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Abstract

Khon Kaen University Library has implemented an automated question-and-answer system using
the Dialogflow tool through the LINE Chatbot application. The KKU Library Chatbot has been used since
November 2565 and has recorded statistics from November 2565 to August 2566, totaling 9 months.
During this period, there were a total of 2,485 user interactions, averaging 276 interactions per month.
Additionally, user satisfaction was evaluated to improve the LINE Official service to better meet user
needs. The results from using the KKU Library Chatbot as a replacement for human operators in
answering questions through the LINE Official channel showed a significant reduction in the number of
human operators. Previously, there were 2 operators working 8 hours per day, but with the
implementation of the 100% automated chatbot system, only 3 hours per month were needed for data
verification and monitoring. Furthermore, comparing the number of answers provided by human operators
via LINE with those provided by the chatbot in the same month of two different years (2022 and 2023), it
was found that the chatbot provided three times more answers than the human operators. T his
demonstrates that the Al Chatbot can effectively replace human operators, assisting in answering
repetitive questions continuously for 24 hours. These findings are consistent with the overall user

satisfaction rating of 89.7% for the KKU Library Chatbot service.
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8 iPad 1
CIVOSED 1
WA 2485

nan1sUszliunaauiawelavesdldau ndudwmanglunisussiiuanuiianelalunisly KKU Library
Chatbot e tileuisnutemnuuardsioanuviedinisldneuiu LINE Official vesdrinveayn ieuszidiunu
fianelauazdoRnuiiuvesdléuinis KKU Library Chatbot iitedeyauniaun LINE Official Trimssfuaausiosnis
%a;ﬂ%’u%mﬂﬁmn?jn“ﬁyu Han1sUsziiu dgldusnis 69 au fianuisnelalaesinlunislduinig KKU Library
Chatbot fe¥esaz 89.7 uazaruitanelaludiudie q wui dlduinissevar 89.4 lnsuuszaunisallugauinain
A19MU3A15 KKU Library Chatbot 5898311 $88ay 87 wui1 KKU Library Chatbot Tusn1slad laglad
dounnsev/ianain sevar 86.7 anfanelafuuszaunsallunisuareriu KKU Library Chatbot Seway 86.4 3dn
EuaLLazﬁmmqmﬁI‘ﬁU%msmu KKU Library Chatbot uarieuay 86.2 lasuusn15a1n KKU Library Chatbot

Wuluauanuaiands anuaisu

FnulaaY (Au)
A KKU'; AanssusuWeidasaaselziusnis KKUL Line Chatbot 69

nsatlilesuaaauain KKU Library Chatbot anuiitvinuaasnas vinuay

\&anwy Live Chat iadasiafuisming
7.2% e liiidninnaduaiasumniugi
[CE] imdas
® Lino (uuuyFauam) — g@n1s5T57u KKU Library Chatbot uazma
' faomedulumsaasasmimii
u@in1sizoru KKU Library Chatbot uavins
52.2% whaninnaaua
dolafline éninnaanaallwsivarain
957% 30 Taaigon live chat w3a &9 Email wsa
232% nsdwyi w3a chat facebook dasiaidn
wimdninnaauasaly uarsanisaay
nay salaiunu MnssEmUEINSAEUNY
Tldodninuaayaiayadiine/am

13%

15.9%
e yARAMLUAN )

%AImenalatassnlunisly KKUL Chatbot

89.7

Al 16 mylnideyanisUsedurnuianelauazdeAniuresdlduinig KKU Library Chatbot

putolausuuraInnsUsEliuauienelalunsigusns KKUL Library Chatbot wuin @1nnnslausnig
veRsINsauUsElens vl Chatbot lilanansaduuseinuld nsaunuisuwsvuen Sadudnvazaiuneud
avenany Selddanguludnvauznisaunn HidelauileUgmilmenisasiauy Live Chat uaziideanudamis

Fusunisinseiuldninfin1uYesnne Facebook Messenger Wiiatdutesmsdmnsuifasnisaaunnudednyse

Y
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fifauiidudeud Chatbot lilanusalvidineuiidesnsle aenadesiunisuszifiuanufianelalunsldnuingos
a 52.2 nsdllailé¥umeuann KKU Library Chatbot maiivinudesnis viwuazideniuy Live Chat Litefnseriu
Fmihil wagluewandhomaluladidvauazuinnssy ddnveayalinaunuiiozdt ChatGPT APl unidouseriy
LINE Chatbot tithelsinisneusini warlisuugiinfiitu fussansamanniunuauaiunsnves ChatGPT
Fadu Generative Al (Panaya Sudta, 2023) @onAaesnu Andrii Horiachko (2023) lalugiinfisnisasne Chatbot
Fae ChatGPT Liteadnsaunuildnouiidudouniniu Usugamadilaviun msdieseinnuddn uazndila
szasivosldundy faztemsdeasiuglivinisivszaninmanniy warldsuteiauouuranglduing
wupilitinafademauiinseunquanntu mafisdaddniy wenlumnem) Wy nisBunddde wienadnld
vosayn udrueninugdos q uasiiintesAdiisalunistiemde mieussndusiude IiRnauadanagly
Chatbot tu Dilogflow udszdmniieuiiessnudeyasiefusms wazliinsnssaeudemaudiglivins

871H1UNN Line Chatbot iethuifiuwazdsuugamaummeuiiviuadouazifuilogtuanniign

unagd (Conclusion)

nswaunszuulgneusaluddlaeldndesile Dialogflow Wiy Chatbot vesuaundwndula (LINE
Chatbot) dwsunaud1nun1e LINE Official d1inveasn uning1dsveuwiu wuil 9015ty KKU Library
Chatbot Tunsnaudniuglduinismatesa LINE Official naunuayws 100% sausiioungainieu 2565 -
famay 2566-a113aanduINEU TR UNSRBUAINURIUYEINe LINE Official a1nmsdgudfeu 2 au
UftRnuTuae 8 Halus Widussuuldneudalusd® Chatbot 100% Hu mAenadfifnuiouas 3 dalus dwsu
nsnsaaovdeyaifonds nisnoudnulnsuyudiiu Line Wisuiflsufunismeumaturiuma Chatbot Al ly

Weoudeaiuves 2 Y @ 2565 war U 2566) nuiisnuaunsneudiganiniuda 3 wh duuandiiiuil Chatbot Al

'
o A

ansaufURnuwnuuyudlaluseduina vilddelunisneudanudu o 1 9 uavanansonauldnase 24 Flug
wazaenadeiunan sUsEuglduinsiianuianelalagsaulunislduinig KKUL Chatbot fisseeay 89.7

n1511 Chatbot Al feia3eaile Dialogflow wildlunsneuaugliving ileuussnduiuduay
anfnduitus dinvoana uinendeveunnuiinnusinig anUiinuau uazfiuanufselaliiuglduing
wazfUf iR Bnviansth Chatbot Al nibudiedmiuussaninslumanoudniuglduinsdiannsaadie

mwanwainviuaisliwinvdnesayndndiy
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