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Abstract

OpenAl created ChatGPT, an Atrtificial Intelligence based Chatbot that responds conversationally to lengthy, complicated
enquiries. The present paper is a guide to how the potential of ChatGPT can be used fully to perform effective research studies in the

. INTRODUCTION

OpenAl created ChatGPT, an Artificial Intelligence
based Chatbot that responds conversationally to lengthy,
complicated enquiries [1]. It is a groundbreaking
technology since it has been taught to understand what
people mean when they ask a question. Many users are
impressed by its capacity to produce human quality
replies, evoking the notion that it may one day be able to
alter how people interact with computers and how
information is acquired. Based on GPT-3.5, OpenAl
created ChatGPT, a big language model chatbot. It has a
remarkable capacity to engage in conversations and
produce replies that are remarkably human sounding.
Predicting the next word in a string of words is the
responsibility of large language models. Reinforcement
Learning with Human Feedback (RLHF) is an extra
training layer that uses human feedback to teach
ChatGPT how to obey instructions and provide replies
that are acceptable to people. OpenAl, an Artificial
Intelligence firm located in San Francisco developed the
ChatGPT. OpenAl Inc. is the parent organization of the
for-profit OpenAl LP. OpenAl is renowned for its well-
known deep-learning model DALLE which creates
visuals from written instructions.

ChatGPT has shown avenues to perform different tasks
saving much human efforts. Several new applications of
ChatGPT are coming up. An app based on ChatGPT,
ChatGPT Writer has already been developed which is
replying to mail messages automatically going through
the content of the original mail received and the reviews
are telling the responses are quite professional and valid
[2]. An application has already been developed in order to
write summary of a YouTube video using the ChatGPT
application [3]. ChatGPT based application has been
developed to write tweets, replies, and comment on other
tweets [4]. The ChatGPT application is also showing
ways to remake videos based on popular available
YouTube videos [5]. In order to harness the power of the
ChatGPT in the field of marketing, several new ways
have been proposed by different experts which bring
abrupt changes in the field of Search Engine Optimization
[7]. ChatGPT application has immensely benefitted
Market Research with certain ChatGPT prompts giving
the outputs which ultimately is saving hours of manual
work [7].

ChatGPT has greatly helped developers, specially
novices, with readymade code for certain scenarios which
would help them deliver work on time. Though ChatGPT
cannot yet write complex codes which are required in
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banking and other domains, however, it can provide quite
dependable codes for the common scenarios which
novice developers need to work on [8]. It has reduced the
timeline to write effective codes to an enormous deal.
While ChatGPT may produce codes for free, it is best to
avoid asking it to do so, particularly for codes that need a
great deal of context [9]. The model in its present state is
too new and unsophisticated and may not be able to
perform exactly as required by the developers. However,
there are more methods in which developers may
maximize the ChatGPT outcome. It may be used to
discover errors in the code written. Developers may
consider using ChatGPT in case many hours of
debugging a code is required. The model may not only
assist in identifying the issue, it can also provide the
developers with potential solutions that may alleviate
much of the burden.

There are several practical and entertaining uses of the
ChatGPT tools as have been delineated in [10]. These
include:

& Writing a Twitter thread

% Writing anovel

& Prompting questions for guest speakers
% Creating games

& Dating help

& Dealing with loneliness and anxiety

% Naming things

% Translation on the go

% Helping in fitness schedule

% Coding and integrations

% Creating lesson plans for teachers

% Finding guests for podcasts

% Handling Social Media comments and reviews
& Fighting crimes

% Designing furniture

& Help in preparation for interview

The present paper is an attempt to deliberate how
effective ChatGPT can be in the academic research
domain. ChatGPT can greatly reduce some of the major
associated research tasks and enhance research outputs to
a large extent. The present work is an effort to delineate
how effectively ChatGPT can be used in a research study
from scratch.

Il. EFFECTIVE USE OF CHATGPT IN
RESEARCH

ChatGPT is a useful tool for creating ideas and boosting
thought. For instance, if one is stuck or in need of a new
perspective on a project, he may offer ChatGPT with a
broad subject and request that it provide a list of subtopics
or perspectives to investigate. This might save time and
effort for the individual, since he won't have to begin the
brainstorming process from fresh. In addition to
producing ideas, ChatGPT may aid in the actual research
process. One may use it, for example, to write the initial
draft of aresearch paper or to summarize significant ideas
from a collection of articles or documents. This may save
a substantial amount of time and work, as he can
concentrate on improving and revising the automatically
created material rather than beginning from zero.

l1l. USING CHATGPT TO GENERATE
RESEARCH PROCESS

In any research study, one of the major aspects is
designing the research process. ChatGPT can be of huge
help in this regard and provide useful suggestions which
will greatly help in the process of developing the research
design.

