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investigates the role of Al chatbots in enhancing web-based knowledge management portals,

Accepted: 28 Feb 2025 focusing on their ability to streamline information retrieval, deliver personalized responses, and
support continuous learning. By examining the design, benefits, and limitations of chatbots, the
study emphasizes their capacity to provide instant, conversational interactions that mimic
human interviews, fostering user engagement and improved learning outcomes. However,
challenges persist, particularly in chatbots' understanding of conversational nuances and
contextual accuracy. The research employs qualitative and quantitative methods, analysing
chatbot integration in knowledge portals, and finds that Al chatbots significantly improve system
accessibility, responsiveness, and scalability. This contributes to enhanced organizational
productivity and more informed decision-making, positioning chatbots as key enablers in
modern knowledge management systems.
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INTRODUCTION

The rise of web-based knowledge management platforms has transformed how organizations and individuals’ access
and share critical information. This shift is largely driven by artificial intelligence, especially chatbots, which improve
user interactions and make information retrieval more efficient, helping businesses manage knowledge better (Alma
Christie C. Reyna, 2023). Chatbots, powered by advancements in machine learning and natural language processing,
have become essential tools that provide smart, context-aware responses, enhancing decision-making and knowledge
accessibility (Alma Christie C. Reyna, 2023) .

Their growing adoption across various fields, from customer service to healthcare and education, shows how versatile
chatbots are. As chatbots continue to evolve, businesses are recognizing their potential not just to improve customer
interactions but also to streamline knowledge sharing among employees, driving innovation and boosting
productivity (Felstad et al., 2021).Chatbots' ability to provide immediate, real-time responses reduces delays in
information retrieval, improving user satisfaction and loyalty, which are key to successful knowledge management
(Gatzioufa & Saprikis, 2022).

The increasing reliance on chatbots means organizations must focus on providing efficient, engaging, and enjoyable
chatbot experiences to encourage greater user adoption for knowledge management (Folstad & Brandtzaeg, 2020).
To stay relevant, businesses must invest in continuously improving chatbot interfaces, ensuring they meet evolving
user expectations and technological advances (Folstad & Brandtzaeg, 2020). This is crucial because users expect not
only accurate responses but also a pleasant interaction, fostering long-term trust in these systems (Gatzioufa &
Saprikis, 2022).
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To meet these expectations, chatbot developers must prioritize natural language processing, context recognition, and
interaction design to deliver satisfying experiences that encourage ongoing use in knowledge management (Aggarwal
et al., 2023). Chatbots should adapt to user feedback to enhance their value and effectiveness (Folstad & Brandtzaeg,
2020). Clear communication about what chatbots can do at the beginning of interactions helps meet user
expectations, increasing satisfaction and trust (Casadei et al., 2022). To improve the use of chatbots in knowledge
management, organizations must focus on user-centered design, ensuring ease of use, enjoyment, and usefulness.
Incorporating feedback mechanisms will help chatbots adapt to changing needs, boosting engagement and trust in
these systems over time (Folstad & Brandtzaeg, 2020).

BACKGROUND
The Evolutions of Chatbot

Over the past 20 years, there has been a major focus on improving conversational agents like chatbots. Researchers
have worked on enhancing chatbots' ability to draw insights from multiple data sources and adapt to users' needs,
resulting in more personalized interactions (Pantano & Pizzi, 2020). Advances in artificial intelligence and natural
language processing (NLP) have allowed chatbots to engage users in more natural, fluid conversations.

Chatbots are now widely used in various areas, such as customer service and personal assistance, as businesses realize
their potential. However, most chatbots are designed for one-on-one communication, and there is growing interest
in expanding their role to enable more complex social interactions in online communities Recent research calls for
chatbots to take on more diverse social roles and handle more intricate conversations.

The field of chatbot technology has grown rapidly, fueled by improved computational power, advances in NLP, and
rising demand for automated customer support (Caldarini et al., 2022).Early systems like ELIZA in the 1960s showed
the potential for computers to engage in basic dialogues (Pantano & Pizzi, 2020),but it wasn't until the 2010s that
machine learning and AI advancements made chatbots more human-like in their interactions.

