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ABSTRACT 

Counselling chatbot - The innovative way of communication with the client 
within the field of social work. The current development of modern technological 
possibilities of machine learning software enabled the Institute of Social Work of 
the Philosophical Faculty of the University Hradec Králové in cooperation with 

Králové, Czech Republic to develop content for a new platform of communication 
with the client in the field of social counselling. Such an innovative tool in the 
field of social work is intended to be the initial contact of clients with professional 
social counselling organization in the web interface of the Internet. There is the 
first experience and initial conclusions from the pilot testing presented now. 
Innovative counselling chatbot is not in active service yet, so the pilot testing was 

Work in May and June 2021. The topic of work/employment (which was chosen 
as the first of many topics that social counselling typically deals with), investigate 
the initial reactions of respondents to communication with a chatbot, the preferred 
style of communication etc. 
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INTRODUCTION 

In the period from 2020 to 2023 University Hradec Králové (Czech Republic) 
- 
(Technological Granting Agency of Czech Rep.), focused on the pilot deployment 
of new technologies in professional social counselling in the Czech Republic 
entitled "The use of elements of artificial intelligence in the provision of 
professional social counselling." Specifically, the project will deal with the 
possibilities of applying new communication platforms - chatbot, later voice bot.  

There are three partners developing the chatbot: The Institute of Social Work 
of the Philosophical Faculty, University Hradec Králové; the Civic Counselling 
Center in Hradec Králové and the technology partner is Artin, the company that 
supplies software. 
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In order to fulfill the goal, a knowledge database will be created for the 
chatbot / voice bot communication platform usable for professional social 
counselling provided on the public information network internet. Main reasons 

Technologies in Social Counselling  Chatbot as a   

It should be the tool to help existing human resources (professional 
counsellors) to adapt to the growing quantity of work (growing size of target 
groups dealing with unemployment, loss of housing, over-indebtedness ...). 

The authors also perceive the application of chatbot in the practice of 
professional social counselling as a tool to prevent the departure of professional 
counsellors to another area of the labor market (due to work overload, wage 
underestimation ...). The innovativeness of the solution is the partial replacement 
of man by a machine, in phases of counselling dialogue that can be significantly 
structured. In general it should not harm any of the points of the Ethical code of 
the social counselling worker. [2]  

The goal of chatbot development is to take over part of the workload of 
human counsellors in the initial (initiation) phases of the counselling process. The 
task is therefore to play the role of the first contact with professional social 
counselling and to be able to orient the clients in the basic possibilities of solving 
their current social situation. It should be offered on the free of pay basis and 
promote as much as the possible concept of digitalization in the social service 
sector as described e.g. in the Federation of European social employers Joint 
Position Paper on Digitalisation in the Social Services Sector. [3] 

On the contrary, what is certainly not the goal of development is the 
replacement of human work by machine work, the displacement of a human 
expert in social counselling into other spheres of the labor market. The ambition 
for the chatbot is to be an assistant, a helper, not the "master" of the situation. It 
should avoid negative impacts of digitalization on the labour market as described 
for the Czech republic e.g. by Chmel
discussed under the concept of the Industry 4.0 - in Czech Republic predominantly 

for Society 4.0 (2017). [6] 

After all, the goal of "controlling the space" of professional social counselling 
would be really bold for chatbot, as you will find out from the following results 
of the initial evaluation of its abilities by human users. 

METHODS 

Design of a pilot testing of a counselling chatbot: The first step was to choose 
a thematic area that the authors of the chatbot will "teach". Based on the stability 
of the topic and the long-term availability of clients, the topic of work / 
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employment was chosen. The chatbot was literally trained by its creators, 
professional counsellors from a civic counselling center, to understand various 
questions on the same topic. 

For the purpose of pilot testing, the authors devised a number of tricky 
situations that clients of the civic counselling center typically try to solve in the 
field of work / employment. Chatbot had to deal with a total of 60 model 
situations. Difficult questions such as the following were prepared: 

 a woman of 56 years of age, working on an employment contract, 
needs a planned medical examination during working hours, does 
not know whether she must notify the employer in advance (this is 
sensitive information for her)  

 a woman of 57 years, the employer wants to offer repeatedly (third 
time) a contract for a definite period, does not know if it is possible  

 a man of 50 years, before the end of the year he has already used up 
a regular vacation day, he needs to move his household, he wants to 
ask the employer for some other form of leave  

 60-year-old woman, dismissed by her employer, is not sure she 
seems entitled to obtain severance pay  

 a woman aged 50, needs to take care of a sick mother for a long 
time, does not know if the employer is obliged to release her  

 a woman of 25 years, accompanies her grandmother to the doctor, 
wants to take some kind of leave so that she does not have to take 
regular vacation 

These model situations were subsequently sent to the group of respondents 
for pilot testing in May 2021 (May 1 - May 14, 2021), which were students of 
Social Work at the Institute of Social Work, Philosophical Faculty, University 
Hradec Králové. A total of 357 respondents were contacted in the form of bulk e-
mails. Respondents conducted an anonymous discussion on selected topics and 
then filled in a questionnaire, which was attached to the end of the chat thread. 
The questionnaire contained a total of 14 questions, which focused on the form 
and content of communication with the chatbot. There were 63 completed 
evaluation questionnaires that became the subject of the analysis (return ratio 
17.6%). 

