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Abstract
This study aimed to examine the role of artificial intelligence (Al) applications in improving
digital customer experience personalization from the perspective of marketers in the Kingdom of
Saudi Arabia, in light of the rapid digital transformation and the increasing reliance on intelligent
technologies in marketing activities. The study also sought to measure the level of marketers’
adoption of Al applications, analyze their impact on digital customer experience performance

indicators, and identify the main technical and ethical challenges associated with their use.

The study adopted a descriptive analytical approach and used a questionnaire as the primary data
collection tool, which was distributed to a sample of marketers working in Saudi organizations. The
data were analyzed using appropriate statistical methods, and the study was theoretically grounded
in the Technology Acceptance Model (TAM) to explain marketers’ adoption behavior through

perceived usefulness and perceived ease of use.

The findings revealed a high level of adoption of Al applications among marketers, particularly in
recommendation systems, chatbots, and predictive analytics. The results also indicated a statistically
significant positive relationship between the use of Al applications and the improvement of digital
customer experience personalization, along with notable improvements in key performance
indicators such as targeting accuracy, conversion rates, and customer satisfaction. In addition,
challenges related to data privacy, lack of technical skills, and implementation costs were found to
affect the efficiency of Al applications. The study recommended increasing investment in Al
marketing applications, enhancing marketers’ technical skills, and establishing clear data governance

policies.

Keywords:

Avrtificial Intelligence, Digital Customer Experience Personalization, Digital Marketing, Technology Acceptance Model, Saudi Arabia.
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