Today, chatbots are used in a variety of settings, including customer support, personal assistance, and entertainment
(Sakib Shahriar & Kadhim Hayawi, 2023). Their rise is driven by consumer adoption of platforms that support
conversational interaction, along with research that combines technology with user-centered design (Felstad et al.,
2021). Businesses now use chatbots to enhance engagement and streamline operations, offering quick responses
anytime, anywhere, improving customer satisfaction and loyalty (Gatzioufa & Saprikis, 2022).

As chatbot technology evolves, the focus on user experience has increased. Researchers are exploring ways to make
chatbots not only functional but also enjoyable to interact with. Chatbots are becoming more analytical and capable
of providing customized, context-aware responses, which enhances user experiences (Folstad & Brandtzaeg, 2020
;Adamopoulou Eleniand Moussiades, 2020;Gatzioufa & Saprikis, 2022).

The rapid advancement of chatbots reflects the changing landscape of communication and the growing demand for
efficient customer service (DALE, 2016). As chatbots continue to evolve, they will play a bigger role in how people
interact with technology and access services in the digital age. Ongoing innovation in their design and functionality
is essential, as user expectations continue to shift. Understanding user behavior and technological capabilities will
be key to developing chatbots that can adapt and thrive in a constantly changing environment (Felstad et al., 2021;
Gatzioufa & Saprikis, 2022).

Enhanced Web-Based Knowledge Management Portals

In today's fast-changing digital world, effective knowledge management is essential. Enhanced Web-Based
Knowledge Management Portals have become a key solution, offering organizations a centralized platform to store,
access, and share critical information (Abboud, 2021Gupta et al., 2000)). These portals improve collaboration among
teams and help create knowledge-sharing cultures that are vital for innovation and competitive advantage (Rowley,
1999). By using advanced technologies, these platforms also support organizational learning, allowing teams to make
better decisions and respond quickly to challenges (Gupta et al., 2000).
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Organizations that view knowledge as a valuable resource are investing in these portals as part of a strategic approach
to foster collaboration and innovation, which enhances business performance and sustainability (Karamat et al.,
2019).Businesses that use these systems often see increased productivity and employee engagement, as they
encourage knowledge sharing and the development of new ideas (Gupta et al., 2000 ;Abboud, 2021). These portals
help create a culture where knowledge is preserved and actively used, allowing organizations to tap into diverse
perspectives and improve decision-making (Gupta et al., 2000).

The integration of such portals promotes collective problem-solving and equips organizations to adapt to market
changes, improving their strategic position (Abboud, 2021). By fostering a collaborative environment, organizations
can use the collective intelligence of their workforce to stay competitive and respond to rapid technological
advancements and globalization (MOHAJAN, 2019).

However, establishing these portals requires a shift in organizational culture, with a commitment to knowledge-
sharing at all levels. Leadership plays a key role in supporting these initiatives, creating an environment that values
curiosity and collaboration, which drives innovation and success ((Stylianou & Savva, 2016). In this way,
organizations can embed knowledge-sharing into their daily operations, transforming their culture to prioritize
collective intelligence and continuous improvement.

Research shows that organizations that embrace a knowledge management culture can better align their strategies
with innovative practices, boosting employee engagement and helping them adapt to changing market conditions
(Stylianou & Savva, 2016); Syifa & Ahman, 2022).

CHATBOT IMPLEMENTATION
Chatbot Development Tools

Choosing the right tools for chatbot development requires understanding the latest advancements in natural language
processing and machine learning to create chatbots that adapt to user needs and provide meaningful interactions.
Effective design techniques also play a key role in improving chatbot responsiveness and show how development
methods and innovative tools work together (Peng & Ma, 2019).

Recent design approaches like rule-based, retrieval-based, and generation-based methods have become essential for
building chatbots that can provide tailored responses to diverse user interactions and organizational needs (Aggarwal
et al., 2023). To keep up with the evolving field, developers need to stay updated on the latest trends and techniques
to create chatbots that are engaging, user-friendly, and effective (Perez-Soler et al., 2021). Exploring methods that
combine multiple chatbots, collaborate with human workers, and use user feedback for continuous improvement can
enhance user experience and satisfaction (Peng & Ma, 2019).

