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Implementation of Sentiment Analysis
in Chatbots in Spanish to Detect Signs of Mental
Health Problems

Eduardo Aguilar Yafiez, Sodel Vazquez Reyes(g), Juan F. Rivera Gomez,
Perla Velasco Elizondo, Alejandro Mauricio Gonzalez,
and Alejandra Garcia Herndndez

Autonomous University of Zacatecas, 98000 Zacatecas, Zac, Mexico
{37180547,vazquezs, jf_riverag,pvelasco, amgdark,
alegarcial}@uaz.edu.mx

Abstract. The detection of mental health problems such as depression has
become increasingly important, nowadays its increase due to various factors such
as the appearance of social networks, a global health crisis that has forced people
to isolate themselves in their homes, among others. Unfortunately, these problems
are often not detected in time because many people do not have the confidence
to express their problems to doctors, psychologists or relevant authorities, caus-
ing them to advance to a more critical stage of their condition. However, many
people feel more confident sharing their thoughts through social media platforms
or chatbots these days, which are a form of liberation where you can lessen the
social pressure to express your thoughts through anonymity. That is why this pre-
sented study proposes a system with which possible signs of mental health can
be detected. This is in a scenario of high school students (young people from
14 to 18 years old on average) through interaction with the chatbot of the high
school of the Autonomous University of Zacatecas, and using conversation flows,
the chatbot was deployed during a period where the implementation of sentiment
analysis algorithm presented an accuracy of 0.86 showing optimistic data for the
detection of signs of problems of mental health.

Keywords: Chatbot - Conversational bot - Sentiment analysis - Mental health
problems

1 Introduction

Nowadays, due to the social isolation that is carried out preventively by the SARS-Cov2
pandemic virus, the number of cases of mental health problems has been increasing.
A study of 1,210 inhabitants of 194 cities in China, post COVID, showed that 53.8%
of the participants had moderate to strong psychological impact; 16.5% had moderate
to strong depressive symptoms; 28.8% had moderate to strong anxiety symptoms; and
8.1% had moderate to strong stress levels [1].

© The Author(s), under exclusive license to Springer Nature Switzerland AG 2023
J. Mejia et al. (Eds.): CIMPS 2022, LNNS 576, pp. 196-214, 2023.
https://doi.org/10.1007/978-3-031-20322-0_14
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China, being the country in which the SARS-Cov?2 virus pandemic originated, had an
increase in mental health illnesses, which is also reflected worldwide, since according to
the WHO (World Health Organization) it was calculated that the COVID-19 pandemic
had caused a 27.6% increase (95% uncertainty interval (IU): 25.1-30.3) in cases of major
depressive disorder (MDD) and an increase of 25, 6% (95% I1: 23.2-28.0) of anxiety
disorders (AD) cases worldwide in 2020 [2].

Taking into account the above statistics, we can deduce that there is clearly an increase
in cases of anxiety, stress and depression or symptoms that are linked to these diseases.
This is a consequence of various factors, such as social isolation, pressure and danger
to medical personnel or civilians, changes in people’s routine, among others.

Technology in the field of mental health has advanced significantly in recent years,
for example, speech recognition, Natural Language Processing (NLP) and Artificial
Intelligence (AI) have been used to support the detection of symptoms of psychiatric
disorders [3]. Research has shown that artificial intelligences such as Alexa, Siri or the
Google Assistant is often considered by people as a friend or family member [4].

Currently, the use of chatbots is becoming more and more normalized, because they
allow them to automate time-consuming tasks such as the attention provided by trained
personnel in different areas and companies. In addition, chatbots are used to maintain
conversations with other people, this for research purposes or even as an alternative to
combat loneliness and depression.

The problem with most chatbots, in the case of customer service or for the detection
of certain patterns, is that very few of them offer a personalized experience for the user,
offer a poor understanding of the context or a solution to problems with little complexity.
They are simply programmed to understand certain sentences and respond with limited
options, ignoring the context or simplifying the interaction to a limited set of questions.

On the other hand, as for conversation with chatbots, they present the problem that
most are programmed to respond only with sentences that the algorithm has determined
correspond to the message that the user has inserted, making the experience with the
chatbot short, besides that many times the coherence of the conversation is lost or simply
the response is not very adequate to what the user has expressed.

Tuva Lunde Smestad, in his master’s thesis regarding improving the user experience
of chatbot interfaces, mentions that most chatbots are not doing their task properly and
result in faulty interfaces that fail to predict the simplest of questions. Furthermore, he
mentions that chatbot interactions are unintelligent, unhelpful and ineffective [4]. This
tells us that chatbots only satisfy certain basic needs of a conversation, but in a limited
and not personalized way, creating the user a feeling of lack of understanding or “tact”
on the part of the bot.

