefits and liom&ti and
provide user support.

Integration with existing systems can be challemgias chatbots
require access to accurate and up-to-date infammat deliver
appropriate responses, emphasizing the importarficeseamless
connection and data synchronization. Training anaintenance
are ongoing requirements pexfmen
requiring budget allocation and monitoring for @onbus
improvement.
Establishing the right
interaction is critical, ensuring clear guidelinfs when human
intervention is necessary. Overall, overcoming neldyical
hurdles, prioritizing data privacy and security,ddsing ethical
concerns, and fostering user acceptance are ebsefur
successful chatbot deployment in the public sector.

integration  public

robust data protectioreasures to

and ensure

to enhance chatbot

balance between human andtbah

6. Recommendations

Based on the findings of this study, numerous recemadations
for the application of chatbot technology in Srinka can be
made:

6.1 Fode Usar Trugt and Acceptance

Sri Lanka should prioritize increasing user trustl aacceptance
of chatbot technology. This can be accomplished elagellent
communication and clarity regarding the benefitgitations, and
ethical considerations of chatbots. Providing usepport and
immediately addressing complaints can also helpd binust and

boost adoption.

6.2 Ensure Data Privacy and Security

Given the concerns about data privacy and secuBity,Lanka
must implement comprehensive data protection messufmo
protect residents' personal information, compliancgith
appropriate data protection rules and the deploynagnsecure
data storage and communication protocols are estjuir

6.3 Monitor and Evaluate Perfarmance

Chatbot performance must be monitored and evaluateda
regular basis to ensure its efficacy and efficien€p measure
the impact of chatbots on public service deliveBri Lanka
should establish  performance indicators and evaiuat
frameworks. This will aid in identifying areas fomprovement
and guiding future improvements to chatbot tectgylin the
country.

By implementing these recommendations, Sri Lankh v able
to effectively harness the potential of chatbothtetogy to
improve public service delivery and increase aitizeust in order
to engage with this technology more effectively.

7. Conclusion

In conclusion, the integration of chatbot technglag Sri Lanka
holds immense promise for enhancing public servicBy
employing chatbots, the country can streamline sscde public
services, deliver timely information, and allevidtee workload on
government personnel. Chatbots offer residents aveogent
platform to connect with government institutionamproving
service efficiency and inclusiveness. They can pthymaddress
citizens' queries and concerns, reducing wait tiaed enhancing
satisfaction, particularly during emergencies.

Moreover, by automating basic tasks, chatbots enabl
government employees to focus on more complex megplities,
boosting productivity. To fully harness the berefif chatbots,
Sri Lanka must address technical challenges, fi®ridata
privacy and security, and foster user trust. Coliafion with
stakeholders, training initiatives, and performamaenitoring are
essential  for implementation.  Ultimatelghatbot
technology has the potential to revolutionize pmubkervice
delivery in Sri Lanka, prioritizing citizens' inests and ensuring
efficient and citizen-centric governance.

successful
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