Using advanced evaluation metrics helps developers identify areas for improvement, enhancing chatbot performance
and interaction quality. Incorporating technologies like contextual embeddings and transformer models can
significantly improve chatbots' ability to understand user language and intent, creating more engaging experiences
(Peng & Ma, 2019).

Developers should also use user-centered design and iterative testing to refine chatbot interfaces based on feedback
and insights, making them more intuitive and relatable for diverse users(Aggarwal et al., 2023). By studying user
experiences, developers can identify successful aspects and areas for improvement, ultimately creating chatbots that
meet evolving expectations (Folstad & Brandtzaeg, 2020).

Visual aids like diagrams can help users better understand how chatbots work, making interaction smoother and
boosting user retention and satisfaction. It’s also important to continuously evaluate how user feedback influences
chatbot design to meet current needs and anticipate future trends in communication and technology (Aggarwal et al.,
2023).

Chatbot Deployment Techniques
Different deployment methods—on-premises, cloud-based, and hybrid—each offer their own benefits and challenges,
which impact chatbot effectiveness in terms of scalability, maintenance, and cost. Cloud-based services are popular
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due to lower upfront costs and easy scalability, while on-premises solutions provide more control and security,
though they are usually more expensive (CIMPEANU, 2021). Hybrid models combine both approaches, offering
flexibility but adding complexity in managing multiple platforms (Gatzioufa & Saprikis, 2022).

Choosing the best deployment method also involves addressing issues like integrating natural language processing
(NLP) technologies. This is key to ensuring chatbots provide human-like interactions, reduce customer service costs,
and improve user satisfaction (Nichifor et al., 2021). Continuous monitoring and improving chatbots based on user
feedback is vital to keep up with changing demands and preferences, ultimately enhancing functionality and user
experience (Folstad & Brandtzaeg, 2020).

Organizations must prioritize user experience by leveraging advanced NLP techniques and understanding user
interactions to ensure chatbots improve both operational efficiency and user engagement (Chaidrata et al., 2021).
However, challenges such as privacy and security risks and potential loss of personalization highlight the need for
careful design to balance functionality with user satisfaction (Carter & Knol, 2019). The success of chatbot
deployment depends on not only the technology but also creating an engaging, seamless user experience while staying
compliant with regulations and ethical standards.

THE NECESSITY OF CHATBOTS IN WEB-BASED PORTALS

In today's digital world, integrating chatbots into web-based systems has become essential. Powered by AI and
natural language processing, chatbots enhance user experiences and streamline web operations. Many industries are
adopting chatbots for their 24/7 availability, cost-effectiveness, and ability to engage users in natural conversations,
reducing the workload on human support staff (Ashfaq et al., 2020). Chatbots not only assist with customer service
but also play a role in education, administration, and decision-making (Smutny & Schreiberova, 2020).

The benefits of chatbots include resource savings, improved user satisfaction, and more intuitive interactions (Ashfaq
et al., 2020). They are becoming standard in web-based systems, meeting the growing needs of users. For example,
chatbots are increasingly used in education to assist students with queries and guide them through complex processes
(Bilquise et al., 2022).

Beyond customer service and education, chatbots are useful in e-commerce, healthcare, and decision-making across
different sectors (Ashfaq et al., 2020). As organizations continue to embrace digital transformation, well-designed
chatbots enhance efficiency, cut costs, and improve user experiences.

To ensure success, chatbot design must focus on user experience, keeping up with evolving needs. Developers face
challenges in tailoring chatbot functionality to enhance satisfaction, emphasizing the importance of user-centric
design (Folstad & Brandtzaeg, 2020). As chatbot technology evolves, feedback collection and analysis help identify
areas for improvement, ensuring chatbots stay effective and engaging (Aggarwal et al., 2023).

BENEFITS AND CHALLENGES OF CHATBOT IMPLEMENTATION

The use of chatbots in web-based knowledge management is growing as organizations leverage technology to improve
processes and enhance customer experiences. Chatbots help transfer knowledge between systems quickly and
efficiently, reducing the need for large amounts of data and allowing rapid development. However, ensuring that
chatbots adapt to changing user preferences and offer satisfying experiences remains a challenge (Folstad &
Brandtzaeg, 2020).

