Chatbot

The chatbot is a virtual assistant designed to streamline interactions. While it
can handle routine queries effectively, complex issues may require human
intervention. Continuous testing and refinement ensure its effectiveness and
usability, aiming to improve productivity and user experience.
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Impact on society
What impact is expected from your technology?

What is exactly the problem? Is it really a problem? Are you sure?
The problem at hand is the inefficiency in customer service processes,

coming from manual handling of inquiries. Yes, it's a genuine issue as it can
lead to delays, inconsistent support, and increased workload. This is a
common challenge in customer service management, and implementing a
chatbot solution can significantly improve efficiency and customer
satisfaction.

Are you sure that this technology is solving the RIGHT problem?
We can't offer absolute certainty without conducting a comprehensive

analysis of BAS world' specific challenges and needs. However, based on the
information provided, the technology appears to target inefficiencies in
customer service processes, which aligns with common pain points in
businesses. To be absolutely sure, ongoing evaluation and validation through
feedback with the client is crucial.

How is this technology going to solve the problem?
The technology solves the problem by implementing a chatbot solution

tailored to BAS world's customer service needs. It improves efficiency by
automating responses to routine inquiries, provides 24/7 availability and
scales easily to handle fluctuations in inquiry volume. Thorough testing,
research, and continuous evaluation will ensure its effectiveness in
addressing the problem.

What negative effects do you expect from this technology?
Possible user frustration, loss of personalization, data privacy concerns,

dependency on technology, and technical issues. To mitigate these risks, it's
crucial to conduct user testing, implement security measures and monitor
performance to address issues promptly.

In what way is this technology contributing to a world you want to live
in?

It improves efficiency and customer experience in the BAS trucks industry,
benefiting users in the short term with quicker responses and better support.
In the long term, it contributes to the company's growth.

Now that you have thought hard about the impact of this technology
on society (by filling out the questions above), what improvements

https://www.tict.io 2/15 July 5, 2025 5:44 PM



Technology Impact Cycle Tool

Chatbot

would you like to make to the technology? List them below.
Privacy measures, human oversight, continuous deployment, and

accessibility.
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Hateful and criminal actors
What can bad actors do with your technology?

In which way can the technology be used to break the law or avoid the

consequences of breaking the law?
The technology could be misused for illegal activities such as fraud, privacy

violations, harassment, and facilitating illegal transactions.

Can fakers, thieves or scammers abuse the technology?
Yes, individuals could abuse the technology for malicious purposes such as

phishing scams, spreading misinformation and identity theft.

Can the technology be used against certain (ethnic) groups or (social)

classes?
Yes, it could potentially. For example biased algorithms, language bias,

stereotyping in responses, selective accessibility, and targeted harassment.

In which way can bad actors use this technology to pit certain groups
against each other? These groups can be, but are not constrained to,

ethnic, social, political or religious groups.
Bad actors could misuse the technology to deepen divisions between ethnic,

social, political, or religion through the chatbot. They may manipulate public
opinion, create echo chambers, and orchestrate targeted attacks to polarize
society further.

How could bad actors use this technology to subvert or attack the

truth?
Bad actors could use the chatbot to spread misinformation, fabricate

evidence, and manipulate public discourse, undermining trust in reliable
information sources.

Now that you have thought hard about how bad actors can impact this
technology, what improvements would you like to make? List them

below.
Advanced content moderation, strong user authentication, ethical standards

for chatbot design and continuous monitoring.
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Privacy
Are you considering the privacy & personal data of the users of your
technology?

Does the technology register personal data? If yes, what personal
data?

The technology could collect personal data such as names, contact details,
user preferences, conversation history.

Do you think the technology invades the privacy of the stakeholders? If
yes, in what way?

The technology may invade stakeholders' privacy by collecting personal data
without consent, storing data insecurely, lacking transparency, and potentially
allowing for misuse. Adherence to principles like transparency, consent, data
minimization, security, and accountability is crucial. Whether the invasion of
privacy is allowed depends on legal frameworks and context. The technology
should consider proportionality and subsidiarity to minimize privacy risks.

Is the technology is compliant with prevailing privacy and data

protection law? Can you indicate why?
Our technology prioritizes stakeholder privacy by ensuring transparent data

practices, obtaining explicit consent for data collection, minimizing data
usage to what's essential, and implementing robust security measures.

Does the technology mitigate privacy and data protection risks/

concerns (privacy by design)? Please indicate how.
Yes, our technology follows privacy by design principles to mitigate privacy

and data protection risks. We collect only necessary data, encrypt data,
obtain user consent, and continuously improve our privacy practices to
comply with regulations and best practices.

