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Abstract. Before interacting with a futuristic technology such as a
robot, there is a lot of space for the creation of a whole set of expec-
tations towards that interaction. Once that interaction happens, users
can be left with a hand full of satisfaction, dissatisfaction, or even a mix
of both. To study the possible role of experience as a mediator between
expectation and satisfaction, we developed a scale for HRI that measures
expectations and satisfaction of the users. Afterwards, we conducted a
study with end-users interacting with a social robot. The robot is being
developed to be an empathic robotic tutor to be used in real schools,
with input from primary end-users (children). Children’s expectations
and subsequent satisfaction after the interaction with the robotic tutor
were analysed. The results can be fed back to the system developers on
how well it is being designed for such a target population, and what
factors regarding their expectation and satisfaction have shifted after
the experience of interaction. By delivering on the children’s expecta-
tions, we aim to design a robotic tutor that provides enough satisfaction
to sustain an enjoyable and natural interaction in the real educational
environment.

Keywords: Human-Robot Interaction · User-centered design · Robotic
tutor · Expectation · Satisfaction

1 Introduction

Robotic characters are becoming widespread as useful tools in assistive [12],
entertainment [17] and tutoring applications [7]. Besides, robots can be consid-
ered a mediatic type of technology as they are easily associated with science-
fiction culture (e.g., sci-fi novels, movies and adverts), making the expectations
of people towards robot’s an important aspect to consider in the process of
designing and creating a robot. In fact, sci-fi culture ends up delivering informa-
tion, most of the times unrealistic information, about a type of technology that
is nowadays being created, bringing expectations over robots that are far from
being achieved [3]. It is well known that previous expectations strongly influence
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satisfaction, so analysing initial expectations of users before interacting with a
robot becomes important when concluding about their subsequent satisfaction
of the experience.

The novelty of our work regards the measurement of the expectations and
satisfaction levels that users have towards a robot, to serve as an input that
informs the iteractive process of designing and creating a social robot. In line with
this, we developed the Technology-Specific Expectation Scale (TSES) to mea-
sure users’ expectations before seeing and before interacting with a robot, and the
Technology-Specific Satisfaction Scale (TSSS) to measure their satisfaction after
the experience of interaction. Both scales constitute a novel metric in HRI, lead-
ing to a new complementary way of approaching the iteractive process of design-
ing a social robot. We base our research in the study of the expectations that
children had towards the possibility of interacting with a robotic tutor and com-
pare such expectations with the satisfaction level after the interaction. The robot
used throughout this paper is being developed in the FP7 EU EMOTE project1

to be an autonomous empathic robotic tutor aimed to teach topics about sus-
tainable development to children in schools. The study followed a methodology
that merges an autonomous robot with a Wizard-of-Oz (WoZ) [19]. The motiva-
tion of this research underlies the measurement of children’s satisfaction towards a
robotic tutor in an educational environment to serve as an input to inform further
design developments of the same tutor. The evaluation of expectations/satisfac-
tion involves factors related with education and learning, such as the perceived
capabilities of a tutor. We aim to understand which features of the robotic tutor
meet the expectations of children, and which do not. Thereafter, we will detain
key-information about which still need refinement and which are performing well.
Moreover, most people (including the children that participated in this study)
never had any previous experience with social robots, so we anticipated that peo-
ple detain preconceived ideas about this type of technology, built upon sci-fi cul-
ture. Due to this, expectations and satisfaction regarding the fictional views of the
robot were also assessed and taken into account, enabling a contextualised inter-
pretation of results.

Thus, in this paper we present the developed scales for measuring expectation
and satisfaction in HRI; the results of the administration of the TSES and TSSS
to children towards an empathic robotic tutor for education; and guidelines that
inform the design based on this novel metric for HRI. In line with this, we
formulate the following study hypothesis:

H1 The expectations that children have regarding the experience of interacting
with a robotic tutor will be high as robots are part of strong sci-fi culture
that children are familiar with.

H2 By building a robotic tutor inspired in real teacher-student interactions,
children will detain high satisfaction levels after the experience of interaction.

1 EMOTE project: http://www.emote-project.eu/

http://www.emote-project.eu/
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2 Related Work

Expectation and satisfaction are concepts that influence the way we evaluate
experiences. In this Section, we will detail about such concepts and relate them
with HRI applied to education.

