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Recommendation ITU-T P.852

Subjective quality evaluation of text-based chatbots

Summary

Recommendation ITU-T P.852 describes methods and procedures for conducting subjective
evaluation experiments for services that are based on text-based chatbots. Such chatbots enable a
natural language-based dialogic interaction via text, and are used to offer customer care self-services,
service selling, etc. The set-up and running of appropriate interaction experiments is described, and
questionnaires for quantifying the relevant quality dimensions perceived by the user are given.
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FOREWORD

The International Telecommunication Union (ITU) is the United Nations specialized agency in the field of
telecommunications, information and communication technologies (ICTs). The ITU Telecommunication
Standardization Sector (ITU-T) is a permanent organ of ITU. ITU-T is responsible for studying technical,
operating and tariff questions and issuing Recommendations on them with a view to standardizing
telecommunications on a worldwide basis.

The World Telecommunication Standardization Assembly (WTSA), which meets every four years, establishes
the topics for study by the ITU-T study groups which, in turn, produce Recommendations on these topics.

The approval of ITU-T Recommendations is covered by the procedure laid down in WTSA Resolution 1.

In some areas of information technology which fall within ITU-T's purview, the necessary standards are
prepared on a collaborative basis with 1ISO and IEC.

NOTE

In this Recommendation, the expression "Administration” is used for conciseness to indicate both a
telecommunication administration and a recognized operating agency.

Compliance with this Recommendation is voluntary. However, the Recommendation may contain certain
mandatory provisions (to ensure, e.g., interoperability or applicability) and compliance with the
Recommendation is achieved when all of these mandatory provisions are met. The words "shall" or some other
obligatory language such as "must™ and the negative equivalents are used to express requirements. The use of
such words does not suggest that compliance with the Recommendation is required of any party.

INTELLECTUAL PROPERTY RIGHTS

ITU draws attention to the possibility that the practice or implementation of this Recommendation may involve
the use of a claimed Intellectual Property Right. ITU takes no position concerning the evidence, validity or
applicability of claimed Intellectual Property Rights, whether asserted by ITU members or others outside of
the Recommendation development process.

As of the date of approval of this Recommendation, ITU had not received notice of intellectual property,
protected by patents/software copyrights, which may be required to implement this Recommendation.
However, implementers are cautioned that this may not represent the latest information and are therefore
strongly urged to consult the appropriate ITU-T databases available via the ITU-T website at
http://www.itu.int/ITU-T/ipr/.

© ITU 2022

All rights reserved. No part of this publication may be reproduced, by any means whatsoever, without the prior
written permission of ITU.

Documents
i Rec. ITU-T P.852 (07/2022) Document Sharing Hub

Full document details: ITU-T P.852 2022


http://www.itu.int/ITU-T/ipr/
http://www.avadocuments.com/doc/itu-t-p-852-2022
http://www.avadocuments.com/doc/itu-t-p-852-2022

Table of Contents

Page

1 S To{ 0] o OTRTU P TR UPRURTPRRPRN 1
2 RETEIBINICES. ... ettt ettt bbb 1
3 DEFINITIONS ...ttt b e bt et e re e sbe e nre e 1
4 ADbbBreviations and aCrONYIMS ........c.ccveiierieiiieie e e re e e sre e e e e e e eesree e 2
5 (000 11Y7=] 11 o] PP SUORPRRPRPPRRN 2
6 CRALDOTS ...t 2
6.1 Tasks and components of Chatbots...........cccocevveie i 2

6.2 Interactions With ChathotS..........ccooiiiiiii 3

6.3 Quality aspects and influencing factors...........cccoviiiininiiice 3

6.4 Subjective evaluation Methods.............cooviiiiiieiere e 4

7 EXPEIrIMENTAL SEE-UP ..eovviiieeiecie et e e nne e 5
7.1 System set-up and Wizard-of-Oz simulation ............cccccevvvevieiieciic e, 5

7.2 LIS Ao T U [0TSR 6

7.3 TESE PANTICIPANTS. ...ttt 6

8 QUESTIONNAITES .....vveieveeitie ettt et e st e te st ete e ste e e beesae e e beesteeesbeesaeeebessaseebeessbeesbeesnneens 7
8.1 Questions related to user background.............cccooveiiiiiieiii e 8

8.2 Questions related to the individual interaction............ccccocvevveiieeiic e, 8

8.3 Questions related to the user's overall impression of the system ................... 9

9 Analysis and interpretation of the collected information .............c.ccccoecviiiiiiiiccecene, 9
BIDHOGIAPNY ... 11

Documents

Rec. ITU-T P.852 (07/2652)"ent Shygiing Hub

Full document details: ITU-T P.852 2022


http://www.avadocuments.com/doc/itu-t-p-852-2022
http://www.avadocuments.com/doc/itu-t-p-852-2022

Documents

Document Sharing Hub

Full document details: ITU-T P.852 2022


http://www.avadocuments.com/doc/itu-t-p-852-2022
http://www.avadocuments.com/doc/itu-t-p-852-2022