A negative scenario is that 57% of companies have implemented or are planning to
implement a chatbot as part of the services they provide soon [5]. And if this problem
persists, it could cause a loss of reliability and even revenue for companies that implement
chatbots as customer service. Not to mention that it may also cause a loss of interest in
this type of application, in addition to the fact that this completely takes it away from
the goal of simulating a conversation with a real person.

In the area of health and psychology, this problem means that the objective of helping
people to detect any disease or disorder is affected due to the simplicity of the chatbot
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conversation flow and a lack of processing of user responses. For this reason, this work
aims to use sentiment analysis in a conversational chatbot, in the area of psychology, to
detect signs of mental health problems.

Next in this article you will find a State of the art section (Sect. 2) where different
papers are compared about where sentiment analysis is used in chatbots and its use in
the area of mental health. Then there will be a Sect. 3 where the entire development
process of the prototype and its architecture will be described, a Sect. 4 where the results
obtained will be shown and a Sect. 5 where the conclusions and future work of the
investigation will be found.

2 State of Art

Next, we describe what sentiment analysis is, its use in chatbots, improvements that can
be made to chatbots, and how it has been used in the mental health context.

2.1 Chatbots

Chatbots or conversational bots are applications that use natural language processing
and/or rules defined in a question-and-answer system [6]. These have the objective of
simulating a conversation with a person through text. This type of conversation can have
the objective of just chatting with someone or it can also be to provide support and help
to customers in a company that practices e-commerce, among others.

Chatbots use natural language processing (NLP), which is the way a computer can
interpret human language based on reasoning, learning, and understanding [7]. On the
other hand, NLP is not only implementing an algorithm to respond to a text input or
process and classify the received inputs, but it is also combining different algorithms
and techniques to achieve a better understanding of the received inputs and the context
they refer to by a computer.

2.2 Sentiment Analysis in the Detection of Depression

Sentiment analysis or emotion recognition is the study of extracting specific information
such as opinions or sentiments from texts by using PLN [8].

But... What are the sentiments? Feelings are a state of mind which is given in relation
to external inputs and these are produced when the emotion is processed in the brain and
the person is aware of that emotion and the mood it produces [9].

In other words, emotions are reactions of our body based on the context that the
person is living in, while feelings are a state of mind that is produced when a person
presents an emotion. Although nowadays many uses them as synonyms.

Now, feelings have been classified in several different ways over time, but the most
common is that they are divided into positive, negative and neutral; in addition, these
three classifications are divided into more. For example, in the positive ones we find
happiness, euphoria and love, while in the negative ones we find sadness, anger or fear
and the neutral ones are the only way in which it refers to expressions without any
emotion or feeling involved [9].
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It is because of the above that, by means of sentiment analysis and the use of PLN,
it is possible to extract from texts or audio the sentiments involved in them and also the
type of opinion that a certain person has, all this by classifying the entries into positive
or negative sentiment, even with a more specific classification.

A paper in which a way to analyze sentiments in a specific way to detect depression
is proposed is the article "EmoCure" by Basantani et al. [10], which uses formulas
available on github.com for the classification of depressive texts. These formulas are the
following, in (1) it uses a for loop to go through each word in the text to be analyzed
and will validate if a word is within the list of positive words by adding one unit to the
variable sum or within the list of negative words by subtracting one unit to the variable
sum In (2) it calculates the sentiment score by dividing the variable by the number of
words in the analyzed text and finally in (3) based on the score obtained the text will
receive a label by validations where 1 is a positive text, 0 is a neutral message and —1
is a negative message:

For each word in the text do
if the word is in the positive list then
sum = sum +1

else
if the word is in the negative list then (1)
sum = sum -1
End if
End if
End for
score = (X sum)/n 2)

If score >= 0.2 then
label = 1
else
if -0.5 < score < 0.2 then

label = 0
else 3)
if score <= -0.5 then
label = -1
End if
End if
End if

The formulas shown above show a way of classifying possible depressive texts
and assigning a numerical value based on a list of words related to depression. These
same formulas were used by Yeow B, et al. to make diagnoses of people with possible
depression, comparing them with other implementations where he concludes that this is
the one with the highest classification accuracy, with a value of 78.95% [11].

Another study that contrasts with the work carried out by Basantani et al. is the one
carried out by Wang et al., where, using sentiment analysis, a method is proposed that
uses vocabulary and rules created to calculate the inclination to depression of microblogs.
In addition, a depression detection model is built based on the proposed method and 10
characteristics of depressed users derived from psychological research. Then 180 users
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and 3 types of classifiers were used to verify the model, whose accuracy is around 80%.
For later in this work, this model was used to implement it in a web application [12].

