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Abstract

In this paper, study on user experience to improve the usability of Al service platforms. There are
natural language processing and technical problems that Al technology penetrates into life but cannot
continue natural conversations. Accordingly, in order to examine the user experience, the user experience of
Kakao's Hey Kakao and Naver's Clova application, which provide domestic Al complex services, was
compared and analyzed. As a research method, a 1:1 face-to-face in-depth survey was conducted on men
and women in their 20s and 40s who are familiar with VUI use, and user experience was analyzed by
matching VUI usability category items such as efficiency, accuracy, flexibility, consistency, meaning, and Al
usability evaluation. As a result, both applications had a different understanding of command recognition
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from feature to feature, and were also inconsistent with the use of VUI and Ul in providing information
and content. Therefore, in order to increase usability, technical problems with command recognition,
high-level information provision, and consistent interaction design should be considered.

Keyword : Al service, Al service platform, Al Usability test, Interaction design
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[Table 5] The average analysis of survey
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[Table 7] The analysis of convenience service function
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[Table 8] The analysis of media function
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