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Abstract:

This study examines the impact of Artificial Intelligence (Al) applications in digital
marketing on customer satisfaction and loyalty among Saudi customers. With the
increasing adoption of Al-driven tools—such as personalization, recommendation
systems, predictive analytics, and automated customer service—firms aim to
enhance the digital customer experience and strengthen long-term customer
relationships. Accordingly, the study investigates whether Al-based digital
marketing practices contribute to higher customer satisfaction and whether
satisfaction translates into stronger customer loyalty in the Saudi context.

A descriptive-analytical, quantitative approach was employed using a
guestionnaire administered to Saudi customers with prior experience interacting
with brands through digital channels. The collected data were analyzed
statistically to assess the relationships between Al-enabled digital marketing
dimensions and customer satisfaction, as well as the effect of satisfaction on
customer loyalty. The study emphasizes experience-related mechanisms such as
content relevance, service responsiveness, perceived convenience, and
recommendation accuracy as key drivers of satisfaction.

The findings indicate that Al adoption in digital marketing is positively associated
with customer satisfaction, reflecting improvements in the quality and
effectiveness of the digital experience. In addition, customer satisfaction plays a
critical role in strengthening customer loyalty, including repurchase intentions,
continued engagement, and positive word-of-mouth. However, the results also
highlight that data privacy and transparency concerns may weaken these
relationships if customers perceive Al practices as intrusive or unclear.

The study provides practical implications for organizations operating in Saudi
Arabia by recommending responsible and transparent Al implementation in digital
marketing, with a clear focus on privacy protection and customer trust. Future
research may expand the model by examining mediating or moderating factors
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such as perceived trust, perceived value, and overall customer experience across
different industries within the Kingdom.

Keywords: Artificial Intelligence (Al), Digital Marketing, Customer Satisfaction,
Customer Loyalty, Saudi Arabia.
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