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Abstract

This study aims to analyze and measure the impact of Al-powered Chatbot service
quality on enhancing customer loyalty within the Saudi e—commerce sector. To
achieve this objective, the study employed a descriptive survey methodology. Data
were collected through an electronic questionnaire distributed to a purposive sample
of (74) e-shoppers. The research instrument focused on two main axes: first,
service quality dimensions (Efficiency, Humanoid Interaction, Reliability, and
Security); and second, customer loyalty dimensions (Repurchase Intent,

Recommendation, and Belonging).

The findings revealed a statistically significant impact of chatbot service quality on
customer loyalty. Statistical analysis confirmed that "Reliability" and "Humanized
Interaction" are the most influential drivers in building digital trust and sustainable
customer relationships. The study recommends that e-commerce platforms
transition towards deep-learning—based chatbot systems to enhance the emotional

experience of Saudi consumers, aligning with the aspirations of Saudi Vision 2030.

Keywords:

Artificial Intelligence (Al), Chatbots, Service Quality, Customer Loyalty, Saudi E-

commerce.
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