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Abstract

This study aimed to explore the impact of utilizing artificial intelligence (Al)
technologies—represented by expert systems, neural networks, genetic algorithms, and
intelligent agents—on enhancing customer experience in the retail sector in the Kingdom of
Saudi Arabia. The study adopted the descriptive-analytical methodology and collected data

from a random sample of 381 employees working in various retail companies.

The findings revealed a statistically significant effect of Al technologies, in their
combined dimensions, on improving the customer experience. Among these, expert systems
ranked first in terms of influence. The results further indicated that the application of Al
contributes to faster responses, personalized services, and enhanced customer satisfaction

across digital channels.

The study recommends the widespread adoption of Al technologies in the retail sector
and expanding their applications to include data analytics, real-time personalization, and
predictive interaction. It also emphasizes the importance of training employees to effectively
interact with these tools and establishing a clear governance framework to regulate Al use

within institutional values and ethical standards.

Keywords: Artificial Intelligence — Expert Systems — Neural Networks — Genetic Algorithms

— Intelligent Agents — Customer Experience — Retail Sector — Saudi Arabia.
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