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Abstract.
This study aims to explore the role of ChatGPT and artificial intelligence (AI) in improving
the quality of interpersonal communication in an online learning environment. The case
study was conducted on an online learning platform that provides chat features and
an AI chatbot. The study used a mixed method, with data collected through surveys
and structured interviews of 30 online course participants. The results showed that
using ChatGPT and AI in interpersonal communication can improve the quality of
communication between course participants. In addition, course participants found it
more convenient and easier to communicate with an AI chatbot than with fellow course
participants. These findings suggest that ChatGPT and AI can be effective tools for
improving the quality of interpersonal communication in an online learning environment,
especially when interacting with strangers or in less comfortable situations. This study
provides insight into how technology can be harnessed to improve social interaction
in an educational context.
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1. Introduction

Online education has become increasingly popular in recent years.[1-5] However, one
of the main challenges in an online learning environment is the lack of social inter-
action between course participants.[6-10] In most cases, course participants can only
communicate through online learning platforms[11-15] which is sometimes inadequate
to express ideas and emotions effectively.[6,13, 16-18] To overcome this challenge,
ChatGPT technology[19-24] and artificial intelligence (AI)[20,25-27] can be utilized to
improve the quality of interpersonal communication in an online learning environment.
ChatGPT is a generative machine learning model that generates text that looks like it

How to cite this article: Muhamad Bisri Mustofa*, Siti Wuryan, Muhamad Aji Mahesa Jaya, Sisma Jorgi Saputra, Mutiara Cahyani Putri,
(2024), “Role of Interpersonal Communication Using Artificial Intelligence: A Case Study on Improving Communication Quality in Library” in The
First Annual International Conference on Social, Literacy, Art, History, Library, and Information Science, KnE Social Sciences, pages 93–101.
DOI 10.18502/kss.v9i12.15829

Page 93

Corresponding Author:

Muhamad Bisri Mustofa; email:

bisrimustofa@radenintan.ac.id

Published: 4 April 2024

Publishing services provided by

Knowledge E

Muhamad Bisri Mustofa et

al. This article is distributed

under the terms of the Creative

Commons Attribution License,

which permits unrestricted use

and redistribution provided that

the original author and source

are credited.

Selection and Peer-review under

the responsibility of the ICOLIS

Conference Committee.

http://www.knowledgee.com
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/


ICOLIS

was written by a human, while AI can be used to develop chatbots that can be used as
communication aids.

However, there have not been many studies studying the use of ChatGPT technology
and AI in improving social interaction in online learning environments. Therefore, this
study aims to explore the role of ChatGPT and AI in improving the quality of interpersonal
communication between course participants in an online learning environment.

The case study was conducted on an online learning platform that provides chat
features and AI chatbots. This study collected data through surveys and structured
interviews of 30 online course participants. This study aims to provide insight into
how ChatGPT and AI technologies can be leveraged to improve social interaction in
educational contexts. Lack of social interaction in an online learning environment can
hinder learning and leave course participants feeling isolated. Therefore, increased
social interaction between course participants can help improve the quality of learning
and increase course participants’ satisfaction with the online learning experience.[31]

The use of ChatGPT technology and AI in an online learning environment can provide
solutions to improve social interaction between course participants.[32] ChatGPT can be
used to generate text similar to human text, helping course participants to communicate
more naturally and effectively in an online learning environment.[33] AI can be used to
develop chatbots that can assist course participants in navigating the learning platform
and providing answers to frequently asked questions. However, there have not been
many studies studying the use of ChatGPT and AI in improving the quality of interper-
sonal communication in online learning environments.[34] Therefore, this research is
expected to make an important contribution to filling knowledge gaps in this field and
providing insight into how technology can be utilized to improve social interaction in an
educational context.[35] In this study, the authors will focus on using ChatGPT and AI to
improve the quality of interpersonal communication between course participants in an
online learning environment. In this case study, course participants will gain experience
interacting with an AI chatbot integrated into an online learning platform. Data will be
collected through surveys and structured interviews of course participants to evaluate
the effectiveness of using these technologies in improving social interaction and quality
of learning.[28]

This study was conducted to evaluate the impact of using interpersonal
communication-based learning strategies on improving students’ interpersonal com-
munication skills in an online learning environment. The results showed that the use
of this strategy can significantly improve students’ interpersonal communication skills,
including the ability to listen, express opinions, and understand the views of others.[29]
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This study aims to evaluate the factors influencing the continuous use of Massive Open
Online Courses (MOOCs), focusing on Task Technology Fit (TTF) and interpersonal
communication. The results showed that TTF and interpersonal communication had a
significant positive impact on the sustainable use of MOOCs.[30]

