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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.

61

—
| —



s el

CPL ORI

Lymes s § Aedy )l Adpeall clagdatll 590 .(2024) (il ey llie Loy ceualy] O
LogSandl Lol gl e Lylae Aulys tad Lol Sloasdl o @alisy Gedoiy dlaall
228-79 .29 Al cilulyilly Eigme | Aloms Aaliclly

9 coale Ola Bre> iz Olie 350> e ol euSaell (e LSLE Sl ciuds g O
e el Bllons Al tidaial) 5K oo § (£lla ¥l o801 593 .(2024) e o« Jlas
polall g5l Alme Awtilly A8l Sleliuall 2wl ol 3,8 & onlolall (e
1225-1205 ¢ (ols sue, 20z ls¥ly Lalazay|

Bylo¥ Auadas Alys reslop Aiglll 810 § (£ldasa¥! A 595 .(2023) azma dosi comal O
2348-2243 . 55 1870 Agilall Azl 19-1,88 A3

Ume ol aad | dpaidll 3edzes § £lla ¥ (S 595 (2024) 351 e <l ad gy ols> O
126-110 < 145 agilally due, il aglall 3ol

9 chezme (zmid dezme (Gl ale] e pliany giee cauall (plas) e deme (G O
Umo Lol Aaitl) Jaf (o (£l V1 KA 595 .(2024) 7 Liallae (goizg damma ccdungy
1472-1435 . 10§ 370 ylmtll aglall 2dsull 2,1,

(2021) . owsn Ldls cdllie g cauadl Jlaz dasi dolul (idall « pole el cpessly (> O
(Bygdids e piwale Uluy) daidazes dulyo il puall olasll § sl KU claghas

http://search.mandumah.com/Record/1199022 o S Syalall 8yalall dasls

by Aulys Aelaradl Aol 3uazs (§ (slidae¥l (KU1 595 (2023) s (wlas (pus O

232-191. 89& ‘QLJ).JJB &}2:..“ CLA) AU=s @y@

62

—
| —



Slods (s @ (Flila¥ KU wladas 195.(2024) luse olallae 5 Jlol g350>
28 7o cgabmid ¥l Jell dloma 6,505l qaddl oyl daty B> Haolys sig ASIY) A8 all

902 - 885 .
e £l (S Slagdas 31.(2021) e daza 55 solasall 5 coazma (aad AL
e piunbe Uluy) o Amiall 3,139 ilid diuwe e dudndas 2l dmiall ke Il Bag>
O 22 A &yl ! J! daslx (8y9-4ia

http://search.mandumah.com/Record/1253311

Aulys A eliall jughas 3 slida ) €A1 95 (2023) 280 (age demme ¢ Guisyl
¢ 265 (Yl daladl SEMall Eigmed dalall Al JLatil @lall Jlas a9 o duiliue
180-141

Flladl K1 595.(2024) 0u,Slae pda ol cibializd| g ccadallluge sl o] eS|
A piwarbe Uluy) Lladl Lo 3 Lol goyde Bwlys Al raloasdl B39 (s @
Lol caa bl el daels> L (5y9-dde

Loyg Aoy Crned e 2uady Il Al clansdl il (2024) dads de (otivs ¢ (goas]!
A75-152 0 428 Ogall) 2l Ama . 31yl ¥l L ppnll e dolys iedlasll

gzl Alms Jonl A8e (e 0)lily (£lla ¥ €01 595 .(2024) 5Ly das o (slales
1255-1022 ¢ 875 (sLa18¥s dg5lall

o sl Sloasedl 8aga (ruses (e Sl @lasdl 595 .(2023) . gobiall LyS5 Jilg ¢ aleadl
-1¢5¢ 230 AWy ualazd¥lg 2oyl a¥l aglall Aol dlell . g ASIY Bugudll adlgn N>
A5

Aulys ileasd) Baga e § (Slia ¥ KA 595 .(2024) . o5alliie deme Jole o laall
367 — 341 . 955 «lulylls igmmall Loy Alma Asgadl S LATYI 45,4 e Budlas
oaydlly slhasdlliddlaall 5i5a8 8 (Slida ¥ KA 593.(2024) . temes plo] dazea Ul ¢ alls

