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Abstract

Generative Al has the ability to interact in a conversational manner and understand natural language,
where there are a variety of programs available. If Generative Al is high-performance with the ability to
answer questions similar to humans, it will impress users and be useful for customer service applications.

Therefore, the objective of this research was to evaluate and compare the effectiveness of customer
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questioning-answering services generated by Generative Al models, namely ChatGPT, Claude, and Gemini.
The research procedure involved preparing a dataset of questions and accurate answers, generating
responses using Generative Al models (ChatGPT, Claude, and Gemini), and assessing these responses using
the ROUGE-L algorithm and the evaluation of experts to compare the efficiency of each model's answers.
ChatGPT, Claude, and Gemini were used to answer questions in two formats: the standard prompt format
and a roleplay prompt format, with each question answered three times per format. The results of this
study were as follows: 1) According to the standard format evaluation using the ROUGE-L algorithm, the
answers generated by ChatGPT were most similar to the correct answers, with an average score of 0.26547.
In the roleplay format, ChatGPT also produced answers most similar to the correct ones, with an average
score of 0.29307; 2) Regarding the expert evaluations of the standard format responses, ChatGPT's answers
were rated the closest to the correct ones, with an average score of 4.1556. In the roleplay prompt format,

ChatGPT again scored the highest similarity, with an average of 4.2867.
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Hudwiuaznsdlagndnuintu Wfsngugndildniied uamsaliuinagndnldvansnwiuagianetoamis
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Generative Al Standard prompt Roleplay prompt \WasuuUas)
ChatGPT 41.28 58.11 40.77
Claude 77.76 79.38 2.08
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Standard prompt Roleplay prompt
Generative Al = =
X S.D. X S.D.
ChatGPT 0.26547 0.23861 0.29307 0.27855
Claude 0.22400 0.20983 0.22993 0.23479
Gemini 0.23213 0.24761 0.23747 0.23288
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Standard prompt Roleplay prompt
Generative Al - -
X S.D. X S.D.
ChatGPT 4.1556 0.32126 4.2867 0.21670
Claude 3.8733 0.32887 4.0178 0.31534
Gemini 3.9622 0.43125 4.0222 0.31190
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