The papers [10] and [12] show two different ways of analysis where, in [ 10] the use of
alist of words used in the proposed function is described, while in [ 12] a deeper linguistic
analysis is shown where not only a vocabulary is defined but also rules which should be
followed to classify texts as depressive or not. And on the other hand, in the study carried
out by Hassan et al., an analysis of how to find the pressure level is presented based on
the implementation of the algorithms of Support vector Machine (SVM), Naive Bayes
(NB) and Maximum Entropy (ME), which all presented a classification accuracy greater
than 80% [13] as well as the function proposed in the article by Basantani et al. [10],
only that in [13] was implemented in different social networks and with a preprocessing
based on tokenization, where the SVM presents the best results with an accuracy of 84%
but with an accuracy of 91% with the test data.

2.3 Implementations of Sentiment Analysis in Chatbots

Currently, chatbots and sentiment analysis are implemented in different ways. As men-
tioned above, these can go hand in hand to provide a more pleasant and empathetic
conversation for users.

These are achieved by analyzing user responses and, based on them, classifying them
and responding according to their feelings. One of the first where a sentiment analysis
application was clearly observed was with Parry, a chatbot developed by Keneth Mark
Colby. This chatbot was designed in 1975 to behave like a paranoid person based on
the rules and structure of Eliza, but with more language understanding abilities and
emotion detection, where if the anger level of a response was high, the bot responded
with hostility [14].

Currently, sentiment analysis has been applied to different chatbots or devices, such
as Alexa and Google Assistant, both of which have an SDK open to anyone who wants
to use it for personal projects [15].

There has also been a great interest in developing chatbots and implementing sen-
timent analysis in the government sector. A clear example of this has been the chatbot
(CADELA) developed by the Spanish National Statistics Institute (SNSI) in 2019, which
is a bot in charge of conversing with elderly people to prevent depression by classifying
the answers as good, bad, or neutral sentiment [16].

All the above shows that sentiment analysis has been applied in several chatbots
and for different objectives, such as providing a better interface, analyzing messages, or
giving answers more in line with the inputs received by the chatbot.

2.4 Improving Chatbots Through Sentiment Analysis

As described above, the joint use of chatbots and sentiment analysis brings several
improvements in the interaction with them, such as: improving the accuracy of chatbots’
responses, managing the emotions of a group of people, redirecting the conversation
based on feelings, etc.

A clear example of this is presented by C. Antony et al., which shows how to integrate
emotion recognition in chatbots to make them more empathetic by responding based on
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the feelings detected in the user’s messages. They mention three important stages to
respond appropriately to the detected sentiment: preprocessing, sentiment recognition
and response generation. In the preprocessing stage, normalization, cleaning and tok-
enization of the sentences sent by the user is performed, where tokenization is the key
part of this stage as it improves the machine learning rate and inferences to a great extent
[17].

Then follows the sentiment recognition stage where the identified tokens are embed-
ded into binary vectors containing the meaning corresponding to each word. Then, these
word vectors are combined and form a matrix representation of a sentence. Attention
mechanisms are applied to filter out crucial information, thus compacting the matrix and
preserving contextual data [17]. This process is similar to the one mentioned in the article
“Combating depression in students using an intelligent chatbot” where tokenization is
also used to parse sentences [18].

The article explains that the classification of the sentences will depend on the model
of the chatbot, whether it is rule-based, PLN (automated) or a hybrid. This is because if
it is rule-based, it will submit the classification to a decision tree, if it is automated, it
will be based on a machine learning algorithm and if it is hybrid, it will combine rules
and machine learning.

In the response generation phase there are two paths: the most common is the retrieval
model, where there is a predefined set of queries and responses and the response that best
fits the context and takes into account the emotion that is chosen. While the other model,
called generation, creates responses from scratch, it is difficult to develop bots using
this model, as it requires a massive human-human interaction dataset with emotional
variants and a large amount of training time to achieve contextually accurate responses
[17].

Now, the responses sent by the chatbot can not only be text, but can go beyond that.
For a bot’s response to correspond with people’s feelings, the response should also be
reflected in the bot’s image by humanizing it, as a “human appearance can foster natural
human interaction with chatbots” [5]. In Tuva Lunde Smestad’s thesis, she created a
chatbot named Bella, to which she gave personality, causing users to have a better
experience when interacting with it, since a high level of humanity in bots provides a
more natural interaction with humans.

