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USER SATISFACTION WITH THE COMMUNICATION 
QUALITY OF “REGITRA” AND “LIETUVOS PAŠTAS” 

ARTIFICIAL INTELLIGENCE CHATBOTS 

 

Abstract. 
AI-powered tools are not only used in the e-commerce sector but also in the 
public sector. Chatbots have gained popularity as effective tools for marketing and 
customer service (Colifa, 2020). Two major categories of chatbots are AI-powered 
or mechanical. Mechanical type of chatbots are dominating in Lithuanian public 
sector websites. Only the chatbots “Lietuvos pastas” and “Regitra” are AI-based. 
The research aims to identify aspects of customer satisfaction level towards the 
quality of communication features, as well as to pinpoint the areas that customers 
don’t like. To accomplish these aims, the surveys and pilot interviews were 
conducted and targeted to the users of selected chatbots. During the research, 
positive interest was seen in polite style of chatbot communication. Negative 
areas were also identified, such as the requirement to confirm website cookies for 
starting using the chatbot service and in some cases the links were provided which 
lacked comprehensive information. These features had an adverse effect to the 
customer satisfaction and would require improvement. 
 
Key words: AI based chatbots, chatbots for public websited, adverse effect of 

chatbot service, positive features of chatbot, chatbot users survey. 
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