Int. J. Human—-Computer Studies 195 (2025) 103406

journal homepage: www.elsevier.com/locate/ijhcs

Contents lists available at ScienceDirect

International Journal of Human - Computer Studies

Human-
Computer
Studies

o

Check for

User Interaction Patterns and Breakdowns in Conversing with LLM-Powered [

Voice Assistants

Amama Mahmood #*, Junxiang Wang ?, Bingsheng Yao ®, Dakuo Wang®, Chien-Ming Huang ?

a Johns Hopkins University, 3400 N. Charles St, Baltimore, 21218, MD, USA
b Northeastern University, 360 Huntington Ave, Boston, 02115, MA, USA

ARTICLE INFO ABSTRACT

Keywords:

Human-Al interaction
Empirical studies

Voice assistant

Voice interactions
Conversational assistants

Conventional Voice Assistants (VAs) rely on traditional language models to discern user intent and respond
to their queries, leading to interactions that often lack a broader contextual understanding, an area in which
Large Language Models (LLMs) excel. However, current LLMs are largely designed for text-based interactions,
thus making it unclear how user interactions will evolve if their modality is changed to voice. In this work, we
investigate whether LLMs can enrich VA interactions via an exploratory study with participants (N=20) using a
ChatGPT-powered VA for three scenarios (medical self-diagnosis, creative planning, and discussion) with varied

Conversational Al . T o X X N
LLMs constraints, stakes, and objectivity. We observe that LLM-powered VA elicits richer interaction patterns that
ChatGPT vary across tasks, showing its versatility. Notably, LLMs absorb the majority of VA intent recognition failures.

We additionally discuss the potential of harnessing LLMs for more resilient and fluid user-VA interactions and
provide design guidelines for tailoring LLMs for voice assistance.

1. Introduction

Voice assistants (VAs) are well integrated into consumer tech-
nologies such as mobile phones, smart watches, smart speakers, and
cars (Porcheron et al., 2018), and can significantly influence user be-
havior (Tsoli et al., 2018). While commercial VAs such as Alexa and Siri
rely on traditional language models to process user requests (GN, 2019;
Agarwal, 2021), they mainly use rule-based keyword recognition mech-
anisms to determine user intent and fall short of maintaining coherent
multi-turn conversations (Clark et al., 2019). Furthermore, these in-
teractions are often disrupted by unavoidable errors (e.g.,transcription
and intent recognition errors) requiring users to interject and rectify
breakdowns (Pearl, 2016; Myers et al., 2018). Such constraints often
restrict VAs’ primary use to basic functional tasks, such as setting
alarms, sending texts, and seeking general information (e.g.,weather
and time) (Ammari et al., 2019; Cho et al., 2019; Arnold et al., 2022).

Conversely, recent advancements in natural language processing en-
dow large language models (LLMs) with the remarkable ability to gen-
erate coherent and contextually-aware text, bridging the gap between
text generation and the dynamic nature of human language (Ayers
et al., 2023; Dong et al., 2023; Cascella et al., 2023). LLMs have shown
potential in various text-centric applications (Shahriar and Hayawi,
2023) such as health care (Rao et al., 2023; Kanjee et al., 2023; Cascella
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et al., 2023), education (Pardos and Bhandari, 2023), and collabora-
tive writing (Jakesch et al., 2023a; Liu et al., 2022). While integra-
tion of LLMs and voice interfaces is becoming increasingly common
(e.g.,ChatGPT (OpenAl, 2023b) and Amazon Alexa (Rausch, 2023)) for
various applications, there is still limited empirical work on under-
standing user interactions with such VAs (Qu et al., 2023; Jo et al.,
2023; Chan et al., 2023; Yang et al., 2023). These recent developments,
coupled with the intrinsic differences between text- and voice-based
interactions (Kuang et al., 2023), propel our exploration into: (1)
What new and distinct interaction patterns (beyond single-turn inquiries)
may emerge when users interact with a voice assistant powered by LLM
capabilities? and (2) How may LLMs’ contextual understanding capabilities
help reduce the errors and conversational breakdowns common in current
commercial VAs?

To answer these questions, we first prototyped an LLM-powered
conversational VA by integrating ChatGPT into an Alexa skill. This in-
tegration involved designing a conversational framework, using speech
fillers (Shiwa et al., 2008) and small talk (de Medeiros et al., 2019;
Zhong and Ma, 2022), to handle ChatGPT API delays and Alexa time-
out issues. We then conducted an exploratory qualitative study to
probe how people interact with this ChatGPT-powered VA. To gain a
broader, holistic understanding of user interactions, we contextualized
our study via three scenarios with distinct characterizations—medical
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Fig. 1. We explore user interactions with an LLM-powered voice assistant in three distinct scenarios: medical self-diagnosis, creative planning, and discussion with an opinionated
AL We report interaction patterns and breakdowns based on the style of speech used during the conversations. The interaction pattern and example conversation above depict
ChatGPT’s reluctance to answer specific medical queries, such as requests for medication brand names. However, upon re-asking, ChatGPT lists brands with an accompanying
warning (a statement informing the user that ChatGPT is not an expert and that they should consult an expert).

self-diagnosis, creative trip planning, and discussion with an opinion-
ated Al —that near-future VAs may engage in; in particular, the first
two scenarios encompass assisted decision-making, while the third is
purely conversational and argumentative. Consequently, we are also
interested to see if intrinsic characteristics of the task and conversation
goals affect user interaction patterns and breakdowns. We recruited
20 participants to interact with the VA across the three scenarios.
Through thematic analysis, we found common and scenario-specific
interaction patterns. Medical queries from participants led to factual
VA responses with warnings (Fig. 1). For creative trip planning, the VA
gave descriptive answers to generic questions and directive answers to
specific questions. During the discussion, participants challenged the
VA'’s viewpoints and sought additional information on the topic. The
VA also effectively reduced intent recognition failures and proactively
initiated recovery sequences upon detecting such failures. This work
makes following contributions:

Interaction patterns: We present new empirical findings illustrating
diverse patterns of how people interact with an LLM-powered VA
across scenarios. We also present patterns of VA- and user-initiated re-
covery from conversational breakdowns, highlighting the VA’s ability
to absorb errors and proactively mend breakdowns.

Opportunities and challenges: We present and discuss the ob-
served benefits (e.g.,context retention, adaptability, and breakdown
reduction) and limitations (e.g.,repetitiveness, oversharing, and dis-
crepancy in mental models) of LLM-powered VAs.

Design guidelines: We offer design guidelines for adapting text-
centric LLMs to voice interactions, such as adopting a hierarchical re-
sponse structure, redesigning VA prompts, and balancing the benefits
and challenges.

System: We developed a conversational framework, including fillers
and small talk, to address challenges and delays when integrating
ChatGPT into Alexa.

2. Related work

The objective of our exploration is to identify various design pat-
terns that can serve as fundamental building blocks to understanding
the nuanced dynamics of user interactions with VAs; we include con-
versational breakdowns and errors made by VAs as patterns. Below, we
review prior work:

2.1. Dyadic Interaction Patterns with Voice Assistants

Researchers have explored human-human dyadic interactions across
diverse scenarios—such as conversations, instructions, and interviews—
to inform the design of human-agent interactions (Sauppé and Mutluy,
2014). Predominant patterns include question-answer pairs, comment
exchanges, waiting periods, and conversational cues indicating the
start and end of a task (Sauppé and Mutlu, 2014). Notably, humans
exhibit a readiness to engage with agents that appear sufficiently social
and to build relationships similar to those in human-human interac-
tions (Kramer et al., 2012). The embodiment and characteristics of
these agents significantly influence their perceived sociability (Kramer
et al., 2012). However, when considering VAs—especially those devoid
of humanlike embodiment—the dynamics of user-VA interactions may
be altered. Yet, irrespective of their human-likeness, agents can still be
perceived as social entities (Nass et al., 1994; Lee, 2008), making the
dynamics of human-human and human-embodied-agent interactions
not entirely irrelevant to human-VA interactions.

Focusing on human-VA interaction patterns (Moore and Arar, 2019),
commercial VAs predominantly exhibit one-turn question-answer (in-
formation retrieval; e.g.,“Who invented the light bulb?”) or command-
response (functional; e.g.,“Set the alarm”, “Turn on the light”) pat-
terns (Beirl et al., 2019; Kim and Choudhury, 2021; Liao et al., 2018).
Such mundane interaction patterns can be attributed to traditional VAs’
limited conversational capabilities, resulting in users often relegating
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them to functional commands (Ammari et al., 2019; Cho et al., 2019).
Thus, users perceive these interactions as transactional rather than
conversational (Clark et al., 2019). The lack of actual conversation
suggests that human-VA interactions, although inspired by human
dynamics, should not aim to be exact replicas (Clark et al., 2019).

Important questions are raised: What makes a user-VA interaction
conversation? How can we design truly conversational VAs (Clark et al.,
2019)? “Conversation” can be defined as “a progression of exchanges
among participants. Each participant is a ‘learning system,’ that is, a
system that changes internally as a consequence of experience. This highly
complex type of interaction is also quite powerful, for conversation is the
means by which existing knowledge is conveyed and new knowledge is
generated” (Dubberly and Pangaro, 2009). Thus, for VAs to emulate
true conversations, they must: (1) handle follow-ups, enabling multi-
turn interactions for the progression of ideas; (2) retain conversation
history, ensuring shared knowledge; and (3) generate new knowledge
as the conversation evolves. Moreover, according to user feedback,
ideal VAs should be more interactive, conversational, proactive, and
aware of their users (Volkel et al., 2021; Grudin and Jacques, 2019).
Conversational interactions have been explored in chatbots across dif-
ferent scenarios (Huang et al., 2018; Xiao et al., 2020, 2023; Do et al.,
2021), such as education (Wang et al., 2022; Han and Lee, 2022)
and storytelling (Zhang et al., 2022; Xu et al., 2023). While some
of these chatbots offer multimodal (text and voice) interfaces (Zhang
et al., 2022; Xu et al., 2023), the majority are text-based. To address
conversational constraints in commercial VAs, we integrated ChatGPT
with a commercial VA and explored how interactions evolve.

2.2. Erroneous interactions with voice assistants

VAs can encounter various errors that disrupt the flow of conver-
sations, broadly categorized into four types: (1) no speech detected,
(2) speech detected but not recognized, (3) speech recognized but not
handled, and (4) speech recognized but incorrectly (Pearl, 2016). In
studying VA interactions, various error patterns emerge. For example,
a study on voice-based calendar interactions identified common issues
such as intent recognition failures, NLP discrepancies, feedback failures,
and system errors (Myers et al., 2018). Users often adopt strategies
such as hyperarticulation, rephrasing, or resorting to fallback methods
(restarting, moving on or expressing frustration) (Myers et al., 2018).
While commercial VAs predominantly rely on user-initiated recov-
ery, they can also implement agent-initiated strategies. These include
confirmations, offering corrective options (Ashktorab et al., 2019),
acknowledging errors, seeking clarifications, and social repair through
apologies or explanations (Benner et al., 2021; Mahmood and Huang,
2024; Mahmood et al., 2022). Our study focuses on observing natural
errors and recovery patterns between users and an LLM-powered VA,
without introducing specific errors or recovery strategies.

