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In a new study, researchers explore how AI-powered chatbots like ChatGPT can
affect our decision-making process, particularly when users are provided with
multiple options and recommendations. Findings of the study can pave the way
for better recommendation systems for real-world contexts, such as online
shopping, tourism, education, customer services, and more. Credit: Changju Kim
from Ritsumeikan University, Japan

Over the past few years, the field of artificial intelligence (AI) has
witnessed numerous breakthroughs. One such remarkable milestone was
the development and adoption of chatbots and conversational agents
based on large language models, including ChatGPT.

These systems can engage in realistic, human-like conversations with
users and help them in many ways, such as by curating information,
generating recommendations, or assisting in complex tasks. Interestingly,
due to their pre-training on large amounts of data, chatbots like
ChatGPT are capable of generating highly personalized
recommendations, considering factors like user's interests, browsing
history, and their preferences.

With these advanced capabilities, it is likely that chatbots will soon take
the cyberworld by storm and make their way into daily life decision-
making, across industries such as retail, manufacturing, finance, tourism,
and customer service. Thus, understanding how consumers perceive their
responses is just as important as the responses themselves.

Against this backdrop, a research team led by Professor Changju Kim
from College of Business Administration, Ritsumeikan University,
Japan, recently conducted a detailed study to investigate how the
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problem of choice overload impacts ChatGPT users and its impact on
their decision-making process. This study is published in the Journal of
Retailing and Consumer Services.

The "choice overload" phenomenon occurs when a person is
overwhelmed by the number of options while making decisions. When
consumers experience choice overload, they often find it challenging to
decide, fearing that they might make the wrong one. In many cases, this
can result in decreased satisfaction with the chosen option, which is
counterproductive in most contexts.

But do users experience a similar choice overload when a chatbot like
ChatGPT is the one providing multiple options? Prof. Kim and his team
attempted to find an answer to this question. Elaborating on this further,
Prof. Kim says, "Despite their advantages, chatbots like ChatGPT also
have certain limitations, such as those associated with privacy,
information transparency, and incorrect information. Moreover, little is
known about how ChatGPT influences consumer decision-making. To
shed light on this aspect, we decided to analyze consumers' responses to
a relatively large number of options suggested by ChatGPT."

In traditional decision-making, about 24 to 30 options are enough to
induce choice overload. However, the research team theorized that the
negative effects associated with such a large number of options would
decrease if they were generated by ChatGPT, given its ability to provide
highly personalized and accurate recommendations.

The researchers tested their hypothesis by conducting five independent
studies between February and March 2023 to analyze consumers'
responses to the recommendation options provided by ChatGPT. In the
first two studies, participants received song recommendations and were
asked to assess their perceived satisfaction, accuracy, and intent to
purchase. In the other three studies, participants received suggestions on
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places to visit during a hypothetical trip to Kyoto, Japan.

These studies not only focused on the number of options but also
considered the source of the suggestions. Participants were then asked to
respond to these recommendations by rating their satisfaction, perceived
accuracy, and intention to visit the recommended place.

The results of these five studies provided interesting insights into chatbot-
assisted decision-making. The researchers found that participants
preferred a large number of recommendation options, such as 60 or 70,
from ChatGPT. Their satisfaction and intent to purchase increased with
the number of options because they perceived the information provided
by the chatbot to be accurate. In addition, participants preferred
receiving many suggestions from ChatGPT, compared to those from a
human or an online travel agent. These findings suggest that the nature
of recommendation agent greatly influences the number of options
preferred by a consumer.

These findings can have important implications for real-world
applications. For instance, businesses can leverage the perceived
accuracy of the information provided by ChatGPT and provide
consumers with multiple options, without the fear of negatively
impacting their decision-making. In turn, this would lead to people
making better decisions more conveniently, eliminating the need to
perform complex searches.

Additionally, developers can design highly customized and user-friendly
recommendation systems that match the needs and preferences of the
consumers. This would be invaluable in industries such as tourism and 
online shopping, making it easier for consumers to make decisions.

Satisfied with their results and with eyes on the future, Prof. Kim says,
"ChatGPT represents a significant advancement in the field of 

4/5

https://techxplore.com/tags/online+shopping/


 

recommendation systems, as it recommends products, services, places,
people, or any other solutions that align better with the needs and
preferences of consumers. Our findings underscore the need for a better
understanding and application of AI-generated recommendations in real-
world contexts as well as information accuracy and personalization of
these recommendations."

  More information: Jungkeun Kim et al, Decisions with ChatGPT:
Reexamining choice overload in ChatGPT recommendations, Journal of
Retailing and Consumer Services (2023). DOI:
10.1016/j.jretconser.2023.103494
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