80-60 . 15,307 «Aueloza¥l clulull AUsme

63

—
| —



s Slaghas (31 .(2021) (Jassr civgs msaly) cgobadl 5 caama oMo oW1 sl
Ulay) 2o leddl oadl e Alage dalys (1) 380l Baga e (£lilass]
I o Tt T V1 E R (ST 1V ST o A

http://search.mandumah.com/Record/1242641

Bl ozl sl § (sl (KA 593 (2024) ey lliie dazme el
389-339 .5z ,36§ «Loguuls 93lally dns, il AS Aima 450 Auslys

el L3 o slaus ,31.(2024)  qidloie Fod dama ol 9ol 9 ¢ he ol s ¢ Loyl
addd Ao pall Al Bsgaudl § aliall 095,81 plad iadaall Gl d Juoe Lpas Cpuss
85-58.67¢ «slall

e1ol e (£lla ¥l 811 ,31.(2020) .y il cogadl g ¢ el dase 390 cass (g5l
(3ysdiin mé piwrle Uluy) Had Aoy AJe¥ dmuall Ayle JI ducagoe AUl> Aulys rolalasl
Lol ada¥ olee dasls

SEU wlandas alasiul L3 .(2021) deze ode caunpdl 9 cenl dpemtlie clag «gol5al)
Ulaoy) ! ousilall cwlell Jlas 2zg (o Zowlzll Gloglall 3352 e slilaya]
2 oy Al (By9dde e pruale

5la) Baddas § £llas¥l (KA1 95 (2024) e cgolidl 5 cutas G Byl ((s)l5all
98-65 ¢ 135 Bze «Auigilally &yl o¥lg Lolimid Wl aglall Aloma Ayl atal dulys 1dd,al)
sSAN 31 .(2021) deme Oleske Jels cpube 5ol 9 Ak e dame (Gle Aoyl
Hoadl @ Apnlel) Aadas¥l 5elaST Juall ol Aulell cloglall (aibas § sllaY!
o pus Oles Al DL aglall Zaals (By9-dde a2 81938 Uluy) Asa ¥l Aylxl

http://search.mandumah.com/Record/1222250

SU Y AT (2021) 7 Lo d o el Lne c ooyl g il LS e cBosLial

b puebe Wlay) 03 3 alaall lgndl § 6Sall I Guly Laaeg ahto sgucsl! £330 3

64

—
| —



2 s 3yl el Ji Laal> (Bysdice

http://search.mandumah.com/Record/1250188

At ax | :Lals

Carvalho, ). M. S, Faria, S., & Oliveira, D. A. de. (2023). Artificial Intelligence Effectiveness
in  Customer  Experience at  Retail (pp. 180-199). IGI  Global.

https://doi.org/10.4018/978-1-6684-8574-3.ch009

Haque, A., Akther, N., Khan, M. |, Agarwal, K, & Uddin, N. (2024). Artificial Intelligence
in Retail Marketing: Research Agenda Based on Bibliometric Reflection and Content
Analysis (2000—-2023). Informatics (Basel), 11(4), 74.

https://doi.org/10.3390/informatics 11040074

Matharoo, S. (2024). Transforming Retail: Elevating Customer Experience and Efficiency
with Generative Al Technique. Asian Journal of Research in Computer Science, 17(12),

179—184. https://doi.org/10.9734/ajrcos/2024/v17i12537

Patil, D. (2025). Artificial Intelligence In Retail And E-Commerce: Enhancing Customer
Experience Through Personalization, Predictive Analytics, And Real-Time Engagement.

https://doi.org/10.2139/ssrn.5057420

Wang, Z. (2024). The Influence of Artificial Intelligence on Retail Marketing. Advances in

Economics, Management and Political Sciences. https://doi.org/10.54254/2754-

1169/71/20241443

65

—
| —



S|




MIDOCE/Q\I

bNnivERS TVl
Ol 8 yladius!
LS9 il Loy pSele adld|
sy SI1 35T/ puy SO 5
iy Ao Al

el &y s e (SUlaio¥l oIS ol 3 Joo 2uslys ey ls ot Ll a4,

gl B pall ASLlL A5ptl) g Uad Adodas Hulys A5jzill plad 3

Jols el £ 990 Al ould Aelaall 5plg Aualadl Aapall (@S0 UL TyLass
elasly o, Sl M5y el (215¥ 2l ciloglall 2895 3 5ucludly Ggall (e @S Jgsax!]

