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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 the use of ChatGPT and AI in 
interpersonal communication can improve the quality of communication between course 
participants. In addition, course participants find it more convenient and easy 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. The study provides insight into how technology can be 
harnessed to improve social interaction in an educational context. 
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Introduction  

Online education has become increasingly popular in recent years. (Hashlamoun, 
2021; Muniasamy, 2020; Tick, 2021; Vate-U-Lan, 2018; You, 2022) However, one of the 
main challenges in an online learning environment is the lack of social interaction between 
course participants.(Conrad, 2022; Joshi, 2022; Kalmar, 2022; Wigfield, 2022; Zarcone, 
2022) In most cases, course participants can only communicate through online learning 
platforms (Ahshan, 2021; Cooke, 2022; Hettiarachchi, 2021; Rizvi, 2021; Yang, 2021) which 
is sometimes inadequate to express ideas and emotions effectively.(Conrad, 2022; Dinh, 
2020; Enadula, 2021; Espino, 2021; Hettiarachchi, 2021) To overcome this challenge, 
ChatGPT technology (Aczel & Wagenmakers, 2023; Adesso, 2023; Aljanabi, 2023; Aljanabi 
dkk., 2023; Alkaissi & McFarlane, 2023; Al-Worafi dkk., 2023) and artificial intelligence 
(AI) (Adesso, 2023; Baidoo-Anu & Ansah, 2023; Chen, 2023; Man, 2023) 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 was 
written by a human, while AI can be used to develop chatbots that can be used as 
communication aids.  



 

119 Grounding Communication for Sustainable Development Towards The Digital 5.0 Era 
Pekanbaru, 30-31 August 2023 

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.  

The use of ChatGPT technology and AI in an online learning environment can provide 
solutions to improve social interaction between course participants. 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. 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 interpersonal communication in online 
learning environments. 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. 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. 

Hung, H. T. (2019). Enhancing Interpersonal Communication Skills in Online 
Learning: An Empirical Study. Interactive Learning Environments, 27(3), 364-377. This 
study was conducted to evaluate the impact of using interpersonal communication-based 
learning strategies on improving students' interpersonal communication 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. 

Hsiao, K. Y., Chang, C. S., Lin, C. Y., &; Huang, Y. M. (2020). Investigating the 
Factors Affecting the Continued Use of MOOCs: A Unified Perspective of Task Technology 
Fit and Interpersonal Communication. Interactive Learning Environments, 28(6), 832-845. 
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. 

Chen, Y. L., Huang, H. Y., &; Lin, Y. L. (2019). An Intelligent Tutoring System with 
an Emotional Chatbot for Enhancing EFL Learners' Motivation, Learning Outcome and 
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Social Presence. Journal of Educational Technology &; Society, 22(3), 176-191. 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. 
Lai, C. L., &; Lin, H. C. (2019). The Effects of Computer-mediated Communication on 
Student Interaction, Learning, and Satisfaction in Collaborative Learning. Educational 
Technology &; Society, 22(4), 189-201. This study aims to evaluate the effects of 
communication through computer media on student interaction, learning, and satisfaction 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 
 
Method  

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. 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 
treatment 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 to 
measure 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 comprehensive study because it uses a robust experimental design and uses 
several research instruments to measure the effectiveness of using chatbot technology and 
artificial intelligence in improving the quality of interpersonal communication in online 
learning. 
 
Results and Discussion  

ChatGPT (Generative Pretrained Transformer) was developed with a technique called 
Reinforcement Learning from Human Feedback to train language models, allowing them to 
be highly communicative.(Al-Worafi et al., 2023) 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 
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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 communication in online learning, the study has some 
limitations. 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. 

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. 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. 
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. 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. 
 
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 
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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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