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Abstract

This study aims to analyze the characteristics and developmental directions of chatbot services utilized in
the cultural heritage domain in response to the diffusion of generative Al technologies. To this end, cultural
heritage chatbot cases were classified into research-oriented and publicly operated -categories and
comparatively analyzed in terms of their development objectives, implementation approaches, and types of
information provided. The results indicate that research-oriented chatbots primarily focus on exploring the
potential of generative Al and experimenting with emerging technologies, whereas publicly operated chatbots
prioritize information reliability and service stability. From a technical perspective, both types employ RAG
to balance generative flexibility with knowledge control. However, differences were observed in the scope of
data construction and interaction modalities: research-oriented cases exhibited relatively high degrees of
flexibility, while publicly operated cases were implemented in more controlled manners. In addition, the
findings highlight the importance of information curation that takes into account the intrinsic characteristics
of heritage assets and the contextual needs of visitors. This study is significant in that it illuminates the
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balance between technological aspirations and operational realities, and it suggests that, for successful service

should be

settings

validated in research-oriented

interaction models

and

progressively integrated into stable operational environments through refined implementation strategies.

technologies

deployment,
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[Table 1] List of Generative Al Chatbot Cases Analyzed in Cultural Heritage
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