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Let me answer your health 
questions!





Does the mere fact that medical information 
is obtained from a chatbot influence user 

trust and satisfaction compared to identical 
information obtained from a search engine?



Simulation Videos

Three Search Methods

For Framing Health Information

Two Source Types

health websites social mediasearch engine chatbot chatbot+



search engine with health websites



chatbot with social media



chatbot+ with social media



Survey Results
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Trust: {Chatbot, Chatbot+} > Search 
Engine

Satisfaction: Chatbot > Chatbot+ > 
Search Engine across both sources.



Diving Deeper…

• Search Engine: familiar experience with a rich array of information. 

• Chatbot: straightforward answers from unclear sources. 

• Chatbot+: direct answers with opportunities to cross-reference. 

• Effect of source type on trust can depend on context.

Themes from Interviews



Future Work

• Expand to broader range of health information topics 

• Incorporate firsthand, direct interaction with systems 

• Design chatbots enhancing source visibility and transparency of how sources were 
used for answer generation

Designing Safer & More Transparent Chatbots 
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