This is why sentiment-based responses are not only text but, for example, GIFs,
emojis and images. In the article “Chatbot-based Emotion Management for Distributed
Teams: A Participatory Design Study”, the chatbot uses these elements to send messages
about the situation of a working team and also try to reverse this emotional situation in
case there is some anger or displeasure in the team.

Another answer could be audio, Sofia Pizarro mentions that the chatbot she developed
recommends music through the Spotify API so that the user has a more pleasant and
relaxing experience when interacting with it [15].

The use of sentiment analysis brings an improvement in the accuracy of chatbot
responses as long as the right algorithms, models and architecture are chosen, and also
improves not only the accuracy but also the way users perceive the bots, because with
the right responses, the bots appear more empathetic and with a more human attitude.
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2.5 Sentiment Analysis in Chatbots to Detect Mental Health Problems

The detection of mental disorders such as anxiety or depression has been sought to be
detected through chatbots. An example is that proposed by Ana Chieng Cueva where
attention is provided via the Internet in a timely and automated manner to a user con-
cerned about their mental health who wants to mitigate, control or mitigate any level of
anxiety or depression disorder that may affect their well-being and/or current or future
behavior in society [19].

This chatbot performs an assessment on the user through a series of questions, with
limited options, which help define whether the user has any symptoms of depression,
anxiety, or other mental disorder. This tells that, through the closed flow of a chatbot,
it can evaluate symptoms of disorders and suggest actions such as advice or schedule
appointments with psychologists to prevent the disorder from progressing.

Another proposal to use chatbot for mental health, is using deep learning and PLN
not only to provide conversational assistance in the form of a friendly chatbot, but also
to provide a toolbox of useful features such as (a) SRQ (Self Reporting Questionnaire)
assessment scale, (b) K-10 KESSLER assessment scale and (c)PHQ9 (Patient Health
Questionnaire) assessment scale to maintain mental health [20]. This chatbot aims to
make the user not feel uncomfortable, with comforting conversations, friendly responses
and making the chatbot non-judgmental to the user, thus allowing a trusting environment.

The proposal by [19] presents an analysis through a questionnaire that prompts users
to answer specific questions and thus facilitates the application of sentiment analysis for
the detection of any mental health problem, but the proposal by [20] uses NLP and deep
learning so that through the messages received by the chatbot, not only analyzing the
message, but also give depth to the analysis of feelings carried out.

Another similar paper is that of Ouerhani et al. where the construction of a chatbot
called COVID-chatbot is mentioned, which through the use of an initial questionnaire and
the use of a Depression Detector model (DDM) that detects anxiety in text input through
a sentiment analysis model of deep inclination to help make the decision to send a reas-
suring message if a bad behavior is detected [21], this makes the chatbot send messages
according to the situation but everything originates from the initial questionnaire.

The interesting thing about the papers [19, 20], and [21], is that the conversation flow
is initiated by a questionnaire that delimits the user’s responses to increase the proba-
bility that the user sends messages, which can be analyzed and applied by classification
algorithms, NLP and sentiment analysis to detect problems or a level of mental health
or illness related to this field. That is why this will be taken as a basis to implement it in
the prototype of this investigation.

3 Chatbot Prepas UAZ

It is for this reason that this work implements sentiment analysis to detect possible signs
of mental health in high school students of the Autonomous University of Zacatecas by
processing the messages generated through the interaction of the chatbot.

Based on the implementation described by Ana Chieng Cueva [19] of a chatbot to
detect symptoms of mental health diseases, it has been decided to develop a prototype
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whose purpose is to detect signs of mental health problems through sentiment analysis
and with emphasis on depression using a classification algorithm based on word lists as
proposed by Basantani et al. [10].

3.1 Current Status of the Chatbot

The Autonomous University of Zacatecas has 13 high schools throughout the state and,
due to the need of those interested in obtaining information, at the beginning of 2021,
Chatbot Prepas UAZ has been implemented in the WhatsApp application to answer
the most frequently asked questions regarding students, teachers and procedures to be
carried out.

The Chatbot Prepas UAZ, is a bot made through the WhatsAuto application. The flow
of the chatbot is simple, it starts the conversation with a greeting, the chatbot responds by
showing the main menu with five options, which are: Login, Student, Applicant, Teacher
and Contact.

These options show a default message, with the suggestion to get more information
by requesting another specific entry, but also the bot lets you know that you can return
to the main menu with the word “Home”. The above described, shows the need to
implement improvements.

3.2 Chatbot Architecture

To implement the new functions concerning sentiment analysis, the following two
modules were identified:

Chatbot Module

This module is composed of the graphical interface of the chatbot and the answers
assigned to the user’s responses. This module is in charge of allowing the user to interact
with the system.