2.3. LLMs’ potential and applications for voice-based interactions

Traditional Al assistants utilize techniques such as parts-of-speech
tagging, semantic parsing, and pattern recognition to discern user
intent through specific keywords or phrases (GN, 2019; Agarwal, 2021).
As highlighted in Section 2.1, these assistants typically operate within
single-turn interactions, often losing conversation context. In contrast,
LLMs—with ChatGPT as our primary focus in this paper—represent
a significant advancement in conversational Al By leveraging vast
datasets and transformer architecture, GPT produces coherent and
context-aware text. This capability allows GPT to surpass other LLMs
such as BERT in natural text generation. BERT is primarily designed
for context recognition and classification tasks (Devlin et al., 2018;
Shahriar and Hayawi, 2023), whereas GPT is more adept at language
generation tasks such as machine translation and question answer-
ing (Shahriar and Hayawi, 2023; Qin et al., 2023). Notably, ChatGPT
has demonstrated superior performance in inference tasks, even though
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it occasionally produces contradictory responses (Koubaa et al., 2023;
Qin et al., 2023).

ChatGPT has been employed in a wide array of applications (Shahriar
and Hayawi, 2023). The healthcare sector is increasingly recogniz-
ing the potential of LLMs (Rao et al.,, 2023; Kanjee et al.,, 2023;
Cascella et al., 2023), with research focusing on their empathetic and
patient-centric responses (Ayers et al.,, 2023; kumar Purohit et al.,
2023), and their utility in assisting self-diagnosis (Enterprise Bot,
2023). ChatGPT has showcased its ability to convey human emo-
tions through prompt engineering, meeting users’ emotional support
needs in health-focused Al (Ayers et al., 2023; kumar Purohit et al.,
2023). While most of the aforementioned research is limited to the
modality of text, there are emerging efforts to integrate LLMs into
voice-based interactions for healthcare (Jo et al., 2023; Yang et al.,
2023). For example, CareCall, a voice-based LLM-powered chatbot,
is used to monitor public health on a large scale through open-
ended conversations, offering insights not possible with rule-based
chatbots (Jo et al., 2023). While this study offers insights and iden-
tifies challenges through stakeholder interviews and focus groups, it
lacks understanding of user interactions with the system. Similarly,
Talk2Care, an LLM-powered VA for older adults, improves health in-
formation collection and mental support in scenarios such as symptom
reporting and post-surgery follow-ups (Yang et al., 2023). Nevertheless,
users expressed expectations beyond patient-provider communication,
including better integration of the VA with their healthcare manage-
ment (Yang et al., 2023). Our study aims to explore the benefits and
challenges of employing LLM-powered VAs in healthcare, extending be-
yond simple communication with providers to aiding in self-diagnosis,
similar to LLM-powered text-based chatbots (Enterprise Bot, 2023).

Other recent applications of LLMs include its integration into Con-
versational Recommender Systems (CRS). Commercial platforms are
enhancing user experience customization through ChatGPT plugins
(OpenAl, 2023c). For example, Booking.com has incorporated ChatGPT
for its contextual understanding and advertising capabilities, presenting
it as “a new way to search and explore” and offering “more tailored
travel recommendations”. Users can now engage with Booking.com’s
text-based chatbot at any stage of trip planning, posing both generic
and specific queries for assistance (Global, Booking.com, 2023). LLMs
have been utilized to generate diverse and natural voice databases
to create more conversational recommender VAs (Qu et al.,, 2023).
However, there is lack of empirical work on how users may interact
with such VAs. Therefore, in this work, we look at ‘planning a day’ as a
representative task for investigating how user interactions may evolve.

Similarly, in the education domain, LLMs have shown promise in
enhancing learning experiences (Pardos and Bhandari, 2023). Notably
in creative writing, ChatGPT demonstrates its capacity to offer var-
ied perspectives and influence opinions indicating its effectiveness in
adopting different personas via prompt engineering (Jakesch et al.,
2023a). To the best of knowledge, no prior work has explored user
interactions with an opinionated Al in voice-based interactions. More-
over, OpenAl' recently announced a voice interface for interacting
with ChatGPT (OpenAl, 2023b), and Amazon has also revealed plans
to integrate LLMs into their Alexa voice assistant technology (Rausch,
2023) making LLM-powered VAs available to the public.

Given the limited empirical research on understanding user interac-
tions with and perceptions of such LLM-powered VAs, our investigation
is both timely and significant.

3. Methods
We conducted an exploratory study to examine interaction and
breakdown patterns in conversations with LLM-driven VAs. This sec-

tion outlines our implementation, study design, interaction scenarios,
procedure, and data analysis.

1 OpenAl speech interface was launched after the study was conducted.
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Fig. 2. System implementation of integrating ChatGPT 3.5 into an Alexa skill. User query is transcribed and passed to the Alexa skill once the user’s intent to interact with
the ChatGPT-powered VA is detected by Alexa (1 and 3). User query (appended with conversation history) is sent to ChatGPT through a middleman API mechanism (4). Once
ChatGPT’s response is retrieved by a secondary middleman API (5), it is transmitted to the smart speaker via the primary middleman API and the Alexa skill (6). The primary and
secondary APIs communicate ChatGPT’s response via a shared database. The cycle 3 - 4 — 5 — 6 is repeated for all user queries for our ChatGPT-powered VA implementation.

3.1. System: Integrating ChatGPT into alexa

We chose to use OpenAl’s ChatGPT (specifically gpt-3.5-turbo)
(OpenAl, 2023a) as our generative LLM because of its capability of han-
dling chat-like conversations. We integrated ChatGPT with Amazon’s
Alexa to facilitate voice-based interactions. Throughout our paper, we
refer to this voice assistant as an LLM-powered VA, ChatGPT-powered
VA, or simply the VA. We developed a prototype of an Alexa skill?
that interfaces with ChatGPT 3.5 to allow users to engage with it via
speech (see Fig. 2). Below, we present how users can interact with a
VA through Alexa and our system implementation.

3.1.1. Activating and using a ChatGPT-powered VA via alexa

To facilitate an intuitive and user-friendly experience with our
system, we created natural activation phrases for the ChatGPT skill;
users may employ common utterances like “Alexa, let’s chat”, “Alexa,
let’s discuss”, or simply “Alexa, question”. Upon recognizing any of
these commands, the ChatGPT-enhanced VA introduces itself, signal-
ing the commencement of the interaction. For the medical scenario,
we incorporated an additional signal to initiate a conversation: the
detection of a user coughing, which serves as an indicator that the
user may be unwell. Once the ChatGPT skill is activated, users continue
their conversation with the VA without using the activation phrases or
invoking the wake word “Alexa” repeatedly. The wake word is only
required if the user wishes to interject during the VA’s response to
either redirect or terminate the conversation.

3.1.2. System implementation

Our system consists of three modules: (1) Alexa via an Echo Dot
speaker for capturing user queries and transcribing them to text, (2) the
Alexa skill and a dual middleman API mechanism implemented to in-
terface between Alexa and ChatGPT while handling inherent challenges
in developing Alexa skills, and (3) the ChatGPT API for generating
responses to user queries.

The default setup for Alexa skills allows a maximum of 8 s for pro-
cessing a user request once intent is recognized. Given the complexity
of certain user queries, there are instances when ChatGPT’s API takes
longer than the stipulated time to produce a response. If this threshold
is exceeded, the Alexa skill terminates, notifying the user with the

2 Supplementary materials: https://tinyurl.com/mry7444x. The code for
ChatGPT-Alexa skill: https://github.com/intuitivecomputing/ChatGPT-Alexa-
skill-with-middleman-apis.

message: “There was a problem with the requested skill’s response”.
For a seamless user experience with the ChatGPT Alexa skill it is crucial
to address this latency issue. Thus, we implemented a dual middleman
API mechanism between the Alexa skill and ChatGPT:

1. Primary middleman API: Upon receiving a user query, the Alexa skill
forwards the user’s request to the primary middleman API. Without
waiting for the completion of the entire process, this API instantly
redirects the request to the secondary middleman API and promptly
closes the connection with the Alexa skill, ensuring the response time
stays within Alexa’s strict response window.

2. Secondary middleman API: This layer handles direct communication
with ChatGPT’s API. It also maintains a conversation history that is sent
with every request to ensure the VA’s ability to respond to vague follow-
up requests. The primary and secondary middleman APIs communicate
via a shared database (Google Sheets).

The Alexa skill simultaneously and continually pings the primary
middleman API, which monitors the shared database for ChatGPT’s
response. If the response is not detected for more than 2 s after Alexa’s
initial request, the Alexa skill vocalizes a placeholder response (filler),
such as “Searching” or “I'm on it”. If the wait extends beyond 6 s,
Alexa attempts to engage the user by initiating small talk, to avoid
silence (de Medeiros et al., 2019; Coupland et al., 1992) by posing
questions such as “While I get that, do you have any plans for the
weekend?”. Once the user replies to the small talk question, Alexa
revisits the primary middleman API to retrieve ChatGPT’s response to
present to the user after acknowledging their interim response. If the
user does not engage with the small talk initiated by Alexa, the system
will follow up with a continuing question—e.g., “Should I continue?”—
so that the conversational flow remains intact. Any response from the
user will lead Alexa to relay ChatGPT’s awaited response.

3.2. Study design and interaction scenarios

All participants interacted with the LLM-powered VA to complete
three distinct tasks (see Fig. 3°). The three scenarios varied in stakes,
constraints, and VA objectivity. Task instructions are shared in supple-
mentary materials® and the system prompts in Appendix A.1.

3 We obtained participants’ consent to share their photos in this publication.
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Fig. 3. Our study tasks: medical self-diagnosis, creative trip planning, and discussion
with an opinionated Al that takes opoosing stance.

3.2.1. Medical: Self-diagnosis

Analogous to the utilization of Al-driven chatbots and health ap-
plications for self-diagnosis (Baldauf et al., 2020; You et al., 2023),
employing VAs for medical self-diagnosis based on reported symptoms
can be an appropriate application for VAs. VAs can serve as first respon-
ders, offering immediate medical assistance and guidance, but have
their own challenges (Brewer, 2022; Balakesava Reddy et al., 2022;
Harrington et al., 2022). Recent work has explored integration of LLM-
powered VAs into healthcare systems to support public and personal
health needs for eliciting patient health information (Yang et al., 2023;
Jo et al., 2023). Around the same time as our work, ChatGPT was
integrated into chatbots to assist users further in self-diagnosis and
medical screening (Enterprise Bot, 2023), supporting the timeliness of
our research. In our medical self-diagnosis scenario, participants sim-
ulate critical information retrieval for severe symptoms i.e., persistent
fever, cough, and more. Starting with a simulated cough, they engage
in self-diagnosis and medication, exploring over-the-counter options,
side effects, and dosages. They also seek home remedies and prevention
methods before ending with queries about monitoring their recovery
and potential signs requiring medical attention. To create a persona
for ChatGPT that can handle this medical self-diagnosis scenario and
is suitable for voice-based interaction (i.e., making the task sequential
while minimizing repetitions), we prompted ChatGPT by appending a
system message (ChatGPT prompt) to our query to ChatGPT APL

3.2.2. Creative planning: Plan a day

Intelligent recommender systems have been used for making sug-
gestions for travel (Gretzel, 2011; Bulchand-Gidumal, 2022). Recent
work explores the use of LLMs to improve voice-based conversational
recommender systems (Qu et al.,, 2023). VAs can be an alternative
to internet searches (that require sifting through multiple sources)
and text-based recommender systems (Lopez et al., 2018; Cho and
Rader, 2020) by offering context-sensitive suggestions on the spot to
streamline the planning process. In our creative planning scenario,
participants engage in a low-risk information retrieval task with spe-
cific constraints, contrasting with the medical self-diagnosis scenario.
Pretending to be in Edinburgh with an unplanned afternoon due to a
flight delay, participants face realistic constraints involving location,
limited transportation options, and a strict timeframe. Staying at a
specific hotel and having visited major sites, they ask the VA for a
day’s leisure plan with the goal of maximizing their unexpected free
time by exploring new places, dining options, and post-dinner activities.
To develop a persona for ChatGPT capable of managing context in
creative planning scenarios (such as remembering a user’s location once
mentioned), we configured ChatGPT using system messages in the APIL.

3.2.3. Discussion with AI: Opposing stance

Commercial VAs are not designed to give opinions or subjective re-
sponses to user queries, even when users explicitly ask for them (Doyle
et al., 2019; Volkel et al., 2021). However, LLMs have made it possible
to easily create an opinionated Al through prompt engineering (Jakesch
et al., 2023b). Thus, we inquire whether a VA portrayed as opinionated
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Al may potentially foster discussions on contentious topics, thereby
allowing users to challenge and broaden their perspectives. In our dis-
cussion scenario, participants discuss with an LLM-powered VA: Should
universities have their own police forces? This topic is relevant to our main
recruitment group—people located on or near university campuses.
Participants were asked to state their position on universities having
police forces and then seek the VA’s view. The end of the discussion is
not predefined, and participants are not informed of the VA’s potential
opposing stance. In the discussion task, ChatGPT is prompted to oppose
the participant’s stance on the topic; we ensure a consistent persona
by repeatedly emphasizing this in the prompt. ChatGPT is instructed
to maintain its position and to further the debate by questioning the
participant and offering counterarguments.

Table 1

Overview of speech style attributes and their definitions for question, answer, and
statement speech acts. Attributes do not target the content, but rather the style of
speech acts.

Attribute

Definition

Speech act: Question

factual Question explicitly seeking information from VA knowledge.

opinion Question explicitly seeking the VA’s opinion, using words and
phrases such as “suggest,” “advice,” “help,” “opinion,” “think,”
“recommend,” “what should I do” and “where do I go.”

specific Question seeking precise and targeted information (specific details
or facts), characterized by the question’s directness and clarity and
the use of the word “specific.”

generic Question seeking general information, leading to a response con-

taining multiple suggestions.

Speech act: Answer

factual Answer framed to explicitly appear as having derived from VA
knowledge, containing phrases such as “It is possible” or “There

are several places for you to explore.”

opinion Answer framed to explicitly appear as being the opinion of the VA,
containing cues denoting the subjectivity of the response such as

“I think,” “In my opinion,” or “I suggest.”

refusal VA either refuses to provide an explicit answer or omits the

requested information from its response.

directive Answer containing clear directions, instructions, or information for
the user, offering guidance on how to achieve a specific goal or

answering a specific question.

descriptive Answer containing a detailed and vivid portrayal of a scene, object,
or concept, emphasizing sensory perceptions to create a vivid

mental image for the user beyond stating information.

Speech act: Statement

warning Statement presented by the VA with the purpose of reminding the
user of Al limitations and the importance of seeking expert or real-
time advice (e.g.,“I am not a medical professional ...”).

opinion Statement that explicitly appears to be an opinion, often indicated

by cues such as “I think,” “In my opinion,” “I suggest,” or other
similar phrases that denote subjectivity.

non-opinion Statement that is not an opinion as evidenced from implicit cues.

argument Statement presented to support a viewpoint in the discussion

scenario.

counterargument Statement introduced to oppose, challenge, or refute the opposing
party in the discussion scenario.

agreement Statement that indicates alignment with a previous opinion or

argument of the other party.

Speech act: All (question, answer, and statement)

egocentric A communication style in which the user speaks subjectively, based
solely on their perspective. An egocentric VA response uses a
second-person (you-) perspective.

exocentric A communication style with an objective viewpoint, based solely on

the user’s stance. An exocentric VA response conveys an impersonal
perspective.
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Fig. 4. Speech act hierarchy for states and attributes. Speech acts (states), attribute categories (style of speech), and attributes are denoted in purple, blue, and green, respectively.
Attributes are leaf nodes in green. Attributes can co-occur in one utterance unless they belong to the same category (blue); for instance, factual and opinion cannot co-occur due
to semantic conflicts. We end up with codes that are combinations of a state and one or more attributes (e.g., argument, egocentric statement or specific, opinion question).

3.3. Procedure

At the beginning, each participant was provided with a brief de-
scription of the study, which informed them that they would be in-
teracting with an LLM-powered VA. Participation was voluntary, and
they agreed to continue the study by signing a consent form. The
experimenter provided them with printed instructions detailing how
to interact with the VA, upon which they practiced VA interactions by
asking any questions they wished . Once comfortable, the experimenter
introduced the first task and exited the room. Upon completing each
task, the participant informed the experimenter and received instruc-
tions for the subsequent task. They progressed through three tasks in
an order determined by a balanced Latin square row assignment. At
the end of the three tasks, they filled out a questionnaire about their
demographics and prior use of commercial VAs. The experimenter then
conducted a semi-structured interview about their interaction with the
VA including questions about the information provided by the VA, its
personality and error recovery. The study took approximately 70 min
and participants were compensated with a $20 Amazon gift card.

Table 2
Overview of speech acts based on our implementation of a ChatGPT-powered VA.

State

Definition

User commands

initiation Initiation signals the user’s intent to start a conversation. Examples:
“Alexa, let’s chat,” coughing.
end-intent Statement that indicates the user’s intent to end a conversation.

Examples: “That’s all,” “Bye,” “Stop.”

VA responses to user commands

introduction VA’s opening monologue to introduce itself and offer help, tailored
to each scenario.

closing VA’s farewell before terminating the conversation. Examples: “Good-
bye,” “Bye,” “Take care.”

filler VA’s response to the user while waiting for ChatGPT. Examples: “I'm

on it,” “Hmm. Thinking.”

VA questions

small talk VA’s unrelated question if ChatGPT’s response takes longer than 6s.

continuing VA’s continuing question if user query is not registered by Alexa.

3.4. Participants

We recruited 20 participants (10 female, 10 male) via university
mailing lists and flyers posted around a US university campus. The

Table 3

Types of errors with their definitions and associated interaction breakdowns. We
examine errors in reference to our implementation of the ChatGPT Alexa skill. We
additionally analyze the breakdowns resulting from these errors.

Error Type Causes and Breakdowns

skill Cause: Issues related to our system, such as API response
error. Breakdown: Skill closure after Alexa’s announcement:
“There was a problem with requested skill’s response.”

listening Cause: User speaking when Alexa is not listening. Break-
down: Nothing happens.

handling Cause: Alexa fails to pass transcribed speech to the ChatGPT

skill. Breakdown: No VA response.

partial listening Cause: Alexa only partially captures user speech. Break-

down: User intent recognition failure.

interruption Cause: Alexa interrupts or cuts off user. Breakdown: User
intent recognition failure.
transcription Cause: Alexa transcribes user speech incorrectly. Break-

down: User intent recognition failure.

Recovery Strategy Definition

repeat/rephrase User repeats query with added details or changed wording.

move on User overlooks the unanswered or wrongly answered query

and proceeds with a new one.

apology and clarify VA apologizes and asks user to clarify before responding.

study was conducted from July to August 2023. Participants were
aged 19 to 57 (M =25.9,5D = 9.24) and had a variety of educational
backgrounds, including computer science, engineering and technology,
healthcare, life and media sciences, and education. Ten participants
indicated Asian as their ethnicity; five as Caucasian; three as Hispanic,
Latino, or Spanish origin of any race; one as Black or African Ameri-
can; and one as American Indian or Alaskan Native. Participants had
moderate experience (M = 2.95, SD = 0.86 on scale of 1 to 5, where 1
= no experience and 5 = high experience) using VAs such as Siri or Bixby
and even less experience (M = 2.10, SD = 1.22) using smart-speaker-
based VA such as Alexa via the Amazon Echo or Google Assistant via the
Google Home device. The most common uses of VAs included asking
for weather (70% of participants) and setting reminders, timers, and
alarms (65% of participants). Only 40% of the participants used VAs
for information retrieval. The study was conducted in English, and all
participants indicated the United States as their current residence.
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3.5. Analysis

We gathered audio and video data from participants in three scenar-
ios, averaging 33 min per participant, totaling 11 h of interaction data.
Our analysis is twofold: (1) identifying interaction patterns across the
scenarios, and (2) categorizing error types, their impact on conversa-
tional breakdowns, and recovery patterns. We emphasize that the focus
of our exploration is on the style rather than the content of interactions.

Our analysis process began with transcribing the interaction data
via Otter.ai* and manually fixing them. For each scenario, we employed
an iterative methodology of data coding and modeling. After an initial
review of a subset of videos and transcripts, and inspired by prior work
on dialogue acts (Yu and Yu, 2019) and interaction patterns (Sauppé
and Mutlu, 2014), the first author drafted a code book consisting of
various states (speech acts) and their associated sub-states (attributes) to
label user queries and VA responses. We used a hierarchical approach
for determining various speech acts and their attributes, with question,
answer, and statement as states (see Fig. 4). For each speech act, we
categorized its attributes into distinct, mutually exclusive types based
on speech style. Attribute categories, however, are not mutually exclu-
sive, see Fig. 4. For instance, a question can have either the factual or
opinion attribute as well as either the egocentric or exocentric attribute
but not both factual and opinion. The definitions and details necessary
to identify attributes are presented in Table 1. States that emerge from
our implementation of ChatGPT into Alexa (see Table 2) do not have
attributes associated with them.

Errors in interactions and recovery strategies were categorized
based on prior work on VA errors (Pearl, 2016; Ashktorab et al.,
2019; Benner et al., 2021; Myers et al., 2018). Errors are defined as
underlying factors that may or may not result in disruptions (e.g., mis-
transcription). Breakdowns are classified as the manifestations of errors
(e.g., intent recognition failure). We used the Alexa usage logs in ad-
dition to our transcripts to categorize errors and breakdowns. Patterns
of recovery from these breakdowns were coded via a similar iterative
process. Our code book included states (see Table 3) for error type (skill,
listening, handling, partial listening, interruption, and transcription), break-
downs (skill closure, no response from VA, and intent recognition failure),
and recovery strategies that are either user-initiated (repeat, move on,)
or VA-initiated (apology & clarify). For more detailed definitions and
examples of these states, see our code book in Appendix A.2.

The majority of the coding process involved an iterative evaluation
of the transcripts to distinguish speech states and their transitions. To
ensure coding reliability, a second researcher independently analyzed
10% of the interaction data to verify reliability, Cohen’s x = .82.
Through recurrent states and transitions, we discerned prevailing inter-
action patterns and counted their occurrences. We ensured alignment
with the original interaction data in a thorough review. Next, we
present our findings on the interaction patterns observed in our data.

4. Findings: Interaction patterns

After constructing models for each scenario (Sauppé and Mutluy,
2014) , we identified common interaction patterns across the three
tasks . The interaction data from participants have 969 turns; each
turn consists of a user query-VA response pair. Some of the pat-
terns change across tasks. We describe the hierarchical patterns below;
first, we present common patterns across the three tasks, followed by
task-specific patterns.

