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Abstract:

This research aimed to determine the Effect of artificial intelligence
Techniques on customer satisfaction, and in light of a review of previous
studies, a conceptual framework was extracted for the dimensions of this
research, which included two basic variables, namely the independent
variable, which is (artificial intelligence Techniques) and six basic Techniques
(Chatbots, dynamic pricing, Promotional Personalization, data analysis,
understanding customer, content recommendation), and the dependent variable
is (customer satisfaction). In collecting the primary data for this research, The
Researcher relied on Accidental sample (412 items) from customers of
electronic stores. The researcher also used A collection of secondary data,
obtained from books, articles, periodicals, and scientific dissertations. The
data was analyzed using the multiple linear regression method. The research
results indicate that there is a positive impact of artificial intelligence
Techniques combined together (Chatbots, dynamic pricing, Promotional
Personalization, data analysis, understanding customer, Content
recommendation) on customer satisfaction. The research also presented a set

of recommendations that shed light on the importance of artificial intelligence.
Keywords: artificial intelligence Techniques, customer satisfaction.



T
D) Al ealiall Al o Caad) faa J sl

ROV PRI PR AN I
ALl il Ll
e sl <l
Laanll Calaal :L;\J
) g tlaala
) =3 ga Ll
) duaal slasl
caall duagia :lials
i) il sLandls
Jdadr bl g Caall cilia g 2l jile
teh Lad Jilaill g Al pally paliall 038 e geaic JS &alil sl
o ot Uy oY
(oo lila¥) oS il 8 Lagie JoY) Jidy o ke Cand) 138 J 4l
O osie JS psede Gase Jladl sy coDlaall Ly b Jidid B i) U
lly gl ppaniall @l Aaldll ALl bl 5ol 5 Aulu) analad 5 cpouiadl (s
: ) et e
e ilaaY) o 1SAN i s il gial L)
e aall Lyt sl LY
1S Uhay) oA Ll :Jiiual) el LY
Sl oS 2 ggha
i ol 5 ghie Ay oslis) & WUx aly (Amelia, