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The Influence of Chatbots on Customer Engagement and 
Satisfaction in the Online Marketing Environment 
 
 
Introduction: 
 
Over the past few years, the incorporation of chatbots into online marketing strategies has 
brought about a transformative shift in customer interactions, offering immediate assistance and 
customized experiences. These chatbots, driven by artificial intelligence and natural language 
processing technologies, have gained widespread adoption across diverse sectors. Recognizing 
the significance of chatbots in shaping customer engagement and satisfaction within the online 
marketing landscape is pivotal for businesses seeking to elevate user experiences and foster 
customer loyalty. This research proposal aims to delve into the impact of chatbots on customer 
engagement and satisfaction, investigating the factors that influence user perceptions and 
interactions in the digital realm. By comprehensively understanding the role of chatbots in 
marketing strategies, businesses can effectively leverage their potential to optimize decision-
making processes for online customers. 
 
Literature Review: 
 
The literature review section of this research proposal will provide a critical examination of 
existing studies on chatbots and their impact on customer engagement and satisfaction in various 
settings. 

 
1. The Impact of Chatbots on Customer Satisfaction. 
 
     The study identified the most commonly used types of chatbots to satisfy users as follows: AI 
chatbots, textual chatbots, and voice chatbots. Among these types, textual chatbots were found to 
be the most implemented by companies. Textual chatbots are capable of interacting with clients 
through text messages. 

The study also revealed several benefits associated with chatbots. Chatbots were found to assist 
in resolving doubts, answering queries, and providing solutions to problems. They facilitate 
better interaction with users, enhancing the overall user experience. 
 
By: Alfredo Daza Vergaray, Wilfredo Fabriccio Peralta Robles, Jahaira Arely Salazar Jiménez. 
(2023) 
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2. How Chatbots’ Social Presence Communication Enhances Consumer Engagement, Brand  
Likability, Interaction Satisfaction.  

The findings of the study reveal that chatbots can boost user engagement and interaction by 
employing social communication techniques such as personalization, humor, emotions, emojis, 
and agreement with the user. Additionally, the study emphasizes the importance of establishing 
initial trust in chatbot interactions, which directly impacts user engagement, satisfaction, and 
likability towards the brand. 

By: Kumala Chandra, Nuraini Dewi, Helmus Nexio, Masnita Yolanda. (2022) 
 
3. Consumer engagement in chatbots and voicebots. 
 
     The study reveals that voicebots excel in enhancing both cognitive and affective engagement, 
especially when it comes to experiential products. On the other hand, while chatbots demonstrate 
strength in cognitive tasks, they slightly lag behind in fostering emotional connections with 
users. Therefore, aligning virtual assistant strategies with specific product categories is crucial 
for maximizing their effectiveness. 
 
By: Kumar Rohit, Amit Shankar, Gagan Katiyar, Ankit Mehrotra, Ebtesam Abdullah Alzeiby. 
(2024) 
 
4. The Impact of Chatbots in Customer Engagement. 
 
     According to the study, the majority of companies expressed satisfaction with the chatbot and 
observed a positive impact on user engagement. However, none of the companies completely 
abandoned the alternative channels they were using for the same purpose as the chatbot. This 
could be attributed to the relative instability and novelty of the chatbot phenomenon, which may 
lead to a lack of sufficient trust for companies to fully transition to chatbots, despite their 
superior performance in most cases compared to other channels. 
 
By: Emma Ojapuska. (2018) 
 
5. Implementation of Chatbot and Auto Promote in Improving Customer Experience on E-
Commerce Sites. 
 
     The findings indicate that the implementation of chatbots and the "Auto Promote" feature has 
a positive impact on customer interaction and engagement in e-commerce sites. The ability of 
chatbots to provide quick responses and helpful assistance significantly influences customer 
engagement. These findings can serve as a basis for practical recommendations to enhance the 
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customer experience on e-commerce sites through the implementation of chatbots and the "Auto 
Promote" feature. 
 
Gesty Ernestivita, Subagyo, Titi Laras. (2024) 
 
6. Effective Role of Artificial Intelligence and Chatbots in Marketing Strategies for Decision 
Making for Online Customers. 
 
     This study revealed that among different digital marketing trends, respondents had a stronger 
familiarity with Chatbots. The majority of participants acknowledged encountering certain 
challenges when using Chatbots, with the most common issue being delays in receiving 
assistance and difficulties in understanding user inputs. However, respondents expressed overall 
satisfaction with Chatbots for online purchases, as well as with Voice search. The findings also 
indicated that respondents frequently faced timing issues with Voice search. In conclusion, this 
study highlights the significant influence of Chatbots as a digital marketing trend on customers. 
 
