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a. Predictors: (Constant), Security, Response_Speed, Ease_of Use
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Model @ Sum of Squares df = Mean Square F Sig.
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Total 78.180 134 - — —

a. Dependent Variable: Customer_Satisfaction
b. Predictors: (Constant), Security, Response_Speed, Ease_of_Use

AL A duiajdl) Jasdy dujbual) duajdl) ab) & adde 2lug .z dsalll Ladia K5 Les 0.05)
Lballl 8 Sleal) clin) 3iad e el oIS clgdf aladiny Ldlas) AN 63 S asas

AN At ) dulajdll [ aady) clalaa 1(20) Jsas

Standardized
Unstandardized Std.

Model Coefficients t Sig.
Coefficients (B) Error

(Beta)
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Standardized
Unstandardized Std.
Model Coefficients t Sig.
Coefficients (B) Error

(Beta)
(Constant) 0.618 0.174 - 3.552  0.001
U ggu
0.245 0.068 0.261 3.603  0.000
e\dﬁm‘}“
3.(:‘)“\‘5 33&
0.528 0.064 0.548 8.250 @ 0.000
Llaawy)
ol
0.162 0.078 0.151 2.077 = 0.040
duagadlly

a. Dependent Variable: Customer_Satisfaction

Lilan) J gsine il el Cipla el oK) ool alaal paes o (20) Jsan il el

T e el 9\.4.4) ulc (C( < 005) Sy dic

daanall (@i (Hpy_q): (T = 3.603,Sig = 0.000 < 0.05) — alaaiad¥) dlgge .1
Abad) Jaig

dsarad) (adsi (Hyy_p): (T = 8.250,Sig = 0.000 < 0.05) > Lilaiud) dsjug 482 .2
)Ll aa¥) awig( Al Judy

daarl) Gabs (Hyy_3): (T = 2.077,Sig = 0.040 < 0.05) - duaspadlly oY) .3

Abad) Jadig
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(Hz) 45l dpnd)l) dpajdl) Lis) das

A& o olhay) oS clgal aladind dulas) AV g3 A aag ¥ e A0l Lucajdll (an

(a < 0.05). 80 duagraadly balid) & cplalaiall cwmidall £¥slly

Joall) Apenl) Asdajdl g isai padla 1(21) Jgin

R  Adjusted R Std. Error of the

Model R
Square Square Estimate
1 7312 0.534 0.524 0.52840

a. Predictors: (Constant), Security, Response_Speed, Ease_of Use

sm ouespal) Nsll AR 3 i) 5e53.4%  (fy <0.731 &b LY dalee o Jgaal) muas
Aald) G sadieal el clSH) clgaY

4 Locajill (ANOVA) i) Julat :(22) Jsoa

Sig. F |Mean Square|| df |[Sum of Squares| Model

.000450.048| 13.974 3 41.921 Regression

- - 0.279 131 36.577 Residual

- -~ — 134 78.498 Total

a. Dependent Variable: Trust_Loyalty
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b. Predictors: (Constant), Security, Response Speed, Ease of Use

:\:ULA\ dcaydll (i PERY Las c(F = 50.048, Sig = 0000) Ny G.Jja.ﬂ\ dLigiaa G._‘at:.ﬂ\ J.@.Lf_"
LOlelaiall (53 psnsgall £Yolly AR G o liaal) SN il lay) V) aslg 4t

A dpeail) dudajall jlasiy) Cdlalas 1(23) Jgan

Standardized Std. Unstandardized
Sig. t Model
Coefficients (Beta) Error Coefficients (B)
0.001(|3.547 - 0.179 0.635 (Constant)
0.005(|2.829 0.218 0.070 0.198 pladiny) dlggu
2\.::).‘.9 2\3&
0.001}3.394 0.241 0.066 0.224
Llanwy)
R
0.000(|5.150 0.398 0.080 0.412
dnagadlly

a. Dependent Variable: Trust_Loyalty

QW) 55 pe ol oYolls AED e Usina 55 DA ellaal) oS slad of g3l o
Omaially Gubaled) 2 L)l ABN by 8 bl Qelgll LelS (T =5.150) Luagasll
Ll g Uadl) e (plalaiall

t(Hoz) 43800 dpwyl) dpacasdl) HLas) Ao

dugeds o olhay) oISl cigs) aladiny dudlas) AYs o3 i sag W» iole Ll an

.«(0! < 005) die duagradl cbald) edlalaal) iy
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ALY Aot ) duinjdl) zigad padla 1(24) Jgaa