2.1 Expectation and Satisfaction in HRI: Definition of Concepts

In the field of HRI, Bartneck and Forlizzi (2004), have defined a social robot
as “an autonomous or semi-autonomous robot that interacts and communicates
with humans by following the behavioral norms expected by the people with whom
the robot is intended to interact” [4]. On the creation of robots that are intended
to interact with people in daily life, Wistort (2010), has also brought up the
fact that “the form of a robotic character greatly determines the affordances it
provides, influencing the perceived function of the character”. This means that
people immediately create expectations about a robotic character once they see
it, just based on its appearance. The majority of robots’ appearance is presented
to people through sci-fi culture, showing them robots that are far different from
the real developed robots, thus stimulating peoples’ preconceived ideas (expec-
tations) about the functions of robots [21].

Moreover, the Expectation-Confirmation Theory (ECT) is widely used in
the consumer-behaviour literature to understand consumers’ satisfaction after
purchasing a product. According to this theoretical framework, consumers first
form an initial expectation of a product, and during a period of initial consump-
tion (experience of the product), they assess its performance to determine if
their expectations are confirmed. Finally, they form a satisfaction towards the
product based on their confirmation level and expectation on which that con-
firmation is based [15]. In line with this, ECT appears as a framework that can
inspire metrics for the design and development of future technology, such as a
robotic tutor for futuristic classrooms. So, expectations provide a baseline or ref-
erence level for users to form evaluative judgements about the experience with
a product in which lower expectations usually influence satisfaction positively,
if the previous expectations are confirmed by experience [5]. Nonetheless, when
evaluating an innovative technology such as a robot, it is important to consider
that user’s expectations can be coloured by others’ opinion, sci-fi culture, or
can be tempered by the user experience [11]. On the other hand, satisfaction,
is regarded as a transient, experience-specific affect. One can have a pleasant
experience with a product, but still feel dissatisfied if it is below expectation
[13–15]. Thus, experience is what connects expectation and satisfaction [5].

2.2 Expectations and Satisfaction Towards Robots for Education

The concepts of expectation and satisfaction have been studied in teacher-
student interactions in different educational settings, such as online education
[10], e-Learning [16] and traditional classrooms [1]. Research seems to show that
student’s perceived satisfaction derives from different factors, such as the way
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the tutor’s knowledge is transferred to children, how feedback is used to support
and facilitate learning, and the level of interaction [10]. Thereby, the tutor’s com-
petencies and capabilities constitute some of the factors that will influence not
only the satisfaction that children have regarding such an experience in an edu-
cational context, but also their learning. In the context of HRI, different projects
are developing robotic tutors to support and assist children during their learning
process (e.g., CoWriter project2). Also, Alves-Oliveira and collaborators (2014),
have explored the expectations of children towards a robot that can interact with
them in their own classroom, concluding that children’s initial expectations can
help to identify the usefulness of robots [2]. In this sense, the study of expec-
tation and satisfaction towards robotic teachers and/or tutors in the context of
learning environments can be import predictors of children’s learning outcomes
and of their evaluation of the experience. Moreover, it is also important to con-
sider the concepts of expectation and satisfaction for other HRI environments,
in which the design of social robots with end-users is timely important when
shaping the future of this technology.

3 Methodology

This study took place in a school, where children performed a collaborative
learning activity about sustainability in a reserved area of a classroom. For
each session, a pair of children interacted with the robotic tutor. Together with
them, the robot acted as the tutor for the learning environment, and played
EnerCities3, which is a collaborative multiplayer serious game for learning about
sustainability that is being used in the EMOTE project.

3.1 Participants

The study sample consisted of 56 children (30 male, 25 female, 1 unknown)
aged between 14 and 16 years old (M = 14.81, SD = .48). The children that
participated in this research had consent forms signed by their caregivers and
assented to participate in the activity.

3.2 System Architecture and Set-Up

The robotic tutoring system used in the study follows the extended SAIBA model
for intelligent virtual agents [18] and is composed of a NAO Torso robot from
Aldebaran Robotics; an interactive touch table running EnerCities; four video
cameras; two lavaliere microphones; a WoZ interface; and a recorder (Fig. 1.a).
The children interacted with the system (see Fig. 1.b) both through EnerCi-
ties, and through the system’s perceptive capabilities. The system interacts
back through the robotic tutor, which performs social, expressive and game-play

2 CoWriter project: http://chili.epfl.ch/cowriter
3 EnerCities: http://www.enercities.eu/

http://chili.epfl.ch/cowriter
 http://www.enercities.eu/
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related behaviour. The perceptive capabilities of the system includes detecting
and tracking the children’s head location, gaze direction, eyebrow movement
(AU2 and AU4 [9]), and which child is currently speaking. This is all performed
by the Perception Module, using the Kinect and the lavalier microphones.