RESULTS 

What did the respondents rather appreciate: The question "Do you have all 
the information needed to solve your problem?" 76.2% answered yes, which 
means only a quarter of respondents would need further dialogue on their topic 
and clarification of the description of the situation. 
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Table 1. Do you have all the information needed to solve your problem?  
Freq. Percent Cumulative Percent 

Valid Yes 48 76,2 76,2 
No 15 23,8 100,0 
Tot. 63 100,0 

 

Source: Own data, 2021. 

Respondents also appreciated the comprehensibility of how the chatbot 
provided information: The variant "definitely yes" and "rather yes" was chosen 
by a total of 85.8% of respondents, the variants "no" and "rather no" only 14.2%. 
It also seems that the chatbot has no problem with the factual accuracy of its 
content. To the question: "Did you find a mistake in the chatbot information?" as 

44.4% could not assess the factual accuracy. 

What the respondents were dissatisfied with, what we have to work on when 
developing the chatbot: What chatbot can't do yet is "ask" about other 
circumstances of the life situation of the client. To the question: "Are there 
important circumstances of the problem that the chatbot did not ask?" as many as 
57.1% of respondents answered "definitely yes" and "rather yes". Only 6.3% did 
not feel that the chatbot should ask further questions. 

Fig. 1. Are there important circumstances of the problem that the chatbot did 
not ask? (Source: Own data, 2021.) 

Form of communication: Respondents also focused on the format of 
communication with the chatbot. To the question: "Do you like communication 
via buttons, or do you prefer to formulate your own question?" we were surprised 
that the "button" variant won (77.8%). We are a little sad about it, because we 
wanted to focus on recognizing the content of the written word from the long-
term perspective. The chatbot was told that if it didn't understand the question, it 
should politely answer: "I'm sorry, but I don't understand. My options are limited." 
Respondents mostly did not encounter this sentence at all! (as much as 71.4%). 
This sentence was used once in 11.1% of dialogues, twice in 15.9% of dialogues.   
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Chatbot's personality through the eyes of respondents - language: As chatbot 
speaks "like a book" and is based on the knowledge of legal laws, we asked 
respondents if they would appreciate a more informal way of communication. 
However, the opinion that the chatbot remained with a formal style prevailed 
slightly (58.1%, of which 20.9% said "definitely" formal). Only 7% of 
respondents said "yes" to the informal way of communication. 

Table 2. Would you appreciate a more friendly (informal) style of chatbot 
communication?  

Frequency Percent Valid 
Percent 

Cumulative 
Percent 

Valid definitely 
yes 

3 4,8 7,0 7,0 

rather yes 15 23,8 34,9 41,9 

rather no 16 25,4 37,2 79,1 
definitely 
no 

9 14,3 20,9 100,0 

Total 43 68,3 100,0 
 

Missing System 20 31,7 
  

Total 63 100,0 
  

Source: Own data, 2021. 

the option "definitely yes" and "rather yes", "rather no" and "definitely no" 46.5% 
of respondents.  

Table 3. Can chatbot play adequately the role of initial contact with 
professional social counselling organization  

Frequency Percent Valid 
Percent 

Cumulative 
Percent 

Valid definitely 
yes 

6 9,5 14,0 14,0 

rather yes 17 27,0 39,5 53,5 
rather no 15 23,8 34,9 88,4 
definitely 
no 

5 7,9 11,6 100,0 

Total 43 68,3 100,0 
 

Missing System 20 31,7 
  

Total 63 100,0 
  

Source: Own data, 2021. 
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Fig. 2. Please evaluate after immediate experience with the chatbot: What 
form of initial contact with the citizens' counselling center would you choose? 
(Source: Own data, 2021.) 

The traditional forms of initial communication with the counselling center 
would still be chosen by the predominant number of respondents: 27% telephone 
contact, 15.9% personal contact, 14.3% email contact. Chatbot ranked 4th 
(11.1%). 

CONCLUSION 

The main strength of the social counselling chatbot is, according to the 
respondents, the speed of response (10% of open question answers), followed by 
correct information (7.5%). Among the pros, the respondents in the open question 
also included the anonymity of the dialogue...  

Amongst the main suggestions for further improvement, the respondents 
concluded in the open question mainly the need to further inquire about the 
circumstances of the life situation, they were also afraid that some clients would 
not understand the professional language.  

We were also pleased that the respondents were mostly not afraid to describe 
their life situation with the chatbot - sensitive data (74.4%). However, we take this 
number with a limited value, as the respondents have so far only been students 
who are not the real bearers of a difficult life situation. They only tried to 
empathize with the client's feelings according to model situations.  

Thus, in its early stages of development, chatbot still has significant 
limitations. It is not yet ready to interact with real clients. According to the plan, 
the first contact with a real client should take place in the spring of 2022. 
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