Sentiment Analysis Module
This module is in charge of processing user messages, implementing sentiment analysis
for their classification and, based on this, to be able to detect any indication of a problem
in the mental health of users.

In Fig. 1 you can see a diagram of components which shows all that makes up the
chatbot, where you can also see that through WhatsApp messages are received from users
and these pass through the WhatsAuto application. Then a request is sent to Dialogflow
and these requests are sent to the server and the server sends the personal data of the
users and both the sentiment score determined by Dialoglow and the depression index
determined by the classification algorithm based on a list of words in Spanish obtained
in the requests received to an email handler to subsequently send emails with sentiment
analysis reports to the administrators of the psychology area of the university.

These sentiment analysis reports will contain the user’s information provided in the
interactions, the sentiment score determined by Dialogflow accompanied by a traffic
light based on the score obtained and the calculated depression index.
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Fig. 1. Prepas UAZ Chatbot component diagram

The calculation of the depression index will be calculated using the functions men-
tioned by Basantani et al. [10], where the message will be received by the function and
this will take care of dividing it into words. Each word will be compared with the list of
depressive words and if a word is found within this list, one will be added to the counter
and at the end the score will be obtained by dividing the number of words in the analyzed
text.

The list of words was built by collecting words from different websites that talk
specifically about words related to depression, these sites are [22, 23] and [24].

In the sentiment analysis, a corpus in Spanish was not used, since now such a deep
linguistic analysis is not needed and the Dialogflow classification algorithm is being
used, but it is planned to include this in the future. But as for the depression classification
algorithm, it will use a list of words in Spanish.

3.3 Functions Implemented to the Chatbot

To promote the interaction of students with the chatbot, some functions were proposed
so that the users can interact with the chatbot in a continuous way and can express how
they feel in a textual and numerical way. The four functions implemented to achieve this
objective are as follows:

A. Initial Question
The function of the initial question of the chatbot, is that the chatbot when receiving a

greeting from the user, will answer asking how he/she feels at that moment and also asks
how he/she feels on a scale of 1 to 5 (where 1 is very bad and 5 is very good).
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Hola
01:44p. m.

iHola! ;Cémo te sientes el dia
de hoy?

01:44p.m

Muy bien gracias :)

Estoy analizando tu mensaje,
podrias mandarme tu matricula,
correo y teléfono con el
siguiente formato:

NOMBRE COMPLETO/
MATRICULA/CORREO/
TELEFONO

205

01:45p.m. #NOTA: jESCRIBE LA
MATRICULA 00000000 en caso
En una escaladel 1al 5;Qué de no ser un alumno de alguna
tal te sientes hoy? de las preparatorias de la UAZ!
1= Muy mal 01:45p.m
2= Mal
3= Indiferente Fernando Lépez Santana
4=Bien /906369/fernandolopez@gmail
5=Muy bien .com/4568906060
01:46 p. m.
Por favor insertar un nimero
01:45p. m INICIO para ingresar al menu
principal.
5 01:46p.m

Fig. 2. Conversation flow of the initial question of the Prepas UAZ chatbot.

Figure 2 shows how interactions are carried out on WhatsApp, interactions which will
serve to analyze the texts sent by users and by allowing students to express themselves
to know if they have some kind of negative feeling or mental health problem.

B. Complaints mailbox

The complaint mailbox; asks what your complaint is and also asks if you also feel on
the same scale above from 1 to 5. This is in order to see if the complaint also involved
some mental health problem or just some negative comment.

The flow of this functionality can be seen in Fig. 3 and Fig. 4, where you can see
how the flow develops in the WhatsApp interface.

C. Mentor assignment

This functionality asks the user how he/she feels on the mentioned scale from 1 to 5,
and then, through a series of questions, will obtain the campus, semester to which he/she
belongs, the subject in which he/she needs mentoring, the mentor of his/her choice and
at the end he/she will be asked what problem he/she has with the subject, as well as other
contact information.
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Inicio Estoy muy descontento con la
02:01 p. m. W preparatoria, los profesores me
tratan mal :(
Unidad Académica 02:02 p. m. W/
Preparatoria de la UAZ
Escribe una de las siguientes En una escala del 1 al 5 ;Qué
opciones segun sea tu caso: tal te sientes hoy?
1= Muy mal
@ *INGRESO* 2= Mal
@ *ALUMNO* 3= Indiferente
@ *ASPIRANTE* 4=Bien
@ *DOCENTE* 5=Muy bien
@ *CONTACTO*
@ *MENTORES* Por favor insertar un nimero
@ *BUZON DE QUEJAS* 02:02 p. m
02:01p.m
1
Buzon de quejas 02:02 p. m. 7

0201 p.m. ¢
Estoy analizando tu mensaje,
podrias mandarme tu matricula,
correo y teléfono con el

O R

Dime ¢En que te puedo ayudar?
Escribe tu comentario:

Fig. 3. Conversation flow of the Prepas UAZ chatbot complaint mailbox.

kscr\blr un mensaje kscm’bir un mensaje

Estoy analizando tu mensaje,
podrias mandarme tu matricula,
correo y teléfono con el
siguiente formato:

NOMBRE COMPLETO/
MATRICULA/CORREO/
TELEFONO

#NOTA: jESCRIBE LA
MATRICULA 00000000 en caso
de no ser un alumno de alguna
de las preparatorias de la UAZ!
02:02 p. m.