To overcome these challenges, organizations must understand user interactions and invest in natural language
processing and context recognition. This enhances the quality of interactions, making chatbots more engaging and
user-friendly, which encourages continued use (Fglstad & Brandtzaeg, 2020). Successful chatbot implementation
requires balancing technological advancements with a focus on user needs to ensure widespread adoption and long-
term satisfaction.

Chatbots provide immediate responses, improving customer service and reducing costs. Their flexibility and
interactive features, such as multilingual support and sentiment analysis, make them valuable across many sectors
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(Aggarwal et al., 2023). However, technical and design issues, such as natural language processing and user
experience, must be addressed to fully realize the potential of chatbots (Felstad & Brandtzaeg, 2020).

As chatbots evolve, they increasingly benefit web-based knowledge management systems through advanced features
like sentiment analysis and personalized experiences, leading to higher user satisfaction (Aggarwal et al., 2023).
Understanding and responding to unique user preferences, even without explicit profiles, is crucial for chatbot
development. This focus helps create a more engaging knowledge management environment that enhances user
loyalty over time (Pantano & Pizzi, 2020).

While chatbots streamline information retrieval and improve user engagement through immediate responses, their
success depends on overcoming technical challenges, particularly in natural language processing and user experience
design (Folstad & Brandtzaeg, 2020). Organizations must continuously refine chatbot capabilities using user
feedback and insights to enhance functionality and foster a better user experience. Focusing on user-centered design
ensures chatbots meet user expectations, driving adoption and sustained usage (Aggarwal et al., 2023).

CONCLUSION

In conclusion, a comprehensive understanding of user experiences, alongside the implementation of strategic
development methodologies and the adoption of innovative technologies, will be essential for creating chatbots that
not only fulfill current user demands but also adapt to future challenges in conversational AI, ultimately leading to a
more enriched and satisfying user experience (Aggarwal et al., 2023; Peng & Ma, 2019) .To further refine the
capabilities of chatbots, future developments should prioritize the seamless integration of user interfaces that
facilitate interactive learning, thereby ensuring that conversational agents not only respond to inquiries but also
adapt dynamically to users' emotional states and preferences over time, ultimately enhancing the overall user
experience and strengthening the role of chatbots as trusted and engaging digital assistants ((Folstad & Brandtzaeg,
2020; Aggarwal et al., 2023);

Furthermore, the use of sentiment analysis to gauge user moods in real-time can significantly enrich the interaction
quality, allowing chatbots to tailor responses based on emotional context and provide a more personalized
experience, which is essential for maintaining user engagement and satisfaction (Aggarwal et al., 2023). This
capability not only enhances user experience but also positions chatbots as invaluable tools in a variety of fields,
where understanding user sentiment can lead to more meaningful interactions and increased user loyalty .Moreover,
the integration of reinforcement learning strategies in chatbot development can further enhance the ability of these
systems to learn from interactions and improve over time, thereby adapting to the unique preferences and emotional
states of users, which has been shown to significantly impact user satisfaction and trust (Moataz Mohammed &
Mostafa M. Aref, 2022). As such, exploring the complexities of developing chatbots with these advanced capabilities
is imperative, as it underlines the necessity for a flexible architecture that can accommodate diverse user interactions
and feedback loops, ultimately fostering a more effective and engaging user interface that adapts to the evolving needs
of modern technology consumers.

It’s crucial for chatbots to be responsive and lifelike, especially in sensitive situations, as this builds user trust and
satisfaction. Focusing on emotional intelligence and empathy in chatbot design helps create stronger connections
with users, enhancing their overall experience. Advanced natural language processing techniques are needed to make
chatbots understand and respond to human conversation nuances, providing a more personalized and enriching
experience. Integrating chatbots into web portals is essential in today’s digital age. They enhance user experiences,
offer 24/7 assistance, and automate tasks, making them crucial for successful web systems. As technology advances,
chatbots will become even more integral, helping organizations stay competitive and responsive. For businesses,
chatbots are a strategic asset, efficiently managing tasks and handling up to 85% of customer service jobs by 2020,
saving over $8 billion annually by 2022. By automating routine inquiries and providing personalized responses,
chatbots allow human staff to focus on complex tasks, boosting productivity and responsiveness.

