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This study aimed to investigate the impact of Artificial Intelligence (AI) applications on
customer experience and their reflection on the purchasing behaviour of Noon online
store users in the Kingdom of Saudi Arabia. The study was conducted in light of the
increasing adoption of Al technologies in the e-commerce sector and their strategic role in

enhancing customer experience and improving the competitiveness of digital platforms.

The study adopted the descriptive analytical approach as the most appropriate methodology for
examining the relationships among the study variables. Data were collected through an
electronic questionnaire developed based on relevant literature and internationally recognized
measurement scales. The questionnaire consisted of 45 items distributed across three main
constructs: Artificial Intelligence Applications, Customer Experience, and Electronic
Purchasing Behaviour, in addition to respondents' demographic information. The questionnaire
was administered to a sample of 384 users of the Noon online store in Saudi Arabia. The
collected data were analysed using the Statistical Package for the Social Sciences (SPSS)
through descriptive statistics, Pearson correlation analysis, simple and multiple linear

regression analyses, and validity and reliability tests using Cronbach's Alpha.

The findings demonstrated that the research instrument possessed high levels of validity and
reliability, with an overall Cronbach's Alpha coefficient of 0.96, indicating excellent internal
consistency. The results also revealed a statistically significant positive effect of Artificial
Intelligence applications on customer experience, with a correlation coefficient of 0.70,
explaining approximately 50 % of the variance in customer experience. Furthermore, customer
experience showed a significant positive effect on electronic purchasing behaviour, with a
correlation coefficient of 0.76, accounting for approximately 61% of the variance in
purchasing behaviour. The results also confirmed a direct positive effect of Artificial
Intelligence applications on purchasing behaviour, in addition to the mediating role of customer
experience in strengthening the relationship between Artificial Intelligence applications and

purchasing behaviour among Noon online store users.

The study concluded that Al applications, including smart personalisation, recommendation
systems, Al chatbots, and predictive analytics, play a significant role in enhancing customer
experience by increasing customer satisfaction, trust, purchase intention, repeat purchase
behaviour, and electronic loyalty. Based on these findings, the study recommends that e-
commerce companies continue investing in Artificial Intelligence technologies, develop more

advanced customer personalisation and data analytics solutions, and continuously measure
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customer experience to improve purchasing behaviour and achieve sustainable competitive

advantage in the rapidly evolving e-commerce environment.

Keywords: Artificial Intelligence, Artificial Intelligence Applications, Customer Experience,

Electronic Purchasing Behaviour, E-commerce, Noon Online Store, Saudi Arabia.
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