Maria Lépez Lépez/508966

/mariall22@gmail.com
/4981229085
02:03p. m. W

INICIO para ingresar al menu
principal.
02:03p. m

Escribir un mensaje

Fig. 4. Conversation flow of the Prepas UAZ chatbot complaint mailbox 2.

This flow, which can be seen in Fig. 5, Fig. 6, Fig. 7, and Fig. 8, will allow us to
analyze the text where the student’s problem with the subject is expressed and thus verify
if the student has a possible mental health problem due to his comments.
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En unaescaladel 1 al 5;Qué

Inicio
0217 p.m. & tal te sientes hoy?
1= Muy mal
Unidad Académica 2= Ma!
Preparatoria de la UAZ 3= Indiferente
Escribe una de las siguientes 4=Bien .
opciones segun sea tu caso: 5=Muy bien
@ *INGRESO* Por favor insertar un numero
@ *ALUMNO* 0217 p.m
@ *ASPIRANTE*
@ *DOCENTE* 3
@ *CONTACTO* 02:17 p.m.
@ *MENTORES* )
@ *BUZON DE QUEJAS* MENTORES, a continuacion se
0217 p.m muestra la lista de planteles de
Prepas UAZ:
Mentores
0217 p.m. & *PLANTELES*

Antes de iniciar con el proceso
de agendar una cita con un
mentor...

I:S(TH‘I}H' un mensaje

e Escribir un mensaje

#P1 PREPARATORIA 1
#P2 PREPARATORIA 2
#P3 PREPARATORIA 3

Fig. 5. Conversation flow of the Prepas UAZ chatbot mentoring assignment.

JATENCION!: SOLO INGRESA
EL ID (#) DEL PLANTEL jNO EL
NOMBRE!

Escribe el ID del plantel al que

S6S SEXTO SEMESTRE
BACHILLERATO
SOCIAL-HUMANISTICO

JATENCION!: SOLO INSERTA EL

perteneces (Ejemplo: P13): ID DEL SEMESTRE QUE ESTAS
0217 p.m CURSANDO
Inserta el ID del semestre que
P1 estas cursando actualmente
0217 p.m. (Ejemplo: S1):

A continuacion se muestra
la lista de semestres de
preparatoria:

S1 PRIMER SEMESTRE

0217 p.m

S1
02:18p. m. W/

S2 SEGUNDO SEMESTRE Ahora debes elegir la materia
S3 TERCER SEMESTRE en la que deseas recibir ayuda,
S4 CUARTO SEMESTRE a continuacion se muestra la

S5Q QUINTO SEMESTRE
BACHILLERATO
QUIMICO-BIOLOGICO

Escribir un mensaje

lista de materias de primer
semestre:

207

e Esonbu‘ un mensaje e

Fig. 6. Conversation flow of the Prepas UAZ chatbot mentoring assignment 2.

D. End-of-semester control question

The end-of-semester control question function asks how you felt at the end of the semester
and also asks the value of your feelings on the scale mentioned before.
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UL IO P. 111\
#M1 MATEMATICAS |
#M2 FISICA | Los mentores disponibles para
#M3 CIENCIAS SOCIALES | la materia que elegiste son:
#M4 HUMANIDADES |
#M5 TALLER DE LECTURA Y #1 Julian Dominguez
REDACCION | Varela Cursando: CUARTO
#M6 COMPUTACION | SEMESTRE Grupo:A Correo:
#M7 INGLES | spektre115yt@gmail.com
Telefono:4921330909
Horario:Lunes-Viernes 10:00am
JATENCION!: SOLO INGRESA EL -12:00 pm
ID (#) DE DE LA MATERIA jNO
EL NOMBRE! ATENCION: SOLO ESCRIBE
EL ID (#) DEL MENTOR QUE
DESEES ELEGIR.
Escribe el ID de la materia en Escribe del ID del mentor por
la que deseas recibir ayuda el que deseas ser auxiliado
(Ejemplo: M3 ): (Ejemplo: 4):
0218 p. m 0218 p.m
M1 1
02:18 p. m. ¢ 02:18 p.m. &

'ESCF]b]r un mensaje e Escribir un mensaje e

Fig. 7. Conversation flow of the Prepas UAZ chatbot mentoring assignment 3.