Fig. 1. a) Real environment setup. b) System architecture

The multimodal expressive behaviour (e.g., speech, gaze, animation) is man-
aged by Skene which also includes a Gaze-state-machine, allowing the embod-
iment to perform semi-autonomously [18]. It is fed with information from
the Perception Module and students’ game-play actions from EnerCities to
autonomously manage timing and expressive resources.

The robot’s collaborative AI is a module capable of informing the game-
playing and pedagogical decision-making of the robotic tutor that performs
autonomously. The AI also incorporates a social component that continuously
monitors each player’s actions and automatically adjusts the tutor’s strategy in
order to follow the group’s “action tendency” [20]. The Wizard was a researcher
that was in a completely separate room, controlling the robotic tutor’s high-
level expressive behaviour (e.g., the timings to perform pre-defined utterances),
using a specially designed user-interface. The AI selects a game move and makes
it available for the Wizard to perform at the appropriate moment. This allows
the Wizard to control the flow of interaction along with the flow of the game,
without having to decide upon the game state and game actions. Finally, low-
level and contingent behaviours remain autonomously controlled by Skene, which
acts according to the high-level decisions performed by the Wizard and events
triggered from the Perception Module.

3.3 Measures

To evaluate children’s expectations and satisfaction, a TSES was created inspired
in the Bhattacherjee and Premkumar (2004) scale [6]. Our scale was developed
addressing aspects that inform about the state of the robotic tutor’s develop-
ment, in order to support further refinement. The TSES is composed of 10 ques-
tions allocated in 2 dimensions: Capabilities and Fictional view of the robotic
tutor. It was used as a baseline questionnaire to measure children’s expectations
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before seeing and interacting with the robotic tutor. Then, the TSSS was used as
a post-questionnaire, applied after the interaction, to understand how children’s
subsequent satisfaction performed. Each scale is composed of equal questions to
secure comparison between expectations and satisfaction, with different verbs
tenses to meet different temporal experiences with the robotic tutor 4. Children
could rate their expectation level in the TSES in a 5 point type-Likert scale,
ranging from 1 - Very low expectation; 2 - Low expectation; 3 - Neutral ; 4 - High
expectation; 5 - Very high expectation. The same Likert scale was used for the
TSSS, substituting the word “expectation” for “satisfaction”.

In order to understand whether the items of the scale were internally con-
sistent, a Cronbach’s Alpha was run. The scales had a good level of internal
consistency for the 5 items of the Capabilities dimension (α = 0.770) and for the
5 items of the Fictional view dimension (α = 0.749) [8]. Thereafter, the Capa-
bilities dimension served to inform about the expectations that children had
towards the robotic tutor’s capabilities, and how their satisfaction performed
after the interaction experience. An example of a question that aimed to eval-
uate the expectation towards the robotic tutor’s capabilities is the following:
“I think the robotic tutor will be able to understand me.” The Fictional view dimen-
sion relates with impressions created mostly by sci-fi culture, such as movies and
novels, and an example is the following: “I think the robotic tutor will be similar to
the robots I see in movies.”. In addition, two more questions regarding the robotic
tutor’s Competencies were administrated: 1) “I think the robotic tutor will be a
good game companion.”; 2) “I think the robotic tutor will be the one that plays
better.”. The latter questions served to understand the perception that children
had on the performance of the robot.

3.4 Procedure

The pair of children was invited into a separate room where they had no contact
whatsoever with the educational setup, including the robotic tutor. This was
a constraint to ensure that children’s expectations were not influenced by any
previous contact. At this point, the TSES was individually and separately applied
to each child. After completion, the pair of children were led to the main room
where the interaction with the robotic tutor took place. Children engaged in
interaction in the real context of use for 20 minutes playing the EnerCities game
with the robotic tutor. For this period of time, children were left alone in the
main room with the robot, being able to freely interact and communicate with
it. A researcher partially controlled the behaviour of the robot from a different
room, in a WoZ methodology experiment, meaning that children were not aware
that a third person controlled some of the behaviours of the robotic tutor. The
game-play ended at the instruction of the robotic tutor. Afterwards, a researcher
invited the participants to enter the same initial room where the TSSS was
individually applied to each children.