Korakod Tongkachok, Ghada Elkady, Sandra Haddad. (2022) 
 
7. Role of Chat-bots in Customer Engagement Valence. 
 
     Chatbots powered by Artificial Intelligence (AI) have become increasingly important across 
various industries, with a predicted 85% of Business to Customer interactions happening through 
chatbots. They are used to automate repetitive tasks, allowing human resources to focus on more 
significant roles. In the e-commerce sector, chatbots play a vital role in engaging millions of 
customers and can contribute to positive customer engagement, benefiting a company's image 
and revenue. Strategies to ensure customer satisfaction and happiness through chatbot 
interactions are crucial for maintaining popularity. Additionally, chatbots can be used for cross-
promotion, encouraging customers to sign up through other social media platforms to retain their 
loyalty. Embracing innovation and utilizing chatbots effectively can lead to success in marketing 
strategies. 
 
Esther Hepziba R, Dr. Florence John. (2020) 
 
8. Useful chatbot experience provides technological satisfaction. 
 
This study demonstrates that chatbots have an impact on both organizations and customers. 
When it comes to customers' interactions with chatbots, it is clear that customers expect chatbots 
to be helpful and easy to use. They want chatbots to perform their main tasks well and provide 
even better functionalities than apps, search engines, or websites. In order for a chatbot to be 
considered helpful, it should clearly communicate what it can do and make sure it is suitable for 
the specific area it operates in. Customers who interact with chatbots appreciate the convenience 
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of being able to access them whenever and wherever they need. South African millennials, who 
are active internet users, see chatbots as offering more opportunities than risks. These millennials 
value positive experiences, and when they have satisfying interactions with chatbots, it 
contributes to their overall satisfaction. Ultimately, satisfied customers are crucial for the 
success, growth, and prosperity of any organization. 
ity of any organization. 
SAJIM. (2021) 
 
9. Chatbot Personality and Customer Satisfaction. 
 
The research conducted in this study highlights the crucial influence of a chatbot's personality on 
customer satisfaction. As chatbots continue to prove their value in customer support, it becomes 
imperative for businesses to explore effective ways to leverage distinct personalities in their 
chatbot implementations. However, it is important to acknowledge that further research is needed 
to gain a deeper understanding of how different personality dimensions of chatbots precisely 
impact customer satisfaction. Such research endeavors will provide businesses with 
comprehensive insights into utilizing chatbot personalities to optimize customer experiences and 
drive satisfaction levels to new heights. 
 
Hayco de Haan. (2018) 
 
10. How chatbot e-services motivate communication credibility and lead to customer 
satisfaction. 
 
In this study, the focus was on exploring the impact of trendiness and problem-solving elements 
in chatbots on communication credibility. The findings revealed that both of these elements play 
a significant role in shaping credibility. While interactive chatbots can contribute to customer 
satisfaction, it is important for managers or marketers to design initial interactions with friendly 
and informal information to establish a positive impression. On the other hand, the inclusion of 
entertainment components in chatbots was found to be less relevant and did not significantly 
contribute to customer satisfaction in the context of communication. Therefore, it is advisable for 
businesses to prioritize trendiness and problem-solving capabilities in chatbot design to enhance 
communication credibility and ultimately improve customer satisfaction. 
 
Akawut Jansom, Thaksaorn Srisangkhajorn, Wutticha Limarunothai. (2022) 
 
Research Problem: 
 
     While chatbots offer the promise of seamless customer interactions and support in online 
marketing, there is a gap in understanding how these automated systems affect customer 
engagement and satisfaction levels. Businesses are investing heavily in chatbot technology 



6 
 

without a comprehensive grasp of their effectiveness and impact on user experiences. This 
research aims to address this gap by examining the role of chatbots in shaping customer 
engagement and satisfaction in the online marketing environment. By identifying the key factors 
that influence user perceptions and interactions with chatbots, this study seeks to provide insights 
into optimizing chatbot performance for enhanced customer experiences. 
 
 Research Significance: 
 
     The significance of this research lies in its potential to provide valuable insights into the field 
of customer engagement and satisfaction with chatbots in the online marketing environment. By 
understanding the factors that influence customer experiences with chatbots, businesses can 
optimize their strategies and enhance customer satisfaction levels, ultimately leading to improved 
customer loyalty and retention. 
 
Practical Implications: 
The findings of this research will offer practical implications for businesses that utilize chatbots 
as part of their online marketing strategies. By identifying the key factors that impact customer 
engagement and satisfaction, organizations can tailor their chatbot interactions to meet customer 
expectations more effectively. This can result in improved customer experiences, increased 
engagement, and higher levels of customer satisfaction. 
 
Enhanced Customer Experiences: 
Chatbots have become increasingly prevalent in the online marketing landscape, serving as 
virtual assistants and customer support agents. Understanding how to optimize chatbot 
interactions can significantly enhance the overall customer experience. By identifying the factors 
that lead to positive customer engagement and satisfaction, businesses can design chatbots that 
provide personalized and efficient support, ultimately leading to more satisfying customer 
experiences. 
 