The prompt for generating the design from ChatGPT
given was ' want you to develop a research design. My
topic is 'Using Artificial Intelligence in Customer
Services'. The ChatGPT provided the following output

[11].

| Hereis a possible research design for your topic:

(1) Research Question : How can Artificial Intelligence be
effectively utilized in customer service to improve
customer satisfaction and reduce costs for businesses?

(2) Literature Review : Conduct a comprehensive review
of existing literature on the use of Al in customer service,
including case studies and academic research. Identify
key trends, challenges, and best practicesin the field.

(3) Methodology : Use a mixed-methods approach,
including both quantitative and qualitative research
methods.

% Quantitative research : Surveys and interviews with
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businesses that currently use Al in customer service to
gather data on their experiences, including customer
satisfaction rates and cost savings.

% Qualitative research : Conduct in-depth interviews
with customers who have interacted with Al-powered
customer service to gather their perceptions and
feedback.

(4) Data Analysis : Analyze the data collected from the
surveys and interviews using statistical techniques to
identify patternsand trends.

(5) Results and Discussion : Present the findings of the
research, including the benefits and challenges of using
Al in customer service, as well as best practices for
businesses looking to implement Al in their customer
service operations.

(6) Conclusion and Implications : Summarize the main
findings of the research and discuss the implications for
businesses and future researchin the field.

(7) Ethical Considerations : Be sure to consider any
ethical issues related to the use of Al in customer service,
such as privacy and bias, and address them in the

research design.

From the output provided by ChatGPT, it is seen that
the output provided by the ChatGPT is quite relevant to a
large extent and the researcher can make some
modifications in order to fine tune it. The research
question may be accepted by the researcher for further
study or he may modify it or ask ChatGPT further
suggestions.

In case, the same research question is accepted by the
researcher, he may want to perform literature review on
the same topic. For performing the literature review, the
prompt that was given was the following '/ want you to
write literature review for me. My topic is 'use of Al in
customer service, including case studies and academic
research and identification of key trends, challenges, and
bestpractices in the field."”

The ChatGPT provided the following output for the
same:

|The use of artificial intelligence (Al) in customer|

service has gained significant attention in recent years,
as businesses look for ways to improve customer
satisfaction and reduce costs. The literature on this topic
includes both case studies and academic research, which
have identified several key trends, challenges, and best
practicesinthefield.

One key trend in the use of Al in customer service is
the increasing use of chatbots and virtual assistants.
These technologies can handle simple queries and tasks,
such as answering frequently asked questions and
processing orders, allowing human representatives to
focus on more complex issues. Some case studies have
shown that chatbots can lead to increased customer
satisfaction and reduced costs for businesses.

Another trend is the use of natural language
processing (NLP) and machine learning (ML) to improve
the accuracy and effectiveness of Al-powered customer
service. These techniques can be used to analyze
customer interactions and make the chatbot or virtual
assistant more personalized and efficient.

However, there are also challenges associated with
the use of Al in customer service. One issue is the
potential for bias in the Al system, as it may be trained on
biased data. Additionally, there is a risk that customers
may prefer human interaction, and chatbots and virtual
assistants may not be able to handle more complex
issues.

Despite these challenges, there are several best
practices that businesses can follow to effectively utilize
Al in customer service. One important consideration is
the need for clear and transparent communication with
customers regarding the use of Al Additionally,
businesses should ensure that their Al systems are
regularly updated and maintained to improve their
performance and accuracy.

In conclusion, the literature on the use of Al in
customer service suggests that this technology has the
potential to improve customer satisfaction and reduce
costs for businesses. However, it is important to consider
the challenges and best practices associated with the use
of Alin customer service to ensure that this technology is
used effectively.

Though ChatGPT has given a fairly good response,
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however, it cannot be taken as a literature review on the
topic mentioned. In order to get a better response, it is
needed to get this done entering modified prompt which
is, 'l want you to act as literature review writer. Write
literature review on the topic 'Use of Al in customer
services'with references and citations’.

The output provided by ChatGPT seems to be quite
relevant in the regard and can be accepted after some
modifications and fine-tuning.

The use of artificial intelligence (Al) in customer
service has become an increasingly popular topic of
research in recent years. The literature on this topic
suggests that Al powered customer service has the
potential to improve customer satisfaction and reduce
costs for businesses.