4 The TSES and the TSSS are available here: http://gaips.inesc-id.pt/∼poliveira/
Alves-Oliveiraetal.2015.pdf

http://gaips.inesc-id.pt/~poliveira/Alves-Oliveiraetal.2015.pdf
http://gaips.inesc-id.pt/~poliveira/Alves-Oliveiraetal.2015.pdf
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Fig. 2. Expectation and satisfaction of children towards the robotic tutor’s capabilities
and fictional view.

4 Results

To better understand the distribution of the results, data was re-arranged in 3
new categories, with a range of Lower Expectation/Satisfaction (scores below 3
in the initial 5 point type-Likert scale were clustered), Neutral Expectation/Sat-
isfaction (scores equal to 3); Higher Expectation/Satisfaction (scores over 3 in
the initial scale were also clustered).

4.1 Expectations and Satisfaction Towards a Robotic Tutor

Results seem to indicate that the children mostly had lower expectations about
the robotic tutor in fictional terms (42.5%) and had higher expectations about
the robotic tutor’s capabilities (54.6%), whereas some of the children were neu-
tral in terms of the expectations both towards the robotic tutor’s capabilities
(25.0%), and fictional view (27.9%) (see Fig. 2), which partially corroborates our
first study hypothesis, which states that expectation of children would be high
as robots are part of sci-fi culture. Regarding the satisfaction levels, results seem
to suggest that when evaluating the robotic tutor after having experienced it,
children’s satisfaction levels seem to follow the expectations they previously had
(see Fig. 2). This suggests that the majority of children who had higher expec-
tations about the robotic tutor’s capabilities (54.6%), seem to sustain higher
satisfaction levels after the interaction (48.6%). Regarding the expectations of
fictional view, results suggest that children had both higher (29.6%) and lower
expectations (42.5%) of sci-fi culture towards the robotic tutor. The subsequent
satisfaction indicates that children continued to have a mix of higher (32.1%) and
lower (39.6%) satisfaction when evaluating this dimension. Thereby, the overall
satisfaction towards the robotic tutor capabilities is higher, with no significant
results between expectation and satisfaction levels. These results corroborate
our second study hypothesis, which states that children will detain high satis-
faction levels when evaluating the capabilities of a robotic tutor, after having
experienced it.

In sum, the results of one iteraction seem to show that the current capa-
bilities of the partially autonomous robotic tutor are at an appropriate level of
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Fig. 3. Differences in expectation and satisfaction with experience.

development to sustain a collaborative educational interaction between an arti-
ficial tutor and students in a school classroom. Children seem to have had a
positive experience of the interaction, as their expectations were accompanied
by high levels of satisfaction. In addition, children’s fictional views had lower
levels, translating to more realistic expectations towards this technology.

A statistically significant difference was also found for the additional ques-
tions regarding aspects of the perceived competence of a robotic tutor, suggesting
the interaction with the robotic tutor elicited a statistically significant change in
the scores of satisfaction in comparison with expectation (Z = -3.127, α = .002).
Therefore, the majority of children expected the robotic tutor to be a good game
companion (75.0%) and after the interaction almost all children revealed higher
satisfaction levels towards the tutor’s competence (94.6%) (see Fig. 3). For the
second question that assesses the competence of the robotic tutor, a significant
result was also found (Z = -2.636, α = .008), revealing that the majority of chil-
dren expected the robotic tutor to play best in the collaborative serious learning
game about sustainability (69.6%), showing a significant decrease in their sat-
isfaction after the interaction (50.0%). This result goes in line with the design
process, as the robotic tutor had been developed to be a peer companion in the
serious game, guiding children through the game rules and dynamics, but at the
same time, having a similar hierarchical role in the game.

5 Conclusions and Future Work

This paper focuses on expectation and satisfaction in HRI and presents a novel
metric for HRI. It aimes to address expectations and satisfaction of children
towards an empathic robot tutor being developed in the EMOTE project to
be included in an educational environment. The study of these concepts is cru-
cial when developing a robotic tutor, as students’ expectations and satisfac-
tion are important in education [1], being predictors of learning outcomes [10].
To measure expectations and satisfaction, a TSES and a TSSS were developed
and applied before and after the experience of the interaction with the robotic
tutor. The results show that children had high expectations about the robotic
tutor’s capabilities, being followed by the same high levels of satisfaction. This
result informs us that the behaviours of the robotic tutor in a 20min-interaction
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in a learning environment seem to meet expectations by their end-users. In addi-
tion, this suggests that state of the development of the partially autonomous
robotic tutor for the classroom seems to be in an appropriate state to enable
small group interactions with children. Results also show that the expectations
regarding the fictional view of the robotic tutor are lower and remain lower after
the interaction, which means that although children are exposed to sci-fi media,
their expectations seem to be adapted to reality.

