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Abstract

This study conducted a systematic literature review of 33 research articles on chatbots in the cultural
heritage field published since 2016, aiming to analyze overall research trends. The findings indicate that
chatbot research in this domain has predominantly focused on museums and on providing informational
services, although its scope has gradually expanded to include various heritage contexts such as historic sites
and intangible heritage. Research methods were largely centered on system design, while studies grounded in
user experience remained limited. In terms of target users, visitors and tourists were the primary focus,
though some studies also considered learners, heritage managers, and global users. The functions of chatbots,
which initially focused on information delivery, have evolved into multifunctional structures encompassing
learning support, tour guidance, engagement and immersion, promotion, and preservation or archiving
Regarding technical approaches, non-generative models were dominant; however, since 2021, the emergence
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approaches that emphasize user experience. Future research should address the development of content

Overall, chatbot research in the cultural heritage field is transitioning from a technology-driven phase toward
structures tailored to heritage types and the design of user experience-centered chatbot systems.

of generative Al-based studies has expanded possibilities for personalized and interactive experiences.
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