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Abstract

This study aimed to examine the impact of using artificial intelligence (AI) tools on
customer satisfaction within municipalities in the Kingdom of Saudi Arabia. It focused
on three key dimensions: expert systems, machine learning techniques, and ease of use.
To better understand these relationships, Path Analysis was adopted, and causal
modeling was conducted using AMOS to ensure accuracy in testing the proposed
hypotheses.

Data were collected through a questionnaire distributed to both municipal employees
and service beneficiaries, assessing the extent of Al integration and its operational
effectiveness. The study measured three main Al dimensions: expert systems providing
automated guidance, predictive machine learning supporting anticipatory service
needs, and the overall usability of Al tools in citizen interactions.

Findings indicated a strong positive relationship between the use of Al tools and
customer satisfaction. Expert systems enhanced response speed and accuracy, while
machine learning improved operational efficiency through better forecasting and
resource allocation. Ease of use emerged as a critical driver for customer adoption and
satisfaction. Results further showed that customer satisfaction acts as a mediating
variable, strengthening the relationship between AI usage and perceived service
quality.

Based on these insights, the study recommends that Saudi municipalities increase
investment in Al technologies, enhance workforce competencies in data analytics and
system maintenance, and adopt continuous training programs for employees and users.
Regular evaluations of AI’s impact on customer satisfaction are also encouraged to
support informed and sustainable decision-making.

Keywords: Artificial intelligence, customer satisfaction, municipalities, expert
systems, machine learning, ease of use.
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