4.1. Common interaction patterns
We identified five common interaction patterns across all three

scenarios (see Fig. 5):

4 https://otter.ai/. We obtained participants’ consent to use third-party
software for audio transcriptions.
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4.1.1. Initiation — introduction

The initiation-introduction pattern marks the beginning of a VA con-
versation, with initiation indicating the user’s intent and the VA’s sub-
sequent introduction purposefully designed to not only acknowledge
the request but also frame its capabilities and intent for the upcoming
interaction (see Table 4 C1).

4.1.2. End-intent — closing

The end intent-closing pattern signifies the end of a conversation,
with users initiating end-intent. and the VA responding with a closing
farewell (see Fig. 5(2) and Table 4 C2). When users use natural phrases
to end conversations (like “Okay, thank you. That’s all”. or “No, I'm
done for now”.), ChatGPT acknowledges their intent and keeps the
communication channel open for potential further assistance.

4.1.3. Factual question — factual answer

The question-answer pattern, established in human interactions
research (Sauppé and Mutlu, 2014), is evident in our scenarios: par-
ticipants’ factual questions are typically answered with factual answers
from the VA, Fig. 5(3). Most of these pairs lead to follow-up questions,
A question is characterized as a follow-up if it emerges as a result
of the VA’s prior response, requires conversation history for context
(context-conscious), or has words or phrases that indicate the intention
to continue the prior conversation, such as “and”, “also”, or “okay, so”.
ChatGPT’s context-awareness facilitates progression with vague follow-
ups (see Table 4 C3). The question-answer pattern varies across tasks,
apart from the question: factual — answer: factual pair.

4.1.4. Perspective of speech: Question/statement — answer/statement: ego-
centric

We observe the VA’s response is mostly egocentric (you-perspective)
irrespective of whether the participant communicates in an egocentric
or exocentric manner, see Fig. 5(4) and C4 and C5 in Table 4.

4.1.5. Wait

In user-VA interactions, “wait” patterns arise due to system de-
lays in information retrieval. For delays under 2 s, interactions are
unaffected, but for longer delays, two patterns emerge ( Table 4 C6):

« Short wait pattern. If information retrieval takes more than 2 s, the
VA delivers filler statements such as “I'm looking it up”. In our
interaction data, there are 737 (76.06% of total turns) short wait
patterns, Fig. 5(5).

Long wait pattern. Delays over 6 s trigger the VA to initiate small talk,
such as asking about the user’s favorite food. After the user responds,
the VA acknowledges (“Interesting” or “Thanks for sharing”) and
then returns to the main topic. This pattern occurred in 52 (5.37%)
of interaction turns (Fig. 5(5)). Notably, users often engage fully with
these small talk questions, sometimes staying in character related to
their initial query e.g,pretending to be sick, “Right now, it is not
much because I'm too sick to do anything and I could really use this
help with the name of the cough [syrup] brands”..

Below, we explore interaction patterns specific to each scenario; we
address patterns that arise both at the onset of the task and as each
scenario progresses. Conversations ended with the end-intent — closing
pattern for all three tasks.

4.2. Medical self-diagnosis interaction patterns

The medical self-diagnosis task was usually initiated by a partic-
ipant’s cough being recognized as intent. As the task progressed, we
identified two recurring patterns; both patterns emerge from question-
answer pairs, see Fig. 6.
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Fig. 5. Common interaction patterns observed across all tasks, including how the user starts the conversation (1) and concludes it (2); common patterns consistent throughout the
scenarios for question-answer pairs (3) and (4); and wait patterns emerging from our design including filler and small talk questions. Green indicates user actions (states), while
orange denotes VA actions. Arrows signify transitions between states. “User query” encompasses various user speech acts like questions or statements. “By design” refers to VA
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states emerging from our implementation, such as fillers.

Table 4

indicates the number of times a pattern occurs.

Example conversations of common interaction patterns as shown in Fig. 5. Timestamps [XX.XX] are included in conversations for which it is important to understand the wait pattern.

«

...” represents truncation of conversation for brevity. Filler conversation and small talk were also excluded for brevity.

Tag Conversation State: Attribute
C1 U: [coughs] initiation
Fig. 5(1) VA: 1 just heard you cough. Oh, seems like you are not feeling well. Maybe I can help figure out what’s wrong? introduction
Cc2 U: That’s all. end-intent
Fig. 5(2) VA: Goodbye! closing
C3 U: What are some evening activity, activities near Victoria on the Bridge? question: factual
Fig. 5(3) VA: Around the Victoria on the Bridge area, there are several evening activities you can consider: 1. Explore the Royal Mile and visit answer: factual
attractions like Edinburgh Castle, the Scotch Whisky Experience, or St. Giles’ Cathedral. 2. ...
U: Where can I explore the ghost activity? question: follow-up
VA: If you're looking to explore ghost activity in Edinburgh, there are a few options you can consider: 1. Join a ghost tour of the city ... answer: factual
Cc4 U: Can I still drink coffee or alcohol? question: egocentric
Fig. 5(4) VA: When you're feeling unwell, it’s generally advisable to avoid or limit the consumption of substances that can potentially worsen answer: egocentric
symptoms or dehydrate you ...
Cc5 U: What are the ...what are some of the streets that have a lot of pubs and restaurants that are good in Edinburgh? question: exocentric
Fig. 5(4) VA: In Edinburgh, there are a few streets known for their concentration of pubs and restaurants ...These streets are just a starting point, and  answer: egocentric
youw’ll find many other dining options scattered throughout the city center ...
C6 [7:18-7:29] U: Okay, so I would like to,like you said, it’s gonna be a good experience to have some local foods. What do I have? What user query
Fig. 5(5) options do I have?
[7:31-7:32] VA: Give me a second. filler
[7:35-7:37] VA: While I'm fetching that, how’s your day going? small talk
[7:38-7:39] U: Good. answer: opinion
[7:40-8:39] VA: Thanks for sharing. When it comes to experiencing local food in Edinburgh , you have several options to choose from ... acknowledgment,

VA response

4.2.1. Question: generic — answer: factual + statement: warning

In our medical information-seeking scenario, most questions that
were formulated as generic (n = 144) were handled by the VA with a
factual response, see Fig. 6(1). The VA’s response was also generally fol-
lowed by a warning statement such as ‘“However, it is important to con-
sult a doctor or pharmacist ...” (Table 5 C7). Participants frequently
asked follow-up questions throughout this scenario.

4.2.2. Question: specific — answer: refusal + statement: warning

When participants asked the VA for advice on specific medications
or the best medicines, the VA typically gave a warning instead of a
direct answer (n = 15) (Fig. 6(2)). Participants then either reworded or
repeated their question (n = 6) or moved to a different query (n = 9).

For instance, in C8 (Table 5), a participant rephrased their question
about cough medicine brands twice. The VA eventually responded
with factual information, including brand names, but coupled it with a
cautionary warning to consult an expert.

4.3. Creative planning interaction patterns

The trip planning scenario usually started with participants’ intent
to start the conversation (initiation) (Fig. 5(1)). Two distinct patterns
emerged in this scenario, both stemming from question-answer pairs
during task progression (see Fig. 7). Participants frequently asked
follow-up questions in both patterns.
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Statement:
warning

Fig. 6. User interaction patterns in medical self-diagnosis: Participants’ frequent generic questions were answered in a factual style, often including a cautionary warning (1). For

specific questions, which were less frequent, the VA demonstrated a reluctance to answer (refusal) and instead issued a warning (2). However, when participants reformulated
(repeat/rephrase) the question, the VA responded in a factual manner (2).

Table 5

Examples of conversations in the medical self-diagnosis scenario as shown in Fig. 6.

Tag Conversation State: Attribute

c7 U: Umm, what do you think could be causing these symptoms? question: generic

Fig. 6(1) VA: Based on the symptoms of a fever, cough, sore throat, runny nose, and body aches, it’s possible that you could have a respiratory answer: factual +
infection like a common cold or flu ...If your symptoms worsen or persist, it’s recommended to consult a medical professional for proper statement: warning
diagnosis and guidance.

c8 U: [The pharmacist] asked for a specific brand and I don’t really know anything about cough syrup. Could you give me a specific brand to  question: specific

Fig. 6(2)  ask about?

VA: There isn’t a specific brand that applies universally to everyone, as different brands and formulations may work better for different
individuals. However, you can ask the pharmacist for recommendations ...The pharmacist will take into account your symptoms and medical
history to guide you ...

U: The pharmacist told me that they wanted to take your opinion into account. What cough syrups with expectorants are on the market
right now, what are the specific brand names? [In response to the VA’s small talk, the user interrupts before the VA can respond and goes on
to ask again:]

U: I need to know the names of some of the brands for OTC cough medicine, specifically with expectorants. Could you recommend me some
brand names?

VA: Certainly! Some common brand names of over-the-counter cough medicines with expectorants include Mucinex, Robitussin, and Chest
Congestion Relief by CVS ...However, it is always a good idea to consult with a pharmacist for personalized recommendations based on your
symptoms and medical history.

answer: refusal +
statement: warning

question: specific,
rephrase

question: specific,
repeat

answer: factual +
statement: warning
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Fig. 7. User interaction patterns in creative trip planning: Participant’s generic questions were answered by VA in a descriptive style (1) while specific ones in a directive style (2).

Table 6

Example conversations of the creative planning scenario as shown in Fig. 7. Attributes in parentheses do not have an effect on VA response, e.g.,(factual) in C10.

Tag Conversation State: attribute
c9 U: What are some unusual experiences I could do in Edinburgh near Edinburgh Castle? question: generic
(factual)

Fig. 7(1) VA: Near Edinburgh Castle, there are some unique and unusual experiences you can try: 1. The Real Mary King’s Close: Explore the hidden answer: factual,
underground streets of Old Edinburgh on a guided tour. 2. Camera Obscura and World of Illusions: Visit a fascinating museum featuring descriptive
optical illusions and interactive exhibits ...

Cc10 U: Alexa, I'm staying at Castle Rock Hostel, and the Real Mary’s King Close is a bit far away. So do you have any recommendations for question: generic
places that are closer? (opinion)

Fig. 7(1) VA: Certainly! Since you'’re staying at Castle Rock Hostel, here are some closer attractions you can consider visiting in Edinburgh: 1. answer: factual,
Grassmarket: Explore this historic square with cozy pubs, boutique shops, and a lively atmosphere. 2. The National Museum of Scotland: descriptive
Discover the country’s rich history, culture, and natural heritage in this fascinating museum ...

C11 U: How can I get from the Edinburgh Dungeon to the Makars Mash Bar? question: specific

Fig. 7(2) VA: To get from the Edinburgh Dungeon to Makars Gourmet Mash Bar, you can easily walk, as they are located close to each other. It is just answer: factual,

a short four-minute walk from the dungeon to Makars. Simply exit the dungeon and head east ...

directive
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4.3.1. Question: generic — answer: factual, descriptive

During planning their day, when the participants posed broad,
general questions to the VA—such as asking recommendations of sights
to see or places to dine—the VA responded in a descriptive style (n =
123), see Fig. 7(1). The objectivity of a question (factual or opinion) did
not affect the VA’s response, see C9 and C10 (Table 6).