In which way can you imagine a future impact of the collection of

personal data? . .
The future impact of personal data collection could lead to advancements in

personalized services, targeted advertising, and improved user experiences.
However, there are concerns about privacy infringement and surveillance.
Additionally, the aggregation of vast amounts of personal data could pose
risks of data breaches, identity theft, and discrimination.
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Now that you have thought hard about privacy and data protection,

what improvements would you like to make? List them below.
Enhance encryption for data security, integrate privacy into design from the

start, ensure transparency in data practices, minimize collected data to
reduce risk, offer precise user consent options and conduct regular
compliance checks.
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Human values
How does the technology affect your human values?

How is the identity of the (intended) users affected by the technology?
The technology likely wouldn't significantly impact users' identity. Its primary

function is to assist users in browsing and obtaining information about trucks.

How does the technology influence the users' autonomy?
The technology aids users in decision-making without making choices for

them. It doesn't foster significant dependency or addiction and allows users
to disconnect easily. Users can independently interact with the chatbot
without assistance from others, empowering them to make informed
decisions about purchasing trucks. Clear guidelines help users navigate
when more personalized assistance is required.

What is the effect of the technology on the health and/or well-being of

users?
The technology aims to alleviate stress and confusion by providing

convenient customer support. It's designed to be user-friendly and not
manipulative or frightening. Extreme use is unlikely to cause pain or injuries.
Overall, the chatbot contributes positively to users' well-being by offering
quick access to information and reducing frustration in navigating the truck-
buying process.

Now that you have thought hard about the impact of your technology
on human values, what improvements would you like to make to the

technology? List them below.
Include features promoting mental well-being and ensure the interface is

user-friendly, respect user preferences, identities, and privacy, maintain
transparency in data usage and provide avenues for feedback, continuously
update and refine the chatbot based on user input and evolving needs.
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Stakeholders

Have you considered all stakeholders?

This category is not applicable for this technology.
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Data

Is data in your technology properly used?

Are you familiar with the fundamental shortcomings and pitfalls of

data and do you take this sufficiently into account in the technology?
Yes, I'm aware of the fundamental issues with data. The technology

addresses these by ensuring data accuracy, transparency, and reliability.

How does the technology organize continuous improvement when it

comes to the use of data? _ .
The technology implements a continuous improvement process for data

usage by incorporating feedback loops and monitoring data quality and
relevance over time.

How will the technology keep the insights that it identifies with data

sustainable over time?
To ensure the sustainability of insights derived from data over time, the

technology adheres to long-term legal permissions for data processing and
regularly updates data and algorithms.

In what way do you consider the fact that data is collected from the

users?
The consideration of user data collection involves ensuring fairness and

transparency in how data is used, especially if the technology profits from it.

Now that you have thought hard about the impact of data on this
technology, what improvements would you like to make? List them

below.
Clearly communicating data policies to users, empower users to manage

their data, ensuring data accuracy and completeness, sustainability and
establishing feedback loops for ongoing enhancement.
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Inclusivity
Is your technology fair for everyone?

Will everyone have access to the technology?
Access to the technology may vary based on factors like internet connectivity,

digital literacy, and affordability. Those with resources, internet access, and
digital skills are likely to have access, while marginalized communities, those
lacking internet infrastructure, and individuals with financial constraints may
not.

Does this technology have a built-in bias?
It could inherit biases, for instance if the data they are trained on or the way

they are designed reflects biases present in society. For example, if the
dataset used to train the chatbot contains biased language or reflects
societal stereotypes, the chatbot's responses could perpetuate those biases.

Does this technology make automatic decisions and how do you

account for them?
Since chatbots use algorithms and machine learning, ensuring transparency

and fairness is key. Techniques like algorithm explainability help users
understand decisions. Human oversight can also catch biases or
Inaccuracies.

Is everyone benefitting from the technology or only a a small group?

Do you see this as a problem? Why/why not?
The technology benefits a wide range of stakeholders rather than just a small

group. This is not inherently a problem, as long as the benefits are distributed
fairly and the implementation of the technology does not disproportionately
disadvantage any particular group. In this case, the chatbot aims to enhance
efficiency and user experience for all involved, making it a valuable addition
to the organization without excluding any specific group from its benefits.

Does the team that creates the technology represent the diversity of

our society?
Yes, our team represents a degree of diversity found in society, with

members from different nationalities, ages, and genders.