7 Anhora escribe tu matricuia,

nombre completo, tu correo y
tu problema con el siguiente
formato:
MATRICULA, NOMBRE
COMPLETO, CORREO,
PROBLEMA
ATENCION: AL ELEGIR EL DIA
EN EL QUE QUIERES RECIBIR
MENTORIAS ESTA SUJETO A
UNA FALTA DE DISPONIBILIDAD
DEL MENTOR
EJEMPLO DEL FORMATO
A INSERTAR: 38900012,
DANIEL DOMINGUEZ VARELA,
estudiante56@uaz.edu.mx, No
entiendo las integrales con el
profesor Julian Ramirez

0218 p.m

809564, Felipe Pérez Garcia,f
eliper22@uaz.edu.mx,Tengo

problemas con entender los
deaneiec an lac ariiacinnea

kscribir un mensaje e

Fig. 8. Conversation flow of the Prepas UAZ chatbot mentoring assignment 4.
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Inicio
03.07 p.m. W

Unidad Académica
Preparatoria de la UAZ
Escribe una de las siguientes
opciones segun sea tu caso:

@ *INGRESO*

@ *ALUMNO*

@ *ASPIRANTE*

@ *DOCENTE*

@ *CONTACTO*

@ *MENTORES*

@ *BUZON DE QUEJAS*

03:07 p.m.

Alumno
03.07p.m.

Hola antes de mostrarte todas
las opciones que tengo para

If‘iw”\\t INn mensaje
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Hola antes de mostrarte todas
las opciones que tengo para
los alumnos ;Podrias decirme
como te has sentido en este fin
de semestre?

0307 p. m

Me siento muy estresada, ya no
quiero seguir estudiando :(
0307 p.m. &

En una escala del 1 al 5 ;Qué
tal te sientes hoy?

1= Muy mal

2= Mal

3= Indiferente

4=Bien

5=Muy bien

Por favor insertar un nimero

03.07 p.m

rIDIrun mensaje

Fig. 9. Conversation flow of the end-of-semester control question of the Prepas UAZ chatbot

2

0307 p.m. ¢

Estoy analizando tu mensaje,
podrias mandarme tu matricula,

correo y teléfono con el

siguiente formato:
NOMBRE COMPLETO/

MATRICULA/CORREQ/

TELEFONO

#NOTA: jESCRIBE LA

MATRICULA 00000000 en caso
de no ser un alumno de alguna
de las preparatorias de la UAZ!

03:07 p. v

Rosa Gonzalez Solis/12386098

/rosagj123@gmail.com
/4908693232

Izw bir un mens:

Fig. 10. Conversation flow of the end-of-semester control question of the Prepas UAZ chatbot 2

The flow shown in this functionality, which can be seen in Fig. 9 and Fig. 10,
will allow collecting information about the students’ feelings at the end of the semester,
encouraging interaction to express their feelings and thus detect mental health problems.

3.4 Sentiment Analysis, Depression Index and Message Classification

All the functions mentioned in Sect. 3.3, its intention is that the chatbot receives a
message in order to classify it through an urgency of attention traffic light based on the
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extraction of the sentiment score and based on this send a mental health report to the
high school psychologists in order to provide timely attention to students in need.

Dialog flow is in charge of evaluating each message received by the conversational
agent and gives a score through its classification algorithm on a scale of —1 to 1 for
the labeling of these messages as positive (corresponds to a positive score) or negative
(corresponds to a negative score).

Table 1. Sentiment scoring system.

Sentiment score range Signal (color) Attention urgency
—0.7to —1 Red High

—0.1to —0.6 Yellow Medium

Otol Green Low

Table 1 shows the signals used with respect to the sentiment score determined by
Dialogflow. If a message has a score between —0.7 and —1, it will be marked with
red, indicating a high urgency of attention to the student, from —0.6 to —0.1 it will be
marked with yellow, indicating a medium urgency of attention to the student, and green
is indicated when the score is between 0 and 1, representing a low urgency of attention
to the student.

With this signal system, it is expected that when used in health reports, high school
psychologists will focus on the most urgent cases to prevent or detect mental health
problems in students.

In addition to the signal and the sentiment score, another data to be provided will be
the depression index based on formulas (1) and (2) of Sect. 2.2, to compare this index
with the sentiment score, so that psychologists can have an additional reference to rule
out or detect depression in students who present a negative sentiment score. This index
is calculated based on the average number of words matching a list of depression-related
words collected from different web pages [22-24].