Overall, the design methodology inspired in real teacher-student interaction
seems to have positive outcomes when testing the robotic tutor in its future envi-
ronment with its future end-users. However, other possible outcomes of results
can emerge when applying the TSES and the TSSS in the design process of
creating a robot. An example of another possible outcome can be finding that
users have high expectations regarding the fictional view of a robot, and high
expectations regarding its capabilities. If the satisfaction level of fictional view
decreases (which means it becomes more adapted to reality and further away
from sci-fi culture) and the satisfaction towards the capabilities of the robot
also decreases, this shows that the capabilities for the social robot do not meet
users’ expectations, suggesting the need for more development and refinement of
its behaviours. Moreover, by looking at the items of the capabilities dimension,
details about the capabilities that do not meet expectations can be identified.

Since the future of HRI will mostly be in people’s homes and personal lives,
our belief is that in order to build and create a valid futuristic technology that
generates a positive experience and provides satisfaction to users, it is essential to
involve them throughout this creative process. By measuring users’ expectations
and satisfaction, we are bringing input from the real-world users and stakeholders
as co-designers of their future technologies.

In the future, we aim to measure expectation and satisfaction in a totally
autonomous robotic tutor to understand how artificial social decisions are per-
ceived by users (e.g., timing), and how satisfied they feel towards them, providing
insights about the design over time. Also, we will explore the relation between
expectations, satisfaction, and children’s learning outcomes.

Acknowledgments. This work was partially supported by the European Commission
(EC) and was funded by the EU FP7 ICT-317923 project EMOTE and partially sup-
ported by national funds through FCT - Fundação para a Ciência e a Tecnologia, under
the project UID/CEC/50021/2013 and by the scholarship SFRH/BD/97150/2013. The
authors are solely responsible for the content of this publication. It does not represent
the opinion of the EC, and the EC is not responsible for any use that might be made
of data appearing therein. The authors thank all children and teachers from Externato
Maristas de Lisboa (Portugal).

References

1. Allen, M., Bourhis, J., Burrell, N., Mabry, E.: Comparing student satisfaction with
distance education to traditional classrooms in higher education: A meta-analysis.
The American Journal of Distance Education 16(2), 83–97 (2002)



30 P. Alves-Oliveira et al.

2. Alves-Oliveira, P., Petisca, S., Janarthanam, S., Hastie, H., Paiva, A.: How do you
imagine robots? Childrens’ expectations about robots. In: Workshop on Child-
Robot Interaction at IDC14 - Interaction Design and Children (2014)

3. Bacon-Smith, C.: Science fiction culture. University of Pennsylvania Press (2000)
4. Bartneck, C., Forlizzi, J.: A design-centred framework for social human-robot inter-

action. In: 13th IEEE International Workshop on Robot and Human Interactive
Communication, RO-MAN 2004, pp. 591–594 (2004)

5. Bhattacherjee, A.: Understanding Information Systems Continuance: An
Expectation-Confirmation Model. MIS Quarterly 25(3), 351–370 (2001)

6. Bhattacherjee, A., Premkumar, G.: Understanding changes in belief and attitude
toward information technology usage: a theoretical model and longitudinal test.
MIS Quarterly 28(2), 229–254 (2004)

7. Castellano, G., Paiva, A., Kappas, A., Aylett, R., Hastie, H., Barendregt, W.,
Nabais, F., Bull, S.: Towards empathic virtual and robotic tutors. In: Lane, H.C.,
Yacef, K., Mostow, J., Pavlik, P. (eds.) AIED 2013. LNCS, vol. 7926, pp. 733–736.
Springer, Heidelberg (2013)

8. Cortina, J.M.: What is coefficient alpha? An examination of theory and applica-
tions. Journal of Applied Psychology 78(1), 98 (1993)

9. Ekman, P., Friesen, W.: Measuring Facial Movement. Environmental Psychology
and Nonverbal Behavior 1(1), 56–75 (1976)

10. Eom, S.B., Wen, H.J., Ashill, N.: The determinants of students’ perceived learning
outcomes and satisfaction in university online education: An empirical investiga-
tion*. Decision Sciences Journal of Innovative Education 4(2), 215–235 (2006)

11. Fazio, R.H., Zanna, M.P.: Direct experience and attitude-behavior consistency.
Advances in Experimental Social Psychology 14, 161–202 (1981)
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