Competitive Advantage: 
In today's competitive marketplace, providing exceptional customer experiences is crucial for 
businesses to differentiate themselves. By conducting research on customer engagement and 
satisfaction with chatbots, organizations can gain a competitive advantage. Implementing the 
insights gained from this research can enable businesses to stand out by offering superior chatbot 
interactions, driving customer loyalty and attracting new customers. 
 
Cost-Effectiveness: 
Chatbots have the potential to streamline customer support processes and reduce operational 
costs. Understanding the factors that contribute to customer engagement and satisfaction with 
chatbots can help businesses optimize their chatbot implementations, ensuring that they 
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effectively meet customer needs. This can lead to significant cost savings by reducing the 
reliance on human customer support agents while still providing excellent service. 
 
Academic Contribution: 
This research will contribute to the academic knowledge in the field of customer engagement and 
satisfaction with chatbots. By exploring and quantifying the factors that influence customer 
experiences, this study will add to the existing body of research, filling gaps in knowledge and 
providing a foundation for future studies. Researchers and scholars can build upon these findings 
to further advance our understanding of chatbot interactions in the online marketing 
environment. 
 
Objectives of the Research: 
 

• To evaluate the role of chatbots in facilitating customer interactions and engagement in 
online marketing. 

• To assess the impact of chatbot interactions on customer satisfaction and overall user 
experience. 

• To identify strategies for optimizing chatbot performance to enhance customer 
engagement and satisfaction levels. 

 
Research Questions: 
 
How do chatbots contribute to enhancing customer engagement in online marketing interactions? 
What are the factors that influence customer satisfaction with chatbot interactions in the online 
marketing environment? 
How do user perceptions of chatbot effectiveness and usefulness affect customer engagement 
and satisfaction levels? 
Do customers trust the chatbot? 
 
Research Hypotheses: 
 

• There is a positive relationship between the effectiveness of chatbot interactions and 
customer engagement. 

• Chatbot personalization positively influences customer satisfaction. 
• The quality of chatbot responses positively affects customer satisfaction. 
• Chatbot accessibility positively influences customer engagement. 
• Customer trust in chatbot interactions positively impacts customer satisfaction. 
• Perceived value of chatbot interactions positively influences customer engagement. 

 
Research Methodology: (Quantitative Approach) 
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     This section outlines the research methodology employed in this study, specifically focusing 
on the quantitative approach. The quantitative method aims to collect and analyze numerical data 
to identify patterns, trends, and relationships among variables. In the context of this research 
project, the quantitative approach was chosen to examine and quantify the factors influencing 
customer engagement and satisfaction with chatbots in the online marketing environment. 
 
Research Design: 
The research design for this study is based on a quantitative approach, which allows for the 
systematic collection and analysis of numerical data. This method enables the exploration of 
relationships between variables and the generalization of findings to a larger population. By 
utilizing this approach, the study seeks to provide statistical evidence and empirical insights into 
the factors impacting customer engagement and satisfaction with chatbots. 
 
Data Collection: 
Data collection for this research will involve survey questionnaires administered to a sample of 
participants. The survey will consist of structured questions designed to gather specific 
information related to customer experiences, perceptions, and satisfaction with chatbot 
interactions in online marketing. The use of standardized scales and closed-ended questions will 
allow for efficient data collection and facilitate quantitative analysis. 
 
Sampling: 
A random sampling technique will be employed to select participants from the target population, 
ensuring that each member has an equal chance of being included in the study. The sample size 
will be determined based on statistical considerations, aiming for adequate representation and 
statistical power. The inclusion criteria will target individuals who have engaged with chatbots in 
the online marketing context. 
 
Data Analysis: 
The collected data will be analyzed using appropriate statistical techniques, such as descriptive 
statistics, correlation analysis, and regression analysis. Descriptive statistics will provide an 
overview of the data, while correlation analysis will explore the relationships between variables. 
Regression analysis will help identify the factors that significantly influence customer 
engagement and satisfaction with chatbots. The findings will be interpreted using statistical 
significance and effect size measures. 
 
Ethical Considerations: 
Ethical considerations, including informed consent, confidentiality, and data protection, will be 
strictly followed throughout the research process. Participants will be provided with clear 
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information about the study's purpose, their rights, and the confidentiality of their data. All data 
collected will be anonymized and securely stored to ensure participant privacy and data integrity. 
 
Expected Outcomes:  

 
• Insights into the role of chatbots in improving customer engagement and satisfaction in 

online marketing. 
 
• Understanding of the key factors that influence customer satisfaction with chatbot 

interactions. 
• Recommendations for enhancing chatbot performance to maximize customer engagement 

and satisfaction levels. 
 

 
Conclusion: 
 
     This research project is poised to contribute valuable insights into the realm of chatbot 
interactions within the online marketing environment. By examining the influence of chatbots on 
customer engagement and satisfaction, online marketers will have the opportunity to harness the 
full potential of chatbots, refine their strategies, and create enhanced customer experiences that 
drive greater engagement and satisfaction. 
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