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Abstract

Objective: This study aims to explore the impact of using artificial intelligence (Al)
technologies on improving customer service within Dallah Hospitals in Riyadh, by
analyzing the relationship between the use of various smart applications and the
quality of services provided to clients and patients.

Methodology: The study adopted a descriptive-analytical approach, utilizing a
questionnaire as the main tool for data collection, the instrument was distributed to
a sample of 200 participants, including patients, visitors, and customer service
employees at Dallah Hospitals in Riyadh.

Results: The results revealed a strong positive correlation between the use of
artificial intelligence technologies and the improvement of customer service, with a
correlation coefficient of (r = 0.82) at a significance level of (Sig. = 0.001),
Moreover, the use of smart technologies explained 67% of the variance in service
quality, The highest response levels were recorded for items related to the ease of
booking appointments, response speed, and accuracy of information, reflecting a
clear improvement in the patient experience.

Applications and Significance: The study provides practical recommendations for
hospital administrations, emphasizing the importance of investing in the
development of smart systems, training human resources in their effective use, and
enhancing integration between databases and automated systems, which contributes
to improving the customer experience and increasing operational efficiency in
healthcare services.

Keywords: Artificial Intelligence — Customer Service — Patient Satisfaction —
Digital Transformation — Dallah Hospitals — Healthcare Service Quality.
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