Now that you have thought hard about the inclusivity of the
technology, what improvements would you like to make? List them

below.
Enhance accessibility features, address biases in data and algorithms,
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promote diversity within the team and incorporate inclusive design principles.
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Transparency
Are you transparent about how your technology works?

Is it explained to the users/stakeholders how the technology works

and how the business model works?
Yes, it is important to ensure that users and stakeholders have access to

clear explanations about how the technology works and how the business
model operates.

If the technology makes an (algorithmic) decision, is it explained to the

users/stakeholders how the decision was reached? _
Yes, users should know how decisions are made, including data collection,

processing, and algorithmic use.

Is it possible to file a complaint or ask questions/get answers about

this technology?
Yes, providing possibilities for users and stakeholders to file complaints or

ask questions about the technology is essential for transparency and
accountability The company is easily reachable through email and phone.
Clear procedures should be in place for handling complaints, and there
should be dedicated staff available to address inquiries and provide answers

promptly.

Is the technology (company) clear about possible negative

consequences or shortcomings of the technology?
Yes, it's crucial for the technology company to be transparent about potential

negative consequences or shortcomings of the technology. Users and
stakeholders should be informed about any risks or limitations associated
with using the technology.

Now that you have thought hard about the transparency of this
technology, what improvements would you like to make? List them

below.
By clarifying how the chatbot works and explaining algorithmic decisions.
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Sustainability

Is your technology environmentally sustainable?

In what way is the direct and indirect energy use of this technology

taken into account?
Energy efficiency could be considered as part of the technology development

process. Optimizing the codebase and minimizing server requests could
contribute to reducing energy consumption.

Do you think alternative materials could have been considered in the

technology?
The materials primarily involve code and databases rather than physical

materials. Therefore, the sustainability impact related to materials is minimal
in this context. However, optimizing code and database queries can indirectly
contribute to energy efficiency by reducing server load and resource
consumption.

Do you think the lifespan of the technology is realistic?
Yes, the technology's lifespan appears realistic. Design principles such as

modularity, scalability, compatibility, documentation, continuous improvement,
and security contribute to its sustainability.

What is the hidden impact of the technology in the whole chain?
To positively influence this hidden impact, actions could include promoting

sustainable sourcing practices, implementing efficient recycling programs,
and fostering user education on responsible disposal and usage.

Now that you have thought hard about the sustainability of this
technology, what improvements would you like to make? List them

below.
Improving energy efficiency and design for durability and easy error fixing.
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Future
Did you consider future impact?

What could possibly happen with this technology in the future?

With widespread adoption, the technology could reshape customer service
norms, providing instant assistance and reducing reliance on traditional
phone-based support. Communities might become more accustomed to self-
service options and expect personalized, automated interactions.

Sketch a or some future scenario (s) (20-50 years up front) regarding
the technology with the help of storytelling. Start with at least one

utopian scenario.
In the year 2044, the BAS World chatbot has evolved into a sophisticated Al

companion. Meet Sarah, a logistics manager. Each morning, she interacts
seamlessly with the Al, which provides real-time updates on shipments and
optimizes routes for maximum efficiency.

Sketch a or some future scenario (s) (20-50 years up front) regarding
the technology with the help of storytelling. Start with at least one

dystopian scenario.
In 2044, the BAS World chatbot, now advanced beyond recognition,

becomes the primary interface for all customer interactions. However,
concerns arise as its algorithms prioritize profit over ethics. The chatbot
subtly nudges users towards more expensive options, disregarding their
actual needs. Privacy breaches become rampant as the chatbot collects and
sells personal data without consent. Society grapples with the consequences
of an Al-driven economy, where human voices are drowned out by the
relentless pursuit of profit.

Would you like to live in one of this scenario's? Why? Why not?
Neither scenario is particularly appealing. The utopian scenario presents a

world where technology enhances convenience but potentially erodes human
connections and privacy. On the other hand, the dystopian scenario depicts a
society where technology prioritizes profit over ethics, leading to privacy
breaches and societal inequality. Both scenarios highlight the complexities
and potential pitfalls of technological advancement.

What happens if the technology (which you have thought of as

ethically well-considered) is bought or taken over by another party?
If someone offers a big sum, the decision would depend on various factors,

balancing financial gain against preserving original intentions. However, it is
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not in our position to decide, as the chatbot will be handed over to BAS world
anyway.

Impact Improvement: Now that you have thought hard about the
future impact of the technology, what improvements would you like to

make? List them below.
Enhance transparency and accountability, promote user education and

responsible practices and build flexibility for evolving ethical standards.
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