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Abstract

This study aimed to identify the impact of artificial intelligence (Al) technologies on
improving customer service efficiency, with its dimensions (reducing response time, reducing
operational costs, and enhancing customer satisfaction) in the public transportation sector in
Riyadh City. The study adopted a descriptive analytical approach, and a questionnaire was
used as a data collection tool from a sample of (334) employees working in the public

transportation sector in Riyadh. The data were analyzed using SPSS software.

The results of the study showed that Al technologies have a statistically significant
impact on improving customer service efficiency. Al significantly contributed to reducing
response time, lowering operational costs, and achieving higher customer satisfaction. The
results also indicated that Al explains a large proportion of the variance in the quality of service

provided.

The study recommends expanding the use of Al applications in the public
transportation sector, developing intelligent response systems, and intensifying training
programs for employees on how to effectively use these technologies. This would contribute
to improving service quality and achieving the goals of digital transformation in the Kingdom

of Saudi Arabia.

Keywords: Artificial Intelligence, Customer Service Efficiency, Response Time, Operational

Cost Reduction, Customer Satisfaction, Public Transportation.
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