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1. Introduction

As an important general-purpose technology, Ar-

tificial Intelligence (AI) enjoys broad attention in nu-
merous industries and for many use cases due to recent
technological advancements in areas such as image de-
tection, translation, and decision support [1], [2].
Many companies expect to gain a competitive ad-
vantage from Al [3], and the solutions for Al-enabled
processes, products, and business models are continu-
ously becoming more sophisticated [4]. Al-based as-
sistants are an important and particularly innovative
field in this development. They leverage Al in two
ways.
First, virtual personal assistants and chatbots such as
Amazon Alexa and the Google Home [5] redefine the
interaction of human beings with applications by re-
placing the standard user interface via mouse, key-
board, and screen with voice. They are linked with
computer hardware, in particular smart speakers that
are provided by many of the big tech companies and
have seen a broad diffusion. For example, figures for
2019 report an installed base of 100 million for Ama-
zon’s Alexa speakers and an installed base of 500 mil-
lion each for Google Assistant and Apple Siri systems
[6]. This population is expected to grow further, for
example, global speaker shipments in the fourth quar-
ter of 2020 alone comprise almost 60 million units. In
addition, in July 2020 a total of 100’000 compatible
smart home devices were listed for Amazon’s Alexa,
emphasizing the key role of these systems to access a
broad variety of services. Second, Al-based assistants
may be seen as services or software, that replaces ac-
tivities that were previously performed by humans [7].
An example is the concept of robotic process automa-
tion where software assistants handle interactions
among application systems.

Al-based assistants unlock business value through
automating processes, intensifying the interaction with
the customer, reducing errors, speeding up interac-
tions. Following the understanding that information
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systems are socio-technical in nature, Al-based assis-
tants should be framed as a step toward humanizing
technology and working environments. Recent re-
search [8] shows that Al-based assistants evolve to-
wards digital platforms in themselves by creating a
rich ecosystem with skill providers, and device ven-
dors. Direct and indirect network effects within and
between these groups may be observed [8], which
opens further strategic venues for applications in prac-
tice and research in academia. The success of Al-
based assistants may be described with the various of-
ferings from the big tech providers (e.g. Alexa, Cor-
tana, Siri) and numerous chatbots created with the
open-source development kits. For example, the Alexa
universe already comprises 47°000 applications, re-
ferred to as “skills” [9]. This is also linked to a growth
of application fields and interaction modes, which ex-
plains why assistant platforms are also recognized as
general-purpose technologies [2]. Following the un-
derstanding that information systems are socio-tech-
nical in nature, Al-based assistants should be framed
as a step toward humanizing technology and work en-
vironments in the digital economy. This opens the
stage for many research questions that shall be ad-
dressed in the minitrack.

2. Goal of Minitrack

Based on the first event 2021 with 14 submissions
[10], the minitrack “Artificial Intelligence-based As-
sistants” promotes the scientific exchange on Al-based
assistants for the Digital Economy. The minitrack en-
ables researchers to present and discuss innovative ap-
proaches, methodologies, models, processes, and re-
lated aspects. to design, implement, deploy, operate
and optimize Al-based Assistants for the Digital Econ-
omy. The minitrack addresses also broader aspects
such as platform and ecosystems of Al-based plat-
forms. The Al-based Assistants minitrack deals with
the following topics, but was also open to other topics.

e Applications of Al-based assistants in the digi-
tal economy
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e Platforms and ecosystems of Al-based assis-
tants

e  Methods and models to design, develop, imple-
ment, deploy, manage and monitor Al-based
assistants

e  Methods, tools and approaches to capture the
user behavior e.g. process mining and derive
recommendations for actions

e New business models and processes based on
Al-based assistants

e Fundament questions on the use of Al-based
assistants

e Research on the transparency of the behavior of
Al-based assistants

e Integration of Al-based assistants with services
and platforms

e Social and business implications of the use of
Al-based assistants

3. Accepted Papers

Twelve papers were submitted to the minitrack,
with six accepted after a rigorous review process with
two phases.

In their paper “Consumer Adoption of Artificial
Intelligence: A Review of Theories and Antecedents”,
Ransome Bawack and Kathleen Desveaud investigate
the motivations of people to adopt technologies pow-
ered by Al in their everyday lives. The authors analyze
publications found in Harzing's Journal Quality List.
The most widely used theoretical perspectives are the
technology acceptance model (TAM) and the unified
theory of acceptance and use of technology (UTAUT).
The most studied antecedents are perceived useful-
ness, perceived ease of use, and trust.

Rainer Schmidt, Rainer Alt, and Alfred Zimmer-
mann adopt intelligence to shed light on the structure
and dynamics of assistant platforms and their ecosys-
tem in their paper “Ecosystem Intelligence for Al-
based Assistant Platforms”. They derive a network-
based conceptual model of Amazon's Alexa assistant
platform and ecosystem, showing that skills are a key
unit of modularity. The authors also suggest that the
Alexa ecosystem's topology may be generalized using
the criteria reflexivity, symmetry, variance, strength,
and centrality of the skill coactivations. The paper also
identifies three paths to create and capture value on
Al-based assistant platforms. As a paper from the min-
itrack chairs, the review of this paper was handled out-
side of this minitrack.

In their paper, Nika Mozafari, Melanie Schwede,
Maik Hammerschmidt, and Welf H. Weiger investi-
gate user reactions to service failure and recovery in

interactions with humanoid service robots. First, they
investigate how users attribute failures committed by
humanoid service robots. Second, the authors analyze
whether responsibility attribution varies depending on
service robot design. They find evidence for the self-
serving bias in a service robot context. The authors dis-
cuss consequences for applications of humanoid ser-
vice robots and implications for further research.

The fourth paper is titled “When Do Customers
Perceive Artificial Intelligence as Fair? An Assess-
ment of Al-based B2C E-Commerce Services”. Hel-
ena Weith and Christian Matt present the results of 20
in-depth semi-structured customer interviews in the
context of B2C e-commerce services and identify 19
Al fairness rules along four interrelated dimensions:
procedural, distributive, interpersonal, and informa-
tional.

To pave the way for creating Conversational
Agents (Cas) that exhibit a particular personality,
Rangina Ahmad, Dominik Siemon, Ulrich Gnewuch,
and Susanne Robra-Bissantz systematically analyze
existing studies in their paper “A Framework of Per-
sonality Cues for Conversational Agents”. The authors
develop a framework on how to imbue CAs with per-
sonality cues and organize the underlying range of ex-
pressive variation. In this way, the authors provide an
overview of CA personality cues in verbal and non-
verbal language and support practitioners in designing
CAs with a particular personality.

Finally, Fabian Reinkemeier and Ulrich Gnewuch
investigate the lack of user trust as a key batrier to the
widespread use of voice commerce in their paper
“Match or Mismatch? How Matching Personality and
Gender between Voice Assistants and Users Affects
Trust in Voice Commerce”. The authors draw on sim-
ilarity-attraction theory to investigate how trust is af-
fected when VAs match the user’s personality and
gender. They reveal that a personality match increases
trust, while the effect of a gender match on trust is non-
significant.
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