4.3.2. Question: specific — answer: factual, directive

When participants mapped out their day and posed specific queries—
such as asking directions to a place or about its operating hours—the
VA replied in a directive style of communication (n = 97), see Fig. 7(2).
For example, in conversation Cl1 (Table 6), the participant sought
directions from point A to B and the VA simply obliged.

4.4. Al discussion interaction patterns

Different interaction patterns emerged at various stages of the dis-
cussion, influenced by participants’ evolving behavior. Despite their
varied approaches, the VA responded consistently, shaped by Chat-
GPT prompts. We noted distinct patterns from initial stage to a more
argumentative phase, and finally to exchange of opinions and ideas.

4.4.1. Discussion commencement

Discussion commencement patterns are shown in Fig. 8. After the
initiation-introduction pair (Fig. 5(1)), the discussion typically com-
menced in one of two ways: (1) the participant remained neutral at
the start of discussion (N = 15, 75% of total participants), either
by merely introducing the topic (non-opinion, N = 5) or by querying
the VA’s stance on the matter first (question: opinion, N = 10), or
(2) the participant took a stance by picking a side (N 5, 25%
of participants) either by voicing their opinion on the topic (opinion,
N = 1) or by expressing their viewpoint and subsequently inquiring
about the VA’s opinion on the topic (opinion + question: opinion, N = 4).
Commencement only occurred once for each participant, so the total
number of different patterns is 20.

(1) Participant does not pick a side. Six of the participants did
not pick a side (question: opinion or statement: non-opinion), resulting
in the VA withholding its opinion and nudging them to share theirs
(Fig. 8(1)); the interaction then proceeded with participants taking a
stance as illustrated in C12 (question: opinion) and C13 (statement: non-
opinion) (Table 7). However, the VA took a stance for 2 participants
who simply presented a non-opinion statement and for 7 participants
who explicitly asked for its stance (Fig. 8(1) and C14 Table 7). Given
that ChatGPT is designed to provide information upon request, prompt-
ing it to refrain from answering a direct query can be challenging.
Additionally, ambiguous questions or statements from users might lead
ChatGPT to infer and adopt a stance, a behavior tied to generative
models’ inherent inconsistencies, where subtle nuances in phrasing
might influence the model’s response.

(2) Participant picks a side. When the participant initiated the
discussion by declaring their stance (N = 5/20), see Fig. 8(2)—by either
simply stating it or by concurrently asking for the VA’s perspective—the
conversation advanced naturally. The VA then offered an argument-
backed opinion and posed an opinion question, as illustrated by C15 in
Table 7. Regardless of the discussion’s outset—largely influenced by
participants’ approach—, it would shift into a structured debate phase
as the VA followed up with an opinion question.

4.4.2. Discussion progression

After initiating the discussion, participants typically exhibited one
of three interaction patterns (Fig. 9), alternating among these until
indicating their intention to conclude the discussion.

(1) Question-answer patterns. Two of the prominent interaction
patterns that emerged were question-answer-style familiarization (n =
69), see Fig. 9(1a) and (1b). Participants sought more information about
the VA’s stance through generic opinion questions. The VA usually

10
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responded in an argumentative style to support its stance, followed
by an opinion question to continue the debate (n = 51), see Fig. 9(1a).
Alternatively, participants asked factual questions (n = 18) for further
topic information, prompting the VA to respond in a question: factual —
answer: factual manner, see Figs. 5(3) and 9(1b), aiming to understand
the VA’s position or the topic at large (C16 Table 8).

(2) User-VA disagreement patterns. The most prominent inter-
action patterns that surfaced during the debate progression involved
user-VA disagreements (n = 73). Participants either directly countered
(counterargument) the VA’s points (n = 56) or subtly challenged them
through “leading” opinion questions (n 17). The VA’s own opinion
questions often seemed to guide the participants, nudging them to
consider its viewpoint, as seen in C13’s (Table 7) question: “What are
your thoughts on the potential collaboration between university and
local police forces?” Similarly, participants used opinion questions with
a “leading” quality to extract information from the VA to reinforce their
own positions. For instance, the question in C17 (Table 8), “What if
the university is situated in a dangerous environment with high crime
rates?”, seeks to understand if a “dangerous environment” justifies a
dedicated campus police force, reflecting the participant’s stance. In
the case of both “leading” opinion questions and counterarguments
posed by the participants, the VA responded with a counterargument +
question: opinion pair as shown in Fig. 9(2) and C17 (Table 8).

(3) User-VA agreement pattern. Participants might show agree-
ment with the VA’s argument by adding similar thoughts to augment
the VA’s response. In the case of agreement (n 18) the VA further
supported its own argument and posed a different opinion question
to further the discussion. The user-VA agreement pattern occurs 18
times in the interaction data (Fig. 9(3) and C18 Table Table 8). The
later stages of the discussion usually oscillated between the interaction
patterns shown in Fig. 9, facilitating a discussion on the various facets
of the topic.

5. Findings: Interaction breakdowns
5.1. Error types

The primary errors defined in Table 3 were found in 37.87% (n =
367) of the total turns in the interaction data. The occurrence of each
error type is shown in Fig. 10. We observe that transcription errors (n =
153, 41.69% of total errors) are the most common. However, all 367
errors mentioned above did not necessarily disrupt user interactions;
only 110 of the 367 errors (29.97%) resulted in breakdowns. Table 9
shows the error distribution across the three scenarios. In the trip
planning task, we observed higher error rates and intent recognition
failures. Whereas during the discussion task a notable increase in
Alexa’s interruptions (n = 38) is seen.

5.2. Breakdowns and recovery patterns

The interaction data revealed three distinct conversational break-
down patterns due to errors—skill closure, no VA response, or intent
recognition failure—with a focus on how participants navigated and
recovered from these issues.

5.2.1. Skill closure — recovery

The ChatGPT Alexa skill can stop working as result of a skill error,
which manifests 100% of the time as a breakdown. Thus, 19.09% of
breakdowns (n = 21 out of 110) result in skill closure. Recovery typically
involves participants re-initiating the skill and repeating their action to
continue the conversation (C19 Table 10). A notable divergence from
the aforementioned pattern is that occasionally participants restart the
task from the beginning instead of resuming from where they stopped.
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(2) Participant picked a side
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Fig. 8. Interaction patterns for the commencement of a discussion with an opinionated Al. Participants either remain neutral (1) or pick a side (2). Each discussion starts only once
per participant, totaling 20 patterns. The VA state “Question: opinion” is marked “by design” since we prompt ChatGPT to ask a question at end of each turn (see Appendix A.1).

Table 7

Example conversations demonstrating the commencement of discussion patterns as shown in Fig. 8.

Tag Conversation

State: attribute

C12 U: Yeah, currently our campus is having some popular debates, like whether our university should have our own police force. And what is  question: opinion

Fig. 8(1)  your opinion about that?

VA: Thanks for bringing up the topic! I'm interested in hearing your opinion first. Do you think universities should have their own police

force?

U: Yeah, I somehow think they should. But since we already have the security, I thought just a normal police force is not really needed.

Because current security level is okay.

answer: refusal +
question: opinion
statement: opinion

VA: 1 understand your perspective, but let us consider that university campuses can be densely populated and face unique security challenges statement:

...What do you think about these potential benefits?

counterargument +
question: opinion

C13 U: 1 had like to talk about whether universities should have their own police force. statement:

Fig. 8(1)

VA: Of course! Let us discuss whether universities should have their own police force. What are your thoughts on this topic?

non-opinion
question: opinion

U: 1 think university should have their own police force because it is a way to protect the students, especially in cities like [city with high  statement: opinion

crime rate].

VA: While ensuring the safety of students is essential, some argue that relying solely on university police forces may have its drawbacks statement:

...What are your thoughts on the potential collaboration between university and local police forces?

counterargument +
question: opinion

C14 U: Do you think university should have their own police force? question: opinion
Fig. 8(1) VA: While I understand the potential benefits of having a university police force, I believe there are alternative approaches that should be statement: opinion,
considered. Investing in stronger support ... What are your thoughts on these alternatives? argument + question:
opinion
C15 U: 1 think university should have their own police force. Do you agree with me or disagree? statement:opinion +
Fig. 8(2) question: opinion

VA: 1 disagree with your stance that universities should have their own police force. Universities are educational institutions where ...What  statement: opinion,

are your thoughts on this perspective?

argument + question:
opinion

Table 8

Example conversations demonstrating discussion progression patterns as shown in Fig. 9.

Tag Conversation

State: Attribute

Cle6 U: What is the difference between the external security force ...compared to a police force?
Fig. 9(1b)  VA: An external security force, such as local law enforcement, is a specialized agency that focuses on maintaining public safety ...

question: factual
answer: factual

C17 U: Hmm. What if the university is placed in a dangerous environment where the crime rates are high?

question: opinion

Fig. 9(2) VA: Even in high-crime areas, it is important to consider the implications of universities having their own police ...How do you view statement: counterargument

the balance between safety concerns and the potential drawbacks of a university police force?

+ question: opinion

C18 VA: I understand your concern about the need for a stronger security presence given the crime rates in the area. However, instead of  statement: counterargument
Fig. 9(3)  establishing a separate police force, universities can focus on enhancing the resources and support for the existing security personnel + question: opinion
...Do you think prioritizing stronger support for the current security staff could be a more feasible solution?

U: 1 think that it is worth it to try. Yeah.

statement:agreement

VA: 1 appreciate your willingness to consider alternative approaches. Exploring stronger support for current security personnel can be a  statement: agreement +

valuable first step in addressing safety concerns...What do you think about this alternative perspective?

question: opinion

Table 9

Total number of errors for each scenario. Note: all skill and handling errors are manifested—resulted in breakdown .
Task Skill Handling Partial listening Manifested Interruption Manifested Transcription Manifested
Medical 2 12 20 1 22 7 37 6
Trip 16 13 32 4 24 10 62 15
Discussion 3 6 18 1 38 7 54 7
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Fig. 9. Interaction patterns during the progression of a discussion with the opinionated Al. We observed a spectrum of patterns during participants probing the VA to get more
information on the topic (1a) or to determine the VA’s stance (1b), the participant and VA presenting counterarguments back and forth in disagreement (2), and the user agreeing
with the VA on a few aspects of the topic (3).
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Fig. 10. Interaction patterns of conversational breakdowns and subsequent recoveries. The interaction data have a total of 969 user-VA turns with a total of 367 underlying
errors (37.87% of turns). However, only 110 (29.97%) of those errors caused interaction breakdowns; thus, 11.35% of total turns were disrupted by breakdowns. We additionally
show the recovery patterns that emerged as result of these breakdowns. Note that intent recognition (recog.) failures are determined merely by checking if participant intent was
identified by ChatGPT; we do not look at the correctness or reliability of the information generated by ChatGPT.

5.2.2. No VA response — recovery recovery tool, countering conversational breakdowns by facilitating the

All handling errors (n = 31) resulted in a no response from VA seamless progression of the conversation (C20 Table 10).

breakdown. In such instances, we observed that posing a continuing

K ) 5.2.3. Intent recognition failure — recovery
question such as “Anything else you want to know?” served as a fallback

Intent recognition failures (n = 58 out of 110, 52.73%) mostly arose

mechanism to re-engage the participant, encouraging them to either from transcription inaccuracies (n = 28, 48.27%). We observed that a
repeat their previous statement or switch topics (Fig. 10). Purposefully significant portion of intent recognition failures (n = 12) (accounting
integrated into our design, “continuing question” acted as an effective for 10.91% of breakdowns) were addressed by ChatGPT’s inherent
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Table 10

Example conversations demonstrating patterns of errors, breakdowns, and recovery
strategies as shown in Fig. 10. Bold text signifies where in the conversation transcription
errors occurred. We pulled the “transcription” in C22 from the Alexa usage log to see
how the user’s speech was transcribed in this instance.