One of the key trends identified in the literature is the
use of Chatbots and Virtual Assistants in customer
service. These technologies can handle simple queries
and tasks, such as answering frequently asked questions
and processing orders, allowing human representatives
to focus on more complex issues. A study by (KPMG,
2018) found that businesses that implemented chatbots
in their customer service operations saw a significant
improvement in customer satisfaction rates and a
reductionin costs.

Another trend in the literature is the use of natural
language processing (NLP) and machine learning (ML) to
improve the accuracy and effectiveness of Al-powered
customer service. A study by (Li et al, 2020) found that
the use of NLP and ML techniques in customer service
chatbots led to a significant improvement in the
chatbot's ability to understand and respond to customer
queries.

However, the literature also identifies several
challenges associated with the use of Al in customer
service. One issue is the potential for bias in the Al
system, as it may be trained on biased data. A study by
(Domingos, 2015) found that machine learning
algorithms can inadvertently perpetuate societal biases
present in their training data. Additionally, there is a risk
that customers may prefer human interaction, and
chatbots and virtual assistants may not be able to handle
more complex issues. A study by (Bainbridge et al, 2019)
found that customers generally preferred to interact

with human customer service representatives for more
complexissues.

Despite these challenges, the literature suggests
several best practices that businesses can follow to
effectively utilize Al in customer service. One important
consideration is the need for clear and transparent
communication with customers regarding the use of Al.
A study by (KPMG, 2018) found that businesses that
provided clear and transparent communication to
customers about the use of chatbots in customer service
saw a higher level of customer satisfaction. Additionally,
businesses should ensure that their Al systems are
regularly updated and maintained to improve their
performance and accuracy. A study by (Li et al, 2020)
found that regular maintenance and updates of
customer service chatbots led to a significant
improvementin their performance.

In conclusion, the literature suggests that the use of
Al in customer service has the potential to improve
customer satisfaction and reduce costs for businesses.
However, it is important to consider the challenges and
best practices associated with the use of Al in customer
service to ensure that this technology is used effectively.
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For writing a research paper, it is needed to provide
more references and citations. In order to get that from the
ChatGPT, one may provide the following prompt ‘can you
provide some more references and citations on the topic'.

As response to the above prompt, the ChatGPT
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provides the following output which is quite relevant for
the topic chosen.

Sure, here are some additional references and citations
onthe topic of the use of Al in customer service:

* (Gao et al, 2018) Gao, X., Sun, L., & Zhang, J. (2018). A
survey on artificial intelligence techniques in customer
service. IEEE Transactions on Systems, Man, and
Cybernetics: Systems, 48(12),1739—-1758.

* (Feng et al, 2019) Feng, X, Li, X., & Liu, Y. (2019). A
review of deep learning techniques in customer service
chatbots. Journal of Business Research, 98, 365—-375.

e (Jain et al, 2020) Jain, R., & Kaur, P. (2020). Role of
artificial intelligence in customer service: A review.
Journal of Retailing and Consumer Services, 52, 101859.

* (Guo et al, 2020) Guo, Y., Li, Y., & Wang, Y. (2020).
Artificial intelligence in customer service: a systematic
literature review and future research directions. Journal
of Business Research, 117, 1-13.

Survey Title: "Perceptions of Al in Customer Service”

Introduction: This survey aims to gather information
about customers' perceptions and experiences with Al-
powered customer service. The survey will take
approximately 5-10 minutes to complete. All responses
will be kept confidentialand anonymous.

You can cite these references in your literature review
like this: (Gao et al, 2018) found that Al-powered
customer service technologies can lead to improved
customer satisfaction and reduced costs for businesses.
Similarly, (Feng et al, 2019) found that deep learning
techniques can improve the accuracy and effectiveness
of customer service chatbots. (Jain and Kaur, 2020) in
their study, they emphasized on the role of Al in
customer service and suggested that Al can be used to
personalize.

The outputs provided by the ChatGPT is quite relevant in
the case. Next, as a researcher, it may be needed to
perform research on the survey on the topic 'Al in
customer services'. For that the following prompt is
provided 'I want you to design a quantitative survey for
me. My topic is 'Al in customer service'.

The output provided by the ChatGPT is quite interesting.

Sure, here is a sample survey design for the topic of Al in
customer service:

(1) Have you ever interacted with an Al-powered
customer service representative?

% Yes
% No

(2) How satisfied were you with the Al-powered
customer service experience?