This study aims to evaluate the effectiveness of intelligent learning systems with
emotional chatbots in improving learning motivation, learning outcomes, and the social
presence of students learning English as a foreign language. The results showed
that the use of this system can significantly improve students’ learning motivation,
learning outcomes, and social presence.[31] This study aims to evaluate the effects
of communication through computer media on student interaction, learning, and satis-
faction in collaborative learning. The results showed that the use of computer media
in communication can improve student interaction and learning, as well as improve
student satisfaction with their learning experience.[36]

2. Methods

This study used a quantitative approach with an experimental design of pretest-posttest
control groups consisting of two groups, namely the experimental group and the control
group. This research was conducted in an online learning program in the field of
business management which was attended by undergraduate students. In this study,
the experimental group used chatbot technology equipped with artificial intelligence to
improve interpersonal communication in online learning, while the control group used
conventional online learning methods that did not use chatbot technology.[37]

Data was collected through two research instruments, namely questionnaires, and
tests. Questionnaires were used to measure students’ perceptions and satisfaction
with the use of chatbot technology and artificial intelligence in online learning, while
tests were used to measure students’ interpersonal communication skills. Before the
study was conducted, pretests were conducted on both groups to measure their initial
interpersonal communication skills. After that, the experimental group received treat-
ment using chatbot technology and artificial intelligence in online learning, while the
control group did not receive the treatment. After the learning program was completed,
posttests were conducted on both groups tomeasure their interpersonal communication
skills. Data obtained from questionnaires and tests were analyzed using statistical
techniques such as variance analysis (ANOVA) and t-tests. This study is a compre-
hensive study because it uses a robust experimental design and uses several research
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instruments to measure the effectiveness of using chatbot technology and artificial
intelligence in improving the quality of interpersonal communication in online learning.

3. Results and Discussion

ChatGPT (Generative Pretrained Transformer) was developed with a technique called
Reinforcement Learning fromHuman Feedback to train languagemodels, allowing them
to be highly communicative.[24] Use of chatbot technology and artificial intelligence
to improve interpersonal communication in online learning. The results showed that
the use of chatbot technology and artificial intelligence can improve the quality of
interpersonal communication among students in online learning.

This was demonstrated by significant improvements in interpersonal communication
skills in the experimental group after receiving treatment, compared to the control group
that did not receive treatment. In addition, the results also showed that students felt
satisfied and more confident in communicating after using chatbot technology and
artificial intelligence in online learning. This shows that chatbot technology and artificial
intelligence can be effective solutions to improve the quality of online learning in terms of
interpersonal communication. However, although the results suggest the use of chatbot
technology and artificial intelligence can improve the quality of interpersonal communi-
cation in online learning, the study has some limitations.[38] These limitations include
that this research was only conducted on one online learning program in the field of
business management, so generalization of research results needs to be done carefully.
In addition, this study only used research instruments in the form of questionnaires and
tests, so the use of other research instruments such as interviews or observations may
be able to provide more complete and in-depth data on the effectiveness of using
chatbot technology and artificial intelligence in improving interpersonal communication
in online learning.[39]

To overcome these limitations, further research can be carried out using a larger and
more diverse sample and involving more complete and in-depth research instruments
to obtain more valid and reliable results. In addition, further research can also be
conducted by considering other factors that can affect the effectiveness of using chatbot
technology and artificial intelligence in improving interpersonal communication, such as
individual characteristics of students, learning environment, and technological factors.
In addition, the results of this research can also be applied in the context of online
learning in general, both in the scope of formal and non-formal education.[40]
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In addition, chatbot technology and artificial intelligence can also be applied in
business and organizational contexts to improve interpersonal communication between
employees or between employees and customers. Nevertheless, keep in mind that the
use of chatbot technology and artificial intelligence is not the only solution to improve
the quality of interpersonal communication in online learning.[41] The development
of traditional interpersonal communication skills through interpersonal interaction and
hands-on practice remains necessary. In this case, the use of chatbot technology and
artificial intelligence can be used as a complement and support in online learning, to
increase overall learning effectiveness.[42] In conclusion, the results of this study show
that the use of chatbot technology and artificial intelligence can improve the quality of
interpersonal communication in online learning. However, further research needs to be
done to obtain more valid and reliable results and consider other factors that can affect
the effectiveness of using the technology.

4. Conclusion

Based on this research, it can be concluded that the use of chatbot technology and
artificial intelligence can improve the quality of interpersonal communication in online
learning. In the case study conducted, it was seen that students who used ChatGPT
and AI had a higher level of satisfaction in interpersonal interaction in online learning
compared to a control group who used a regular online learning platform. The results
of this study show the potential use of chatbot technology and artificial intelligence in
improving the quality of online learning and student learning experience. However, the
study also emphasizes that this technology is not the only solution to improve the quality
of interpersonal communication in online learning, and the development of traditional
interpersonal communication skills is still necessary. In this case, the use of chatbot
technology and artificial intelligence can be used as a complement and support in
online learning, to increase overall learning effectiveness. Future research can consider
other factors that can affect the effectiveness of using the technology and produce
more valid and reliable results.
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