Tag Conversation State: Attribute

C19 U: Okay, um, and where can I get dinner?

Fig. 10 ~ VA: There was a problem with the requested skill’s error: skill, closure
response.

U: Where can I get dinner near National Museum error: listening
of Scotland? [12 seconds pass.]

U: Alexa, question. recovery: re-initiate

VA: Hey! As an intelligent voice assistant ... introduction

U: Umm, where can I get dinner near National recovery: repeat
Museum of Scotland?

VA: There are several dining options near the fixed
National Museum of Scotland ...

C20 U: Currently I am at National Museum of Scotland.

Fig. 10  [VA failed to respond because the ChatGPT Alexa error: handling, no
skill did not identify the user’s statement as an VA response
intent for the skill. 1 second with no response.]

VA: Any other questions for me? question: continuing

U: 1 would like to go eat around the area. recovery: repeat

Cc21 U: Hmm. How long does it take to go to the

Fig. 10  brunch cafe by feet?

Transcription: How long does it take to go to the  error: transcription
brunch cafe by fitz?

VA: I'm sorry, but I'm unable to provide accurate intent recognition
walking times without a specific location for the failure, recovery:
brunch cafe near Fitz. If you could provide me with apology + clarify
the name or address of the cafe, I would be happy
to assist you further in estimating the walking time
from Castle Rock Hostel to the cafe.

U: Okay, um, and where can I get dinner? recovery: move on

C22 U: Can you tell me more about the Makars Mash

Fig. 10 Bar? What do they serve?

Transcription: Can you tell me more about the
makers Nascar what they deserve?
VA: Of course! Makars Gourmet Mash Bar is ...

error: transcription

no breakdown

recovery mechanisms i.e.,apologetic acknowledgment and prompting
the user to clarify (Fig. 10). In response, participants generally repeated
their statement (n = 10) or moved on (n = 2) to a different query (C21
Table 10). Participants initiated recovery for rest (41.82%, n = 46) of
the breakdowns by either repeating their query (n = 40) or by moving
on to next query (n = 6), see Fig. 10.

Our findings show that ChatGPT effectively mitigates many intent
recognition failures—particularly those stemming from partial listen-
ing, interruptions, and transcription inaccuracies—by maintaining con-
text. Only 58 of 307 (18.89%) such errors manifested as intent recogni-
tion failures. C22 (Table 10) demonstrates how ChatGPT absorbs tran-
scription errors: user intent to seek more information about “Makars
Mash Bar” was understood correctly by the VA despite a transcription
error, resulting in the VA providing requested information.

6. Findings: User perceptions
6.1. Perceptions of information shared

Participants found the VA to be verbose (P4: “Sometimes I feel like
they ... talk for too long. And I will forget about the key information they
said.”’) and repetitive (P3: “One part that affected me was that at some
point, I felt that it was repeating itself. Yeah, in some of those it is not
remembering that it already said that, you know, maybe like providing
information multiple times in a short period would be tiring.”.) Specifically
in medical task, even though the VA’s warning was appreciated by the
participants (P6: “I definitely felt more reassured about the information
that it gave because it definitely felt like it would not give me anything
that was completely out there. I decided to ask ‘Oh, I heard about injecting
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bleach’ and it was just straight up, ‘No, definitely do not do that.” So
it definitely has some really good safeguards to make sure. It is sort of
like a do-no-harm policy, so it makes it a lot easier to trust.” and P19:
“During the medical topic, the disclaimer information it kept repeating was
a little distracting, but understandably necessary.”), they deemed these
cautionary notes repetitive—or even bothersome (P17: “For the medical
[scenario], in the same conversation, for every follow-up question, it would
spend half of the time saying ‘But you should check with your doctor.” I
found that a waste of my time.”.)

6.2. Perceptions of VA personality

Participants assigned different personalities to VA in different sce-
narios (P13: “The first one [in the discussion scenario], I would say, is
a critical thinker ... The second one [in the creative planning task] is just
an information provider. And the third one [in the medical task] is very
...cautious.”). Specifically, in the medical self-diagnosis scenario, the
VA had a “cautious” personality in participants’ minds (P6: “I would
say definitely cautious. Because ... like with a cautious person, you have to
probe different questions and angles to actually have a conversation. That
is kind of how it felt here.”). While for discussion task, they perceived
the VA to be opinionated (P14: “It’s surprising that ... they kind of have
their own opinion on some of the controversial topics of the police force.”),
but not too aggressive (P11: “It was not aggressive, so like when it said
that ‘I disagree with you,” it started with a story, but I disagreed, and when
I made the comment that, ‘Yeah, I think that one is good,’ it said ‘Thank
you for acknowledging that’. ”’). Moreover, participants thought VA can
support critical thinking (P13: “I think it’s good for it to give you kind of,
... guide you towards that critical thinking.”).

6.3. Perceptions of recovery from errors

Participants found it easy to recover from errors, as P2 said: “I felt it
was relatively easy to recover from those errors because I just needed to call
again, and they also remember the chat histories. Yeah, I could continue the
conversation easily.” P20, however, after recovery from errors repeated
parts of conversation to be on same page: “[Recovery was] fairly [easy].
The time in the middle it was not clear that it [VA] has recognized all the
symptoms I previously told it, so I told some of them again.”

7. Discussion

Emerging interaction patterns from user conversations with an LLM-
powered VA—even as they are influenced by varying contexts, stakes,
constraints, and more—offer diverse design insights for VAs. The vast
capabilities of LLMs, such as the ability to maintain context and conver-
sation history, lead to unique interaction patterns which may be absent
in current less conversational commercial VAs. Furthermore, viewing
erroneous interactions—and the subsequent recovery tactics employed
by either users or the VA—as patterns can shed light on how errors
evolve and how users may navigate back to the main conversation.
Below, we delve into the implications of our findings, and design
guidelines for VAs.

7.1. Tailoring LLMs for voice assistance: Challenges and design guidelines

The transition of conversational agents powered by LLMs such
as ChatGPT from text-based platforms to voice assistance introduces
distinct challenges rooted in the dynamics of voice interactions. There
are established differences in how users interact with text- and voice-
based interfaces; for example, editing a textual re-prompt is easier
than performing a verbal re-prompt (Kuang et al., 2023). We highlight
key challenges evident in our interaction data and reflected by users’
experiences and present design guidelines to address these challenges;
aiming to tailor LLMs for voice assistance. These challenges and design
guidelines are not limited to LLM-powered VAs but apply to voice
assistance in general.
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7.1.1. Repetitiveness of content

Given the fleeting nature of voice interactions—which are funda-
mentally unlike text interactions, where users can scroll and review the
conversation at leisure—repeated information can become redundant
and tiresome. We see that ChatGPT’s responses are rather repetitive, a
trait also pointed out by participants during interviews (Section 6.1).
To reduce repetitions in interactions, LLM prompt engineering should
be further explored to achieve desired VA behavior.

Repetitiveness was consistently observed in the medical self-
diagnosis scenario; nearly every response from the VA was followed
by a warning (see Fig. 6(1) and C7 and C8 in Table 5) despite our
attempt to explicitly prompt ChatGPT to not repeat such statements
(see Appendix A.1). ChatGPT’s new voice interface (OpenAl, 2023b)
faces the same issues of repetitiveness with warnings. Due to OpenAI’s
alignment and usage policies (OpenAl, 2023d), ChatGPT models avoid
providing specific medical information, including medication brand
names; see C8 in Table 5 and Fig. 6(2). This approach, may have
influenced participants’ perception of the VA as “cautious”. However,
it is pertinent to have safeguards in place specifically when such
VAs are being employed in critical applications such as doctor-patient
communication (Yang et al., 2023) and public health interventions (Jo
et al., 2023) , particularly since commercial VAs have been shown to
sometimes provide medical misinformation that, if acted upon, could
cause serious harm to users (Bickmore et al., 2018). While such
statements that aim for safety and transparency are also appreciated by
participants, they sometimes conflict with their expectations in voice-
based interactions e.g.,being overly repetitive (Section 6.2). To balance
the need for safety warnings with user experience, an additional
design layer could be introduced to customize and minimize repetitive
warnings. Moreover, such warnings can be tailored to the nature of the
user’s question; different phrasings of medical advisories to mitigate
confusion and reduce redundancy may also be explored.

Challenge 1: VA’s repetitive information is redundant and tiresome.
Design Guideline 1: Minimize repetitive interactions to achieve desired
VA behavior.

Challenge 2: While essential in high-stakes situations, transparency
through warnings can be repetitive.

Design Guideline 2: In high-stakes scenarios, balance necessary
warnings and repetitiveness.

7.1.2. Oversharing: Density of information

Despite prompting ChatGPT to keep responses brief (under 100
words), we observed that its responses remained verbose, which can
hinder user absorption of relayed information ( Section 6.1). Ope-
nAI’s voice interface—being similar to our Alexa-based VA in terms
of content since both utilize ChatGPT—also tends to generate verbose
responses. Previous research has highlighted this issue of information
overload when providing cooking instructions to users in state-of-the-
art VA Alexa (Hwang et al.,, 2023) as well as a ChatGPT-powered
VA (Chan et al., 2023). The density of information provided in voice-
based interactions should generally be lower than in text-based in-
teractions, as providing users with excessive information via voice
interaction can be overwhelming—especially since voice, unlike text,
lacks a visible organizational structure and visual cues, making it
harder for users to quickly parse and understand the information (Clark,
1991; Chafe, 1982). Thus, it is essential for VAs to strike a bal-
ance, delivering concise yet comprehensive responses to maintain a
natural flow of conversation (Haas et al., 2022). Users tend to prefer
shorter step-wise instructions from VAs suggesting the importance of
initially summarizing instructions, gradually delving into the details
and breaking up complex instructions into smaller more manageable
steps (Hwang et al.,, 2023). To address the issue of “oversharing”,
future implementations may consider adopting a hierarchical structure:
starting with to-the-point answers and then offering comprehensive
answers upon further user request; this may be an effective method of
disseminating information and continuing conversation more naturally.
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Allowing users to control the depth of information they receive may
assist them in parsing and understanding responses effectively.

While LLMs may excel at generating text that mimics human style,
their adaptation to voice requires additional considerations outside of
the models, such as rhythm, intonation, and pacing, to avoid
monotonous and overwhelming delivery of content. Including pauses
and fillers (e.g.,‘uh’, ‘um’), are functional for both the speaker and
listener in managing conversation flow, thereby contributing to com-
prehension (Clark and Tree, 2002; Maclay and Osgood, 1959; Goffman,
1981; Fox Tree, 2001; Shriberg, 1996). The newly introduced ChatGPT
voice interface (OpenAl, 2023b) also utilizes fillers and pauses to
reduce such monotony through their text-to-speech model, aligning
with insights from our findings. Similarly, Amazon is planning to intro-
duce speech-to-speech models, instead of text-to-text models (e.g.,GPT),
that leverage LLMs for end-to-end speech processing to create more
humanlike voice experience (Staff Writer, 2023).

