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Use of chatbots that create new forms of public communication
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Abstract Municipalities using chatbots have begun to appear. A chatbot is a system in which a
computer (robot) interacts with a human in place of a human, for example, a computer automatically
responds to an inquiry from residents. From general information Al chatbots in Otsu City, Shiga
Prefecture, which respond to inquiries from all residents, to those specialized in responding to
specific matters, such as chatbots for bulky waste reception desks in Fukuoka City, Fukuoka
Prefecture, deployment examples are diverse. In this study, we analyze the cases of residents-to-
computer exchanges using chatbots, which have been newly seen in communications related to local
governments, and discusse the role of chatbots in creating new aspects of public communication.
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