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The objective of this investigation was to elucidate the experiential characteristics of
humans in their interactions with the emerging phenomenon of Persian artificial
intelligence chatbots and to investigate the broad dimensions of this interaction. An
in-depth analysis of the audience's experience and perception of the Persian
psychologist Mana chatbot was conducted in this study, which was conducted using
a qualitative approach and grounded theory. The study population consisted of
volunteers aged 20 to 38. Participants were selected using a purposive sampling
method based on a grounded theoretical sampling pattern through a call in student
groups on social networks in Tehran province. The number of participants reached
saturation with 16 individuals, as indicated by grounded theory. Semi-structured
face-to-face interviews were implemented from 2024 to 2025 to gather data. Coding
was implemented in accordance with the Strauss and Corbin strategy, which
involved three stages: open, axial, and selective coding. Two primary themes were
identified: the psychosocial comprehension of the Al therapist and the functional
judgment of the participants, as well as their respective categories and subcategories.
The first of these two primary themes was participants’ functional judgment, which
pertains to the assessment of the Al's technical and structural capabilities, the
structure of order and dialog, and the inadequacies in the provision of solutions and
the analysis of problems. The second axis encompassed psychosocial understanding,
which encompassed participants’ perceptions of the Al's social and cognitive role,
the duality of performance perceptions, and the dynamics of feedback in interaction
with the Al. Participants’ experiences are the outcome of a dynamic process that
involves the interaction of prior expectations, perceptions of the quasi-therapeutic
role, the quality of the emotional relationship, and the ongoing evaluation of the
system’s performance, as indicated by the results.
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Investigating the Dimensions of Interaction and the Nature of Human
Experience with a Persian Artificial Intelligence Chatbot

Extended Abstract
Aim

The primary aim of this study is to explore and explicate the lived experiences of users interacting with an
emerging form of psychological support: artificial intelligence—based psychologist chatbots. As contemporary
societies undergo rapid technological transformation, digital systems increasingly influence individuals’
perceptions of self, relationships, and help-seeking behaviors. In mental health, this shift has increased interest in
accessible and scalable services, particularly in response to the global burden of mental health disorders and
persistent barriers to traditional psychological services (Noble et al., 2022). Online services may also provide

advantages such as 24-hour accessibility, anonymity, privacy, and ease of use regardless of geographical location
(Kypri & McAnally, 2005; Lieberman & Huang, 2008).

Previous research suggests that artificial intelligence systems may offer advantages over human-based
services in some functional domains because of their scalability, consistency, and cost-effectiveness (Wafa &
Hussain, 2021). Accordingly, Al-driven therapeutic chatbots have increasingly been studied, mainly through
quantitative approaches focusing on effectiveness, symptom reduction, and technology acceptance. However,
despite the growing literature on human—Al interaction, limited attention has been given to users’ subjective
experiences, particularly how they emotionally, cognitively, and relationally experience interaction with Al-
based psychological support systems (Jiang et al., 2024). Outcome-based measures provide valuable information
but offer limited insight into how users perceive the Al’s role, emotionally engage with it, and construct meaning
throughout the interaction. This highlights the need for qualitative, experience-oriented research on human—Al
therapeutic encounters.

This gap is particularly important for Persian-language psychological chatbots. MANA, a Persian-language
psychologist chatbot, was developed through the collaboration of engineers and faculty members in psychology
and educational sciences at the University of Tehran to facilitate access to mental health support for Persian-
speaking users. The present study was conducted before MANA was publicly released, and the chatbot was
provided exclusively to the study participants. The study aimed to examine users’ experiences and perceptions of
interacting with MANA and to identify its limitations and areas for improvement.

Given the novelty of Persian-language psychologist chatbots in Iran and the limited evidence regarding
Persian-speaking users’ experiences with such systems, the present study seeks to explore the dynamics of
human interaction with MANA, focusing on users’ perceptions and emotional responses during interaction. The
findings may contribute to a deeper understanding of human responses to Al-based psychological support and
inform the development of more responsive and user-centered systems.

Methodology

This study employed a basic qualitative design based on grounded theory to explore users’ experiences and
perceptions of interacting with the Persian-language AI psychologist chatbot “Mana.” A grounded theory
approach was used to conceptualize and categorize the dimensions and characteristics of human—AlI interaction
based on participants’ interview data, while allowing the emerging theory to develop through ongoing
interpretation and reflection.

Participants were selected through purposive theoretical sampling. A total of 16 participants aged 20—45
years were recruited through calls posted in student social media groups in Tehran Province. Inclusion criteria
included basic computer typing skills and willingness to participate in the study. Following each interview, the
data were analyzed to guide the selection of subsequent participants. Sampling and analysis continued until
theoretical saturation was reached after the sixteenth interview, when no new categories or dimensions emerged.