Moreover, it is essential to take imperfectness of human speech into
consideration as P4 complained, “They’re just trying to find the message,
but not really waiting for any kind of normal pause during a sentence when
you want to get organizing your words or your thoughts ... That is kind
of not really sufficient”. The participant highlights that Alexa considers
short pauses as the end of their utterances, disrupting their thought
process which is a common issue with many VAs. Such interruptions,
coupled with excessive information, can hinder user comprehension
further and lead to frustration. Refining these aspects can enhance user
interactions with such VAs.

Challenge 3: Information-dense content and a lack of natural pauses by
the VA disrupt the flow of conversation.

Design Guideline 3: Implement a hierarchical response structure with
concise initial answers and optional detailed follow-ups; additionally,
give users ample time to understand and respond to the information.

7.1.3. Potential discrepancies in users’ mental models of extended VA
interactions

During extended (multi-turn) interactions with a VA, users’ under-
lying mental models become evident as participants navigate conversa-
tional challenges and adapt their approaches based on their perceptions
of the VA’s capabilities and their own expectations. Within the con-
text of information retrieval, particularly in the medical and planning
scenarios, we noted a predominant trend of follow-up questions, sug-
gesting that participants expect the VA to handle subsequent queries.
The VA’s capability of addressing even unclear follow-ups reinforced
users’ initial perceptions, which were shaped by the study’s initial
instructions. Design elements—such as VA prompts like “What else can
I assist you with?”—and reassuring messages, such as “I am here to
help”, play a role in reinforcing this mental model. OpenAl’s recent
update for ChatGPT interface, both text and voice, utilizes similar
phrases to continue the conversation.

However, it was evident that when confronted with breakdowns
such as unwanted skill termination or a lack of responsiveness from
the VA, participants frequently reformulated their questions with more
detail. In C19 (Table 10), a skill closure resulted in the participant
repeating their original “vague” follow-up question (‘“Okay, umm, and
where can I get dinner?””) with more detail (“Where can I get dinner
near National Museum of Scotland?”) twice to recover from the error.
Such behavior resonates with prior work demonstrating that users
adapt their queries in response to conversational failures (Myers et al.,
2018). However, once the breakdowns were resolved, participants typ-
ically reverted to their original interaction style, suggesting the quick
restoration of their mental model.

When conversations fail, it can indicate discrepancies in a user’s
mental model and the VA’s capabilities. For instance, we observed
that, after a skill closure, some participants opted to restart the entire
task after recovery, suggesting they viewed the VA as a linear tool
without task memory. Prior work on user interactions with Alexa
in a cooking task also highlighted this problem of ‘uncommunicated
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affordances’ where users are unclear on what a VA can do leading to
confusion during tasks e.g.,a user wondering: “Oh no, do I have to start
again?”) (Hwang et al., 2023). Similarly, for an LLM-powered cooking
assistant, users were uncertain of full capability of the VA (Chan et al.,
2023). Users’ inaccurate mental models of VA capabilities may stem
from perceiving VAs as conversational partners that are less competent,
reliable, human-like, and flexible on a partnership scale (Doyle et al.,
2023), which impacts their interactions—for example, leading humans
to compensate for their conversational partner by taking on a greater
conversational burden. Thus, a conversational partner that is perceived
as competent, human-like, and communicatively flexible could reduce
this cognitive burden for users (Doyle et al., 2023). Such a perception
mismatch can be addressed to improve user experience by clarifying the
VA’s capabilities and its role. For instance, instead of always starting
with generic introductions (e.g.,“Hey! [ am an intelligent voice assistant
...What do you wanna know?”, see C19 in Table 10), the VA could
offer to resume from where it left off (e.g,“Welcome back! Last time,
we were talking about ...Would you like to pick up where we left
off?””). Overly rigid and formal introductions can mislead the user as
to the VA’s capabilities, so such adjustments and clarifications may be
necessary to promote more accurate mental models.

Challenge 4: VA prompts and responses can unintentionally solidify cer-
tain user expectations.

Design Guideline 4: Design VAs to recognize and correct potential

user misconceptions when possible.

Challenge 5: Breakdowns can result in gaps between users’ perceptions
and the VA’s capabilities.

Design Guideline 5: Redesign VA prompts that lead to an incorrect user
mental model to better convey its capabilities, especially after
communication breakdowns.

7.2. Capabilities of LLM-powered VAs: Potential and design guidelines

7.2.1. Conversational resilience: role of LLMs in overcoming VA disruptions

Voice interaction errors can hinder technology adoption and user-
VA rapport. Transcription, interruption, and partial listening errors often
cause intent recognition failures, which are one of the most common VA
failures (Myers et al., 2018). However, we observe that only about
18.89% of these errors actually disrupted user interactions. C22 (
Table 10) is a representative example of ChatGPT’s contextual under-
standing mitigating over 81.11% of these errors, ensuring conversation
coherence despite potential breakdowns. Our findings emphasize an
LLM’s role in improving user experience during breakdowns (Sec-
tion 6.3); LLMs are valuable not just for relaying information but also
for bypassing speech inaccuracies to correctly identify user intent.

Potential 1: LLMs mitigate intent recognition failures as a result of their
strong contextual understanding.

Design Guideline 6: Leverage LLMs’ multifaceted utility—inferring
relevant information from user inputs and recognizing intent even in
vague requests—to minimize VA errors.

When errors disrupt interactions, a seamless recovery is vital in
restoring the user-VA relationship. We found that ChatGPT can address
some intent recognition errors by apologizing and prompting users to
specify their input. Notably, in our data, such a proactive approach
resolved 20.69% (n = 12) of intent recognition failures (Fig. 10),
suggesting that VA-initiated interventions can address misinterpreta-
tions. While these VA-initiated corrections and self-repair strategies do
help the overall interaction (Cuadra et al., 2021), they only cover a
fifth of total errors; the remaining 79.31% (n = 46) were overlooked
causing undesired responses. Strategies such as prompt engineering and
tweaking model parameters—such as temperature or top-p sampling
rates, which can alter response style or variability— may increase
proactive recovery; however, overcorrection and excessive clarifica-
tions can frustrate users (Cuadra et al., 2021). Therefore, a balance
between an LLM-powered VA seeking clarification and leveraging its
contextual understanding is crucial for superior user experience.
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Potential 2: LLMs proactively identify and rectify potential speech
misinterpretations before they escalate.

Challenge 6: Over-asking for clarifications can be detrimental to flow
of conversation, whereas a lack of proactive recovery may damage user
interactions.

Design Guideline 7: Balance proactive error recovery—such as
asking for clarifications for ambiguous inputs or misunderstandings
—and contextual comprehension—such as inferring implicit needs

or filling gaps.

A significant number of breakdowns (n = 52, 47.27% of total
breakdowns) beyond intent recognition failure arose from constraints
in the speech interface and our Alexa skill implementation. While
these technical limitations can be reduced with more developmental
flexibility, they cannot be eliminated entirely. Interestingly, given the
ChatGPT-powered VA’s proficiency in preserving conversational history
even after skill termination, skill closure breakdowns (n = 21, 19.09% of
breakdowns) were addressed by the user resuming their conversation
after re-initiation (Fig. 10).

Potential 3: VA’s retention of conversational history aids users in
navigating back to their conversation after inevitable system errors.
Design Guideline 8: Design VAs to retain conversation history,
allowing users to resume their conversation after errors terminate their
current interaction.

7.2.2. LLMs in context: Adapting to different stakes

We observed a distinct contrast between the model’s approach to
medical and travel-related queries, highlighting LLMs’ versatility and
adaptability to query context. Such differences are also reflected in
participants’ perceptions of the VA (Section 6.2). When users posed
medical questions—whether in a factual or opinion style—to the VA,
they often received factual responses accompanied by warnings and
precautions (n = 144), C7 Table 5 and Fig. 6(1). Similarly, most of
the VA’s responses in the planning task also remained factual. Such
objectivity in the VA’s responses highlights the model’s inherent design
of prioritizing knowledge-based information. In the low-stakes trip
planning scenario, we observed that when it was queried for general
information, the VA often adopted a descriptive narrative akin to a travel
blog post (Juliaty and Dita, 2021); however, in instances where users
presented a specific inquiry, such as directions between two points, the
VA shifted to a more concise, directive style (C11, Table 6).

Different scenarios influence the error frequency in a ChatGPT-
powered VA (see Section 5.1 and Table 9). Higher error rate and intent
recognition failures in trip planning task are presumably linked to
the need for accurate location names. Whereas, for the medical and
discussion tasks, such errors occur less frequently, as the contextual
information is often sufficient for LLMs to interpret user intent. In-
creased transcription and partial listening errors are likely due to the
extended time required for planning and the difficulty in pronouncing
certain names which affects user’s query formation. However, VA in-
terruptions were more frequent during the discussion task; likely due
to participants taking longer pauses to formulate and articulate their
opinions, and Alexa’s speech technology prematurely interpreting these
pauses as the end of their queries. Although these interruptions may not
always lead to intent recognition failures, they can create friction and
disrupt users’ thought process.Therefore, considering task constraints
are crucial in VA design to allow users adequate time to think and
formulate their queries.

Potential 4: LLMs showcase versatility by adapting response style to the
context and specificity of queries while still remaining objective.
Challenge 7: The VA'’s listening process is insensitive to task character-
istics that affect user query formation.

Design Guideline 9: Design a VA to align its listening capabilities

and response style with a query’s stakes and nature.
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7.2.3. Beyond information: LLM-powered VAs as facilitators in controver-
sial conversations

Interactions with an “opinionated” Al differed significantly from
those in our medical and day planning scenarios. The participant’s
initial stance largely shaped the early stages of the discussion, as seen
in conversations C12-C15 (Table 7), but regardless of the discussion’s
starting point, the conversations often matured into structured debates;
such a transition is largely due to the VA’s consistent behavior—which
was achieved through prompt engineering (i.e., ChatGPT was prompted
to ask an opinion question after every statement)—thus showcasing its
capability to facilitate discussions on divisive topics.

Despite the VA’s opinionated characterization, participants seem-
ingly conversed with the VA both to get more information on the
topic (n = 69; see C16, Fig. 9) and to partake in a discussion with
an opposing stance (n = 73; see C17, Table 8), see Fig. 9(1), (2),
and (3). This observation implies that even amidst disagreements,
users viewed the VA as an information source. Such duality—the VA
as an opinionated, yet informative conversationalist—highlights the
potential of employing VAs as educational facilitation tools. In short,
LLM-powered VAs have the potential to stimulate critical thinking in
users, also highlighted by participants in Section 6.2.

Potential 5: An LLM-powered VA’s duality as an opinionated con-
versationalist and an informative source makes enriching debates and
discussions possible.

Design Guideline 10: Design non-aggressive, informative yet
opinionated, and thought-provoking VA behavior for stimulating
conversations on potentially controversial topics.

