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Abstract:

This study aimed to identify the role of Al-powered chatbots in improving
customer experience and facilitating communication with companies in the
Kingdom of Saudi Arabia. Applied to a purposive sample of (400) digital
consumers, the study utilized the descriptive survey method and an online

qguestionnaire as the primary data collection tool.

The results of the study showed that the predominant pattern of chatbot
usage among respondents is utilitarian and practical. The majority of the
audience resorts to the intelligent assistant when an urgent communication need
arises to obtain immediate and fast information. This pattern is particularly
concentrated in the e-commerce, banking, and telecommunications sectors to
inquire about products, track shipment status, and check prices, thereby saving
time and effort.

The study confirmed that intelligent touchpoints have excelled in engineering
and facilitating corporate communication channels and localizing flexible self-
service options available 24/7. However, it highlighted the importance of
addressing technological rigidity and the limitations of certain software in
understanding complex human contexts. The study emphasized the necessity of
providing smooth and direct transfer options to human agents to ensure
transforming temporary functional satisfaction into sustainable emotional loyalty
and a desire to repeat long-term transactions with companies.

Keywords: Chatbots, Customer Experience, Artificial Intelligence.
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