Data were collected from December 2024 to May 2025. Participants interacted with Mana using a computer
provided exclusively for the study at the Faculty of Psychology and Educational Sciences, University of Tehran.
The interaction lasted approximately 30 minutes on average, depending on participants’ preferences, and was
followed immediately by an individual, face-to-face semi-structured interview. The interviews focused on
participants’ expectations and perceptions of the chatbot, their experiences of being heard and receiving
empathy, and their emotional and psychological responses during the interaction. All interviews were conducted
with written and verbal informed consent, audio-recorded, and transcribed verbatim.
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Data analysis was conducted concurrently with data collection using manual open, axial, and selective coding
and constant comparative analysis. Emerging findings were used to reflect on and refine the interview questions
during the research process. To enhance trustworthiness and transferability, researcher triangulation, maximum
variation, and thick description were employed (Tisdell et al., 2025). Other members of the research team
independently reviewed the extracted codes and categories, and discrepancies were discussed to reach consensus.
Findings

Analysis of 16 interviews generated 980 open codes and 31 categories, with theoretical saturation reached
after the sixteenth interview. Through axial and selective coding, the findings were organized according to the
grounded theory paradigm, including causal conditions, contextual conditions, intervening conditions,
action/interaction strategies, and consequences.

Two overarching themes emerged: (1) participants’ functional evaluation of the AI psychologist and (2)
participants’ psychosocial perception of the Al psychologist. The first theme included perceptions of the
chatbot’s technical and functional capabilities, dialogue structure and coherence, accessibility, and limitations in
problem analysis and solution generation. The second concerned perceptions of the chatbot’s personality and
social role, the ambivalence of its performance, feedback dynamics, and its analytical and cognitive functions.

The findings showed that participants’ experiences were influenced by contextual and intervening conditions,
including previous experience with international Al chatbots, expectations of the system, conversational tone,
perceived similarities and differences between Al and human psychologists, and limitations in empathy and
human-like communication. Repetitive or generalized responses were also perceived as affecting the quality of
interaction.

Participants suggested improving the chatbot through more empathic and human-like communication, greater
personalization, and additional interactional features. They also identified a potential strategic and advisory role
for Al in providing practical suggestions and guiding conversations through targeted questions. The
consequences included viewing Al as either a complementary psychological support tool or a system that should
be used cautiously because of limited trust in its ability to replace human psychological support. Emotional
responses ranged from curiosity, pleasure, comfort, and emotional safety to disappointment, frustration, anxiety,
boredom, and fluctuating emotional reactions.

Table 1. Themes and Constituent Categories

Theme Constituent Categories
Participants’ Functional Assessment of the Al’s structural and technical capabilities; technical and functional
Evaluation of the Al attributes of the Al as a counseling tool; perceived ineffectiveness in generating solutions
Psychologist and analyzing problems; perceived structure and coherence of Al-driven dialogue

Participants’ Psychosocial  Perceived personality and social role of the Al; ambivalence in perceptions of the Al’s

Perception of the Al performance; dynamics of feedback during interaction with the Al; influence of the AI’s
Psychologist analytical and cognitive role
Conclusion

The findings indicate that interaction with a Persian Al psychologist chatbot is a complex and dynamic
process shaped by the system’s technical capabilities, users’ expectations, previous Al experience, and
perceptions of its therapeutic role. The grounded theory model showed that causal, contextual, and intervening
conditions, together with users’ interaction strategies, influenced their experiences and subsequent responses.
Technical and functional capabilities, dialogue structure, response quality, conversational tone, and perceived
similarity to human psychologists were important factors in shaping interaction.

A central finding was the coexistence of perceived cognitive usefulness and relational limitations.
Participants valued the chatbot for providing information, organizing thoughts, analyzing problems, and offering
cognitive support, while its accessibility and perceived neutrality could facilitate discussion of personal
concerns. However, limitations in genuine emotional understanding, empathy, nonverbal communication, and
sustained interpersonal connection restricted the perceived depth of the therapeutic relationship. These findings
are consistent with previous research on the limitations of Al in empathy and interpersonal understanding
(Palanica et al., 2019; Nyakhar & Wang, 2025; Sedlakova & Trachsel, 2023).

Participants suggested greater personalization, empathic and human-like communication, improved response
style, and multimodal features to enhance interaction. Their emotional experiences ranged from curiosity,
satisfaction, and comfort to disappointment, frustration, hesitation, and limited trust. Thus, Al was generally
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perceived as more appropriate as a complementary psychological support tool than as a replacement for human
therapists, consistent with previous findings on users’ cautious attitudes toward Al in sensitive therapeutic
contexts (Moldt et al., 2023; Kretzschmar et al., 2019).

The study was limited by its relatively specific participant group, the lack of systematic examination of some
individual differences, and the absence of longitudinal assessment. Future research should examine more diverse
populations, long-term experiences, hybrid human—Al models, and personalized and multimodal systems using
both qualitative and psychological outcome measures.

Keywords: Human-Al Interaction, Persian Chatbot, Users’ Experience.
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