Acknowledgments:

The authors would like to express their gratitude to the Ministry of Higher Education Malaysia for providing financial
support through the Fundamental Research Grant Scheme (FRGS/1/2020/ICTo6/UNIMAP/02/1)

932
Copyright © 2024 by Author/s and Licensed by JISEM. This is an open access article distributed under the Creative Commons Attribution License which
permitsunrestricted use, distribution, and reproduction in any medium, provided the original work is properly cited.



Journal of Information Systems Engineering and Management

2025, 10(35s)
e-ISSN: 2468-4376
https://www.jisem-journal.com/ Research Article

REFERENCES

[1] Abboud, K. (2021). A Study on Knowledge Management on Working Productivity. Journal of Enterprise and
Business Intelligence, 122—130. https://doi.org/10.53759/5181/JEBI202101013

[2] Adamopoulou Eleni and Moussiades, L. (2020). An Overview of Chatbot Technology. In L. and P. E.
Maglogiannis Ilias and Iliadis (Ed.), Artificial Intelligence Applications and Innovations (pp. 373—383).
Springer International Publishing.

[3] Aggarwal, S., Mehra, S., & Mitra, P. (2023). Multi-Purpose NLP Chatbot : Design, Methodology & Conclusion.

[4] Alma Christie C. Reyna. (2023). ChatGPT+: Empowering Knowledge Management in Organizations.
International Journal of Advanced Research in Science, Communication and Technology, 532-537.
https://doi.org/10.48175/IJARSCT-12175

[5] Ashfaq, M., Yun, J., Yu, S., & Loureiro, S. M. C. (2020). I, Chatbot: Modeling the determinants of users’
satisfaction and continuance intention of AI-powered service agents. Telematics and Informatics, 54, 101473.
https://doi.org/10.1016/j.tele.2020.101473

[6] Bilquise, G., Ibrahim, S., & Shaalan, K. (2022). Bilingual AI-Driven Chatbot for Academic Advising.
International Journal of Advanced Computer Science and Applications, 13(8). https://doi.org/10.14569/
IJACSA.2022.0130808

[7] Caldarini, G., Jaf, S., & McGarry, K. (2022). A Literature Survey of Recent Advances in Chatbots. Information,
13(1), 41. https://doi.org/10.3390/info13010041

[8] Carter, E., & Knol, C. (2019). Chatbots — an organisation’s friend or foe? Research in Hospitality Management,
9(2), 113—116. https://doi.org/10.1080/22243534.2019.1689700

[0] Casadei, A., Schlogl, S., & Bergmann, M. (2022). Chatbots for Robotic Process Automation: Investigating
Perceived Trust and User Satisfaction. 2022 IEEE 3rd International Conference on Human-Machine Systems
(ICHMS), 1—6. https://doi.org/10.1109/ICHMS56717.2022.9980826

[10] Chaidrata, A., Shafeeu, M. 1., Chew, S. K., Chen, Z., Cham, J. S., Yong, Z. L., Yap, U. H., Binti, D. I., & Bahrin, K.
(2021). Intent Matching based Customer Services Chatbot with Natural Language Understanding. 2021 5th
International Conference on Communication and Information Systems (ICCIS), 129—133. https://doi.org/
10.1109/1CCIS53528.2021.9646029

[11] CIMPEANU, I.-A. (2021). Business Activities Using Chatbots. Informatica Economica, 25(3/2021), 38—51.
https://doi.org/10.24818/issn14531305/25.3.2021.04

[12] DALE, R. (2016). The return of the chatbots. Natural Language Engineering, 22(5), 811—817. https://doi.org/
10.1017/51351324916000243

[13] Felstad, A., Araujo, T., Law, E. L.-C., Brandtzaeg, P. B., Papadopoulos, S., Reis, L., Baez, M., Laban, G.,
McAllister, P., Ischen, C., Wald, R., Catania, F., Meyer von Wolff, R., Hobert, S., & Luger, E. (2021). Future
directions for chatbot research: an interdisciplinary research agenda. Computing, 103(12), 2915—2942.
https://doi.org/10.1007/s00607-021-01016-7