Std. Error of the Estimate|Adjusted R Square|R Square R|Model

0.54120 0.510 0.521|.7222 1

a. Predictors: (Constant), Security, Response_Speed, Ease of Use

el (e %521 dies Lo iy el oS oy (R = 0.722) dugd A0 o z3sail

Dbl Sl Alsgas

A0 duajilt (ANOVA) sl (st :(25) Jssa

Sig. F|Mean Square| df|Sum of Squares Model
.000Y/47.508 13.915| 3 41.745|Regression
- - 0.293|[131 38.370| Residual
- - —||134 80.115 Total

a. Dependent Variable: Transaction Ease

e cdbad) dumdll Uiy grpall padll (i) (F = 47.508,Sig = 0.000) dandl ezl
slally Clehayl Javaiy gl jlaial b (gase S agad el SN clid o
cBagaall 438 el c aladll

ALY A ) ddapall Jlaaiy) clalea 1(26) Jgaa

Standardized Std.| Unstandardized
Sig. t Model
Coefficients (Beta) Error|| Coefficients (B)
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Standardized Std.| Unstandardized
Sig. t Model
Coefficients (Beta) Error|| Coefficients (B)
0.024(2.284 -| 0.183 0.418 (Constant)
0.002(3.211 0.242| 0.071 0.228 pladiny) dlggu
0.000/4.191 0.289| 0.068 0.285| alanwy) de ypwg 48y
0.000(4.780 0.368| 0.082 0.392 daguadlly R

a. Dependent Variable: Transaction Ease

O eleall e lo Jfieall el sled 3883 Lilas) Vg Lase 151 £dlan)) e leledll ek

Sl sl Lol spall e ojpn (et Lo sty (Sig < 0.05) sl cibaldl b
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& Dland) Ly Gaint 8 e lilaa)) oIS Clgal aladin ddlas) Vs (6 Al agagn AL Al

gaad) clald)

B =) dad culy Cus tedlaall Liny 8 Glian] Jlag cnge ST Ll ela taladnny) dlgen
Gsima Yo ot = 3.603) dads ((Beta = 0.261) Hlaal Ll Jalas gl (0.245
5L s et ) Jyeasl) sy lealsll zyias of iy jias (Sig. = 0.000) s
PAlalaall Hladl e iislly agadl (R daadyl) Cleadll sl Jas Olady doald) e
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Abstract

This study aimed to examine the impact of using artificial intelligence (Al) tools on customer
satisfaction in municipalities in the Kingdom of Saudi Arabia, particularly in light of the growing
emphasis on digital transformation and the improvement of government service quality. The study
focused on several dimensions associated with Al applications, namely ease of use, accuracy and speed
of response, and security and privacy, and investigated their effects on customer satisfaction,
institutional trust, and the ease of completing municipal transactions. A descriptive-analytical approach
was adopted, and a questionnaire was used to collect data from a sample of 135 respondents
representing employees and individuals dealing with the municipal sector. The collected data were
analyzed using appropriate statistical techniques and regression analysis. The findings revealed a
statistically significant positive impact of Al tools on customer satisfaction. The correlation coefficient
reached 0.748, while Al-related dimensions explained approximately 56% of the variation in customer
satisfaction. Accuracy and speed of response emerged as the most influential dimension affecting
customer satisfaction, followed by ease of use and security and privacy. The findings also demonstrated
that Al tools positively contribute to strengthening institutional trust and loyalty and facilitating
municipal transactions. Nevertheless, several challenges were identified, particularly limited awareness
among some beneficiaries regarding the use of Al tools, unexpected technical failures, insufficient
qualified personnel, and concerns related to digital security and privacy. The study therefore emphasizes
the importance of expanding the systematic adoption of Al technologies while improving technological
infrastructure, increasing user awareness, strengthening employee training, and continuously enhancing
intelligent systems to provide more efficient, reliable, and user-friendly municipal services and achieve

higher levels of customer satisfaction.

Keywords: Artificial Intelligence, Customer Satisfaction, Municipalities, Digital Transformation,

Ease of Use, Response Speed, Security and Privacy, Saudi Arabia.
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