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Abstract:

This study aimed to identify Saudi consumers' attitudes towards Al-
enhanced automated responses in marketing communications on brand
Instagram accounts. The study employed a survey methodology,
collecting data through an online questionnaire administered to a random
sample of 200 Instagram users in Riyadh.

The results showed that consumers tend to accept Al-enhanced
automated responses when they are fast, accurate, clear, and provide
useful information. The study also revealed that the quality of responses
and the speed of response contribute to improving the customer
experience and fostering positive attitudes towards the brand.
Conversely, the results indicated that relying solely on automated
responses may not be appropriate in situations requiring empathy or
addressing complex problems, thus highlighting the importance of
integrating Al with human interaction in customer communication.

Based on these findings, the study recommended developing automated
response systems to be more intelligent and personalized, while ensuring
transparency and protecting consumer privacy. It also recommended
continuously updating these systems to meet customer needs and
expectations. The study also suggested future research examining the
impact of Al-enhanced automated responses on brand trust, loyalty, and
purchase intention, as well as comparative studies between different
social media platforms and business sectors.

Keywords: Consumer trends, chatbots, social media platforms, smart
customer service
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