S Ay e Al LY e il oS

of Lale oLl 1ia Aad § @Sz & Aealuald jaanlly Sl Josoms 0S5l i) o uasly
lia (olyel st puzind oy (2ol Ly Jolaiw @Sie Lple Jgvaz!l @i & SUlLd! pax

Al e o) LIS Il Aalydl s geslany «S3931 cdgang ozl

plAs¥ly poadddl 358 Joudy Iglindsg

67

—
| —



.30 — 40 ([
Sledn g5 e

s NS [

Aaieddl ULl Y]

D8] Slday) g sl g

Jila 45 25 [ sl
g5 -35 [

i Sl a5k [ il Jagall 3

(315580 / ivala) Lle bl 3 [

Gl i 7 — 3 gl
SSE S5 10 0l

&)/ e

Jid ) i 3 [0 5 yedl) &l g 4

Ol giw 10 — 7 (]

IT Gpcacalise [ Adalldadigh 5

Clagie / (3 gt b g []

—t

68

—



Oletwd | Holome Lals

ey Ly el at & (V) 5La) s « $likara¥l oS 51 59l | €8

Bl olasl

Soall gbuo Jelxs § Bpuiell @laddl puserd
B 384 &
Lsulio iligmgs @atds 3 B! @bl palud
Shid pead B @lai e @S54 detad
eMaall dous
dan]l A
iz 380§ Lmall SSAN ud
Giladl @ Sslae e 2l # el
Lol BlSadl Blaas (e @S54 detal
Adgudll (agpall apmsd
Shiyd G @ Aaall SIS elud
5 S Loy awdl
ETE S| LAY PES ]
Ot Azl ilieayl ool (e (5854 datad
029y paudll liles

—t

69

—



Jiadl #1781 § Biemd) Sloaislgiedl pusrad

Sletld) Gagudl cudgs

8sLaS Crwses 3 Audum)l lpylod! calud

:M..\."xj‘j.b)‘jl‘ et

SLS3Y1 ISl

ciligagy tdie) (aS3 eMSy e (G854 datal

eall de g y9all 3,48 (Aalell

SUam¥l iy Julas 3 sLSEY MSH)1 ealud

eMaadl = lily ] L&Y IS I pody

M‘ J.:-Lé.ﬁ‘ ug_wzﬁ LQ_L_..Lsz

70

——
 —



sy Colill ankl 8 (V) 85L0 s« e3bandl Ay (opuacns s AN gl | 40

Holtoy dule Bpad) Byl G658 dos

£aall

Lysd  oblziwl e Ol hax

oy ludiny

NS NOWSPNP- S O-TICA P ES PV

Jeas S

‘_asl.(,!l) dalizll Q‘}LEJ‘ e £ Maall ?M)m"

Ao (ol (a8l

Laaall Lousl 8ag e Lo I e Maatl yady

Ot oMeadl @bl o solanudl @1y

Dlyeiteols oy

Ot 3 Lodeiady oMaall oyl (58,4 alis

oY1

——

71

——



Mid-Ocean University

College of Management I

MIDOCEA

UNIV\F&:]TY"

Specialization: Business Administration

The Impact of Artificial Intelligence on Enhancing Customer
Experience in the Retail Sector: An Applied Study on the

Retail Sector in the Kingdom of Saudi Arabia

Preparation:

Majdal Nasser Rasam Al-Qahtani

243002054
Supervision:
Dr. Al faisal Abdelhameed Mohamed

1447 — 2025


http://www.tcpdf.org