3.5 Mental Health Reports

The mental health reports that will be sent to the psychology area of the UAZ high schools
contain the contact information provided by the student, such as name, enrollment, phone
number and email. In addition, in the case of the mentor assignment function, data such
as semester and campus will also be sent.

Additionally, the report includes the texts sent by the student where he/she expresses
his/her problem with the subject, his/her complaint or how he/she feels at that moment,
depending on the function with which the user has interacted.

As can be seen in Fig. 11, the reports will show the sentiment score, the related
traffic lights, a description of the results in terms of their traffic lights and the depression
index, data necessary for the psychologists who will be in charge of providing care to
the students who need it based on the data contained in these reports.
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Reporte de analsis de sentimientos

Datos del alumno

Nombre del alumno:Felipe Pérez Garcia
Matricula: 809564

Plantel: PREPARATORIA 1

Semestre: PRIMER SEMESTRE

Correo: feliper22@uaz.edu.mx

Fecha: 14/5/22 13:46:6

Semaforo de alerta: (Amarillo)

Puntuacion de sentimiento: -0.6

Indice de depresion: 0.2

Texto enviado: Tengo problemas con entender los despejes en las ecuaciones :(

Calificacion de como se siente dada por el alumno: 3

Esta persona agendo una cita con un mentor y se detecto una semaforizacién amarilla, esto quiere decir
que el mensaje enviado por esta persona fue negativo pero su mensaje no representa alguna urgencia para
brindarle atencién psicoldgica.

Fig. 11. Sentiment analysis report sent by mail by the Prepas UAZ chatbot.

4 Results

The chatbot was deployed for a week so that high school students of the Autonomous
University of Zacatecas could interact with it and, through the functionality of the end
of semester control question, 73 interactions were obtained, with which by comparing
the sentiment score of the Dialogflow algorithm and the users’ response based on a
numerical scale from 1 to 5 to describe how they feel (where 1, 2 and 3 is negative and
4 and 5 are positive) the following confusion matrix was obtained, shown in Table 2.

Table 2. Confusion matrix of chatbot results.

True False
Positive 57 9
Negative 4 3

As can be seen, a total of 57 true positive data were obtained, which indicates that
57 positive messages were correctly classified and that these represent 78.08% of the
interactions received by the chatbot. So, it says that most of the messages sent by the
students were positive, since in total, there are a total of 66 messages (90.41% of the
messages) that should have been classified as positive by the algorithm and only 7 (9.59%
of the messages) should have been classified as negative.

Table 3 shows the classification metrics, an accuracy of 0.86, which indicates that
most of the positive messages were classified correctly, while the accuracy was 0.84,
which means that 84% of the messages sent were classified.
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Table 3. Metrics of the Dialogflow classification algorithm.

Metric Formula Results
Precision TP/(TP + FP) 0.86
Accuracy (TP + TN)/(TP + TN + FP + FN) 0.84
Recall TP/(TP + FN) 0.95
F-Score TP/(TP + ((FP + FN)/2)) 0.90

As for the completeness, a value of 0.95 was obtained, which represents that 95% of
the relevant data was successfully classified, and on the other hand, an F-score of 0.90
was obtained, which confirms that there is precision and completeness between 90%.

As for the depression index calculated on all interactions with the chatbot of all
messages sent, they received a negative depression index which indicates that, based on
the word list created for this prototype, it was determined that no message contained
enough words related to depression to think that a student had any indication of depres-
sion. This indicates that the word list should be enriched to cover a larger number of
phrases and its evaluation should be broader and this explains why the implementation
of the classification algorithm increased from 0.78 to 0.86 in precision with respect to
the implementation of Basantani et al. [10].

5 Conclusion and Future Work

In conclusion, we can say that the classification algorithm implemented in the chat-
bot achieved high accuracy in classifying the messages received, although it would be
necessary to analyze a greater number of negative messages to see the behavior of this
algorithm. And in the case of the depression index, it can be mentioned that the list
of words with which the classification algorithm works to obtain this index should be
enriched with more words, since no index obtained could be greater than 0.

These aspects mentioned above will be improved to improve the sentiment analysis
reports that are defined by the chatbot.

Greater accuracy in the calculation of the depression index could help to have greater
certainty in the information sent in the sentiment analysis reports and this could be used
in educational institutions or in the workplace to detect signs of depression or any other
mental health problem, and provide timely psychological help to those people who need
it.

Finally, when verifying that the prototype has obtained promising results, we will be
working with mental health specialists to evaluate the results manually to give greater
depth to the chatbot classification.
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