% Very satisfied

% Somewhat satisfied
% Neutral

% Somewhat dissatisfied
% Very dissatisfied

(3) How would you rate the effectiveness of the Al-
powered customer service representative in addressing
yourissue?

% Very effective

% Somewhat effective
% Neutral

% Somewhat ineffective

% Veryineffective

(4) How would you rate the Al-powered customer service
representative's ability to understand yourissue?

% Verygood
% Good

% Neutral
% Poor

& Very poor
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(5) How likely are you to use Al-powered customer
service againin the future?

% Very likely

% Likely

% Neutral

% Unlikely

% Very unlikely

(6) What are your primary concerns or reservations
about using Al-powered customer service? (open-ended
question)

(7) Overall, how would you rate your experience with Al-
powered customer service?

% Very positive

% Positive

% Neutral

% Negative

% Very negative

(8) In what industry you have experienced the Al-
powered customer service?

% Retail

% Banking

% Telecommunications

% Healthcare

% Other (please specify)

(9) What was the reason for your interaction with the Al-
powered customer service representative?

% Technical support

% Billing oraccountinquiry

% Product or service inquiry

% Complaint

% Other (please specify)

(10) Demographics:

% Age:
% Gender:
% Occupation:

The survey questions are designed to gather
information about customer's satisfaction,
effectiveness, and likelihood of using Al-powered
customer service again in the future. The open-ended
guestion in question 6, it will allow customers to provide
additional feedback on their experience with Al-
powered customer service. The demographic questions
at the end of the survey will provide additional context
forinterpreting the data collected.

In the previous one, the instruction given to ChatGPT
was to create a quantitative survey. In the new prompt it is
instructed to create a qualitative survey. The modified
promptis '/ want you to design a qualitative survey for me.
My topic is 'Al in customer service'.

The output provided by the prompt is quite interesting
and very much appropriate to a large extent.

Sure, here is a sample survey design for the topic of Al
in customer service using a qualitative approach:

Survey Title: "Perceptions of Al in Customer Service”

Introduction: This survey aims to gather in-depth
information about customers' perceptions and
experiences with Al-powered customer service. The
survey will consist of open-ended questions and will take
approximately 20-30 minutes to complete. All responses
will be kept confidentialand anonymous.

(1) Can you describe your most recent interaction with
an Al-powered customer service representative? What
was the issue you were trying to resolve and how was it
resolved?

(2) How did you feel about interacting with an Al-
powered customer service representative? Were there
any emotions or feelings that stood out to you during the
interaction?

(3) How do you think Al-powered customer service
compares to human customer service? Are there any

Indian Journal of Computer Science * November - December 2022 13




specific advantages or disadvantages that come to
mind?

(4) In your opinion, in what ways do you think Al-
powered customer service could be improved?

(5) Have you ever had a situation where the Al-powered
customer service representative was not able to help
you? Canyou describe that experience?

(6) Do you think Al-powered customer service will
become more prevalentin the future? Why or why not?

(7) Can you think of any specific industries or types of
businesses where you think Al-powered customer
service?

Next, the researchers may perform the surveys as
suggested and get the data. A major part of the work will
be done with the help of the ChatGPT. The researcher can
focus on data collection and analysis more and may avoid
the tasks related to literature review and survey
questionnaire creation.

IV. DISCUSSION

ChatGPT may be a useful tool for thought and study, but it
is crucial to remember that technology cannot replace
human intellect and analysis. Here are some suggestions
for maximising your use of ChatGPT:

% Provide clear and straightforward instructions for
ChatGPT to comprehend what you are seeking.

% Review and adjust the produced material to ensure it
meets your requirements and is correct.

% Use ChatGPT as a beginning point rather than a
complete result, and be prepared to develop and enhance
the material further.

ChatGPT may be a wonderful instrument for thought
and study, but it is necessary to be aware of its limits. Here
are a few considerations:

% ChatGPT is just as good as the instructions you supply.
Therefore, it is crucial to be explicit and detailed when
requesting it to produce content.

% ChatGPT is not a substitute for human analysis and
cognition. It may give a starting point, but the produced

information must be reviewed and edited to ensure
accuracy and appropriateness.

% ChatGPT may not be able to create content on subjects
that are not covered by its training data or need in-depth
comprehension.

V. CONCLUSION

ChatGPT may be a useful tool for thinking and research,
since it provides a rapid and effective method for
generating ideas and information. The researcher may
optimize its potential and simplify his/her work process
by utilizing it as a starting point and augmenting it with
his/her own analysis and development. It is needed to be
clear of its limits and use it as part of a well-rounded
approach to the task.
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