[14] Faelstad, A., & Brandtzaeg, P. B. (2020). Users’ experiences with chatbots: findings from a questionnaire study.
Quality and User Experience, 5(1), 3. https://doi.org/10.1007/s41233-020-00033-2

[15] Gatzioufa, P., & Saprikis, V. (2022). A literature review on users’ behavioral intention toward chatbots’ adoption.
Applied Computing and Informatics. https://doi.org/10.1108/ACI-01-2022-0021

[16] Gupta, B., Iyer, L. S., & Aronson, J. E. (2000). Knowledge management: practices and challenges. Industrial
Management & Data Systems, 100(1), 17—21. https://doi.org/10.1108/02635570010273018

[17] Karamat, J., Shurong, T., Ahmad, N., Afridi, S., Khan, S., & Mahmood, K. (2019). Promoting Healthcare
Sustainability in Developing Countries: Analysis of Knowledge Management Drivers in Public and Private
Hospitals of Pakistan. International Journal of Environmental Research and Public Health, 16(3), 508.
https://doi.org/10.3390/ijerph16030508

[18] Moataz Mohammed, & Mostafa M. Aref. (2022). Chatbot System Architecture.

[19] MOHAJAN, H. K. (2019). Knowledge Sharing among Employees in Organizations. Journal of Economic
Development, Environment and People, 8(1), 52. https://doi.org/10.26458/jedep.v8i1.612

[20] Nichifor, E., Trifan, A., & Nechifor, E. M. (2021). Artificial Intelligence in Electronic Commerce: Basic Chatbots
and Consumer Journey. Www.Amfiteatrueconomic.Ro, 23(56), 87. https://doi.org/10.24818/EA/2021/56/87

933
Copyright © 2024 by Author/s and Licensed by JISEM. This is an open access article distributed under the Creative Commons Attribution License which
permitsunrestricted use, distribution, and reproduction in any medium, provided the original work is properly cited.



Journal of Information Systems Engineering and Management
2025, 10(355)

e-ISSN: 2468-4376

https://www jisem-journal.com/ Research Article

[21] Pantano, E., & Pizzi, G. (2020). Forecasting artificial intelligence on online customer assistance: Evidence from
chatbot patents analysis. Journal of Retailing and Consumer Services, 55, 102096. https://doi.org/10.1016/j.
jretconser.2020.102096

[22] Peng, Z., & Ma, X. (2019). A survey on construction and enhancement methods in service chatbots design. CCF
Transactions on Pervasive Computing and Interaction, 1(3), 204—223. https://doi.org/10.1007/s42486-019-
00012-3

[23] Perez-Soler, S., Juarez-Puerta, S., Guerra, E., & de Lara, J. (2021). Choosing a Chatbot Development Tool. IEEE
Software, 38(4), 94—103. https://doi.org/10.1109/MS.2020.3030198

[24] Rowley, J. (1999). What is knowledge management? Library Management, 20(8), 416—420. https://doi.org/
10.1108/01435129910291175

[25] Sakib Shahriar, & Kadhim Hayawi. (2023). Let’s have a chat! A Conversation with ChatGPT: Technology,
Applications, and Limitations.

[26] Smutny, P., & Schreiberova, P. (2020). Chatbots for learning: A review of educational chatbots for the Facebook
Messenger. Computers & Education, 151, 103862. https://doi.org/10.1016/j.compedu.2020.103862

[27] Stylianou, V., & Savva, A. (2016). Investigating the Knowledge Management Culture. Universal Journal of
Educational Research, 4(7), 1515—1521. https://doi.org/10.13189/ujer.2016.040703

[28] Syifa, R. H. A., & Ahman, E. (2022). The Design of Organizational Culture and Knowledge Sharing in Creating
Innovation Behavior and Its Impact on Organizational Performance in Family Companies. https://doi.org/
10.2991/aebmr.k.220701.079

934
Copyright © 2024 by Author/s and Licensed by JISEM. This is an open access article distributed under the Creative Commons Attribution License which
permitsunrestricted use, distribution, and reproduction in any medium, provided the original work is properly cited.