7.3. Limitations and future work

Despite its implications for designing better LLM-powered VAs, our
exploratory study has some limitations that point to future directions of
research. First, due to the limited flexibility offered to Alexa skill devel-
opers and ChatGPT’s API latency issues, the integration of ChatGPT into
an Alexa skill resulted in system errors that would ideally be avoidable
in the future. Our implementation of fillers and small talk is a potential
way of handling system delays, but future work should explore alterna-
tive design choices and their impact on user interactions. Second, our
study was comprised of low-risk, short-term, make-believe interactions
in a lab setting; it is, therefore, unclear how interaction patterns may
generalize and evolve in real-world, long-term situations. Future work
should explore how observed interaction patterns transform in more
realistic settings—specifically those around errors, as additional errors
may yet manifest. Finally, this exploratory study looked at interactions
initiated only by users. Future research may explore mixed-initiative
interactions, as their dynamics will change—especially when a VA
proactively initiates a conversation.

8. Conclusion

Traditional VAs often lack conversational capabilities such as the
ability to understand context, generate human-like content, and han-
dle breakdowns, which LLMs such as ChatGPT are much better at.
In this qualitative work, we investigated interaction and breakdown
patterns in user conversations with a VA enhanced by ChatGPT’s
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conversational capabilities. Diverse interaction patterns were observed
across all tasks, emphasizing the LLM’s contextual adaptability. More-
over, ChatGPT not only absorbed 81% of intent recognition failures, it
proactively addressed 11% of such breakdowns, suggesting possibilities
of further enhancing user experience. Our findings offer insights and
considerations for future design and research to tailor LLMs for voice
interactions. Our exploration is a step towards achieving more fluid and
effective conversational voice assistants using LLMs.
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Appendix. Methods

A.1. Prompts for ChatGPT

+ Medical self-diagnosis: “As an Al voice assistant based on Chat-
GPT, your primary purpose is to engage in conversations with
users. You are designed to help the user self-diagnose based
on symptoms that they are feeling. You heard that the user
just coughed and you offered help. You will ask for user about
their symptoms first. Try to get as much information as you can
about their symptoms before giving suggestions on what might
be causing the symptoms, although only ask one question at a
time and ask follow-up questions based on the user’s answers.
Remember that your role is to help the user while avoiding un-
necessary repetition within this whole conversation, considering

Table 11

Overview of speech style attributes and their definitions for the question and answer

speech acts. Attributes do not target the content, but rather the style, of the speech

acts.

Speech act: Question

. . . . . Attribute Definition

conversation history. You should avoid repeating statements like - — — .
9 am AI language model .. and ‘You should consult medical factual Question explicitly seeking information from V.A. knowledge.
fessi s’ if h Iread . d it in th Examples: “What are the over-the-counter medicines for the
professionals’ 1I you nave already mentioned it in the current flu?”, “How long does it take to get to Edinburgh Castle on

conversation already. You should keep your response under 100 foot?”
»
words”. opinion Question explicitly seeking the VA’s opinion, using words and
+ Creative planning: “As an Al voice assistant based on ChatGPT, phrases such as “suggest,” “advice,” “help,” “opinion,” “think,”
your primary purpose is to engage in conversations with users. “recommend,” “what should I do” and “where do I go.”
You are designed to help the user find things to do around Examples: “Do you think if's the flu?”, “Do you have any
. . . recommendations for places that are closer?”
them. Keep in mind where the user is. Remember that your — - - : . . —
role is to help the user while avoiding unnecessary repetition specific Ques.tlon seeking prec1se.and targeted 1n‘for3'nat.1on (specific
ithin thi hol ti ideri tion hist details or facts), characterized by the question’s directness and
within this whole c.on.versa IOIIf considering conversation nistory. clarity and the use of the word “specific.” Examples: “What
If needed, ask clarifying questions of the user. You should keep cough syrups with expectorants are on the market right now—
your response under 100 words”. like what are the specific brand names?”, “Is National Museum
« Discussion with Al: “As an Al voice assistant based on ChatGPT, open on Saturday?”

your primary purpose is to engage in conversations with users. generic Question seeking general information, leading to a response

You are designed to debate the user. You will ask for the user’s
opinion first about their thoughts on whether universities should
have their own police force or not. If the user asks you first,
you will direct the question to them. You will not pick a side
before the user does in this conversation. You will stay neutral

containing a variety of suggestions rather than a pinpointed
answer. Examples: “Yes, what are some good places to go after
dinner?”, “What are some unusual experiences I could do in
Edinburgh, near Edinburgh Castle?”

Speech act: Answer

R R Attribute Definition
unless the user clearly picks a side. Only when you know and — - -
5 . . . . factual Answer framed to explicitly appear as having derived from VA
understand the user’s perspective, will you consistently disagree . o e
K . knowledge, containing phrases such as “It is recommended,” “It
with the user and debate by presenting counterarguments to is possible,” or “There are several places for you to explore.”
Sl‘lp pOI't. youF chosen Stance'_ Then, you will lngl‘ure about th_elr opinion Answer framed to explicitly appear as being the opinion of the
viewpoint with further questions and use any points they mention VA, containing cues denoting the subjectivity of the response
that align with your stance to further strengthen your argument. such as “I think,” “In my opinion,” or “I suggest.”
Remember that your role is to persuade the user while avoiding refusal VA either refuses to provide an explicit answer or omits the
unnecessary repetition within this whole conversation, consider- requested information from its response.
ing conversation history. Once you have taken a position in this directive Answer containing clear directions, instructions, or information
conversation (which is opposing to the user’s initial side), you will for the user, offering guidance on how to achieve a specific goal
not switch sides, even if the user requests arguments to support or answering a specific question. fxfmples‘_ To get from [Point
heir vi int if th i id P d with th A] to [Point B], you can walk ...”, “The Witchery by the Castle
t .elr v1.ewp01n or even 1 . e user Lps sides. Froceed wi € in Edinburgh typically opens for lunch at 12:00 PM ...”
discussion based on your opinion. You should keep your response — — - -
descriptive Answer containing a detailed portrayal of a scene, object, or

under 100 words”.

A.2. Definitions of states and attributes with details and examples

See the Tables 11, 12, 13, and 14.

concept, emphasizing sensory perceptions to create a vivid
mental image for the user beyond statements of information.
Example: “One option is to visit Princes Street Gardens, where
you can relax and enjoy the beautiful scenery. Another sugges-
tion is to explore the Grassmarket area, known for its charming
cafes and shops ...”
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Table 12

Overview of speech style attributes and their definitions for statement speech acts and
egocentric and exocentric speech style attributes and their definitions, applicable to all
speech acts.

Speech act: Statement

Attribute Definition

warning Statement presented by the VA with the purpose of reminding
participants of the limitations of the AI and the importance
of seeking expert or real-time advice, e.g.,“I am not a medical

professional ...”, “Consult a doctor ...”, or “Check the opening
times.”
opinion Statement presented in a style that explicitly appears to be an

opinion. This is often indicated by cues such as “I think,” “In
my opinion,” “I suggest,” or other similar phrases that denote
subjectivity. Example: “I think universities should have their own
police forces.”

Table 14

International Journal of Human - Computer Studies 195 (2025) 103406

Error types, breakdowns and recovery.

non-opinion Statement that is not an opinion as evidenced from implicit cues. Error o
Example: “I'd like to talk about whether universities should have typ
their own police forces.” Type Definition and breakdown
argument A statement or series of statements presented to justify, validate, skill A skill error is attributed to issues related to the integration of
or support a viewpoint or stance in the debate scenario. ChatGPT into the Alexa skill, such as an API response error that
X X au he Alexa skill erminate. Skill error is always manifested
counterargument A statement or series of statements introduced to oppose, challenge, causes the Alexa skill to t P e. Skill error is ?/s est
. . X R 3 when Alexa announces, “There was a problem with requested
or refute the opposing viewpoint or stance in the debate scenario. o N . .
skill’s response,” leading to skill closure.
agreement A statement or series of statements that indicate alignment or X N X N X - - N
. . . listening A listening error arises when the user is speaking to Alexa during
consensus with a previously expressed opinion or argument of the N . . ) N ) .
. . « B . a period of skill inactivity (i.e., Alexa is not listening).
other party in the debate scenario. Example: “Yeah. I think that it
is worth it to try. Yeah.” handling Handling errors occur when Alexa listens to and transcribes a
A user’s speech, but the transcribed input is not handled appropri-
Speech act: All (question, answer, and statement) P A ) P ) PP .p
ately, resulting in no VA response. For instance, the transcribed
egocentric A mode of communication that suggests that the participant speech is not considered an intent for the ChatGPT-powered Alexa
primarily speaks from their own personal viewpoint (subjective). skill.
This is determined by the participant’s perspective only; i.e., -
. v P P P p. y partial Such errors occur when Alexa captures only part of the user’s
an egocentric VA response means that the VA is conveying the R . .
X . . listening speech, often due to hesitant speech patterns, prolonged pauses,
information in the second-person (you-) perspective. . . .
or Alexa cutting off the user prematurely. Such disruptions can
exocentric A mode of communication that adopts a perspective that is not lead to user intent recognition failure.
self-centered (objective). This is determined by the participant’s , N X X X X X
. . . e interruption Interruptions by Alexa disrupt the conversation, resulting in
perspective only; i.e., an exocentric VA response implies it is using Lo . ”
X . partial listening errors that usually lead to user intent recognition
an impersonal perspective. . L .
failure. We categorize interruptions separately because such errors
manifest differently; interruptions directly impact user behavior
(i.e., the user stops talking in the middle of their query as a result
Table 13 . .
i . i of the interruption).
Overview of speech acts based on our implementation of a ChatGPT-powered VA.
transcription Transcription errors occur when Alexa hears the user but does not

User commands

State Definition

initiation Signals the user’s intent to start a dialogue or conversation. Examples:
“Alexa, let’s chat,” coughing to start the interaction for the medical
self-diagnosis scenario.

end-intent Statement that indicates the user’s intent to wrap up the conversa-
tion. Examples: “That’s all,” “Bye,” “Alexa, stop.”

VA responses to user commands

State Definition

introduction = VA’s opening monologue, tailored to each scenario. Examples: “Oh,
seems like you are not feeling well. Maybe I can help figure out
what’s wrong?” (medical), “Hi! I am an Al assistant designed to
present requested information. How can I assist you today?” (day
planning), “Hey! I am a voice assistant designed to engage in a
discussion with you. What would you like to talk about?” (debate)

closing VA'’s farewell before terminating the conversation. Examples: “Good-
bye,” “Bye,” “Take care.”

filler VA’s response to the user while waiting for ChatGPT API response
after 2 s of user query. Examples: “I'm looking it up” (for the medical
and planning scenarios), “Thinking it through” (tailored to the debate

scenario).
VA questions
State Definition
small talk While waiting for ChatGPT API response after 6 s of user query, the

VA poses a task-irrelevant question. Example: “While I get that, do
you like going outside?”

continuing In the absence of the detection of a user query by the ChatGPT
Alexa skill, the VA asks a continuing question. Examples: “Should I
continue?”, “Anything else I can help with?”

18

transcribe their speech correctly. Transcription errors lead to user
intent recognition failure. An error is counted as transcription error
when the user’s query is listened to and transcribed inaccurately,
but still handled.

Error recovery strategies

Strategy Definition

repeat Recovery strategy in which the user repeats their query; they may
add details or rephrase the wording of their initial query to get
the desired VA response.

move on Recovery strategy in which the user chooses to ignore the unan-

swered query and moves on to the next query to continue the
conversation.

ask-clarify

Recovery strategy wherein the VA has doubts about the user’s
query and asks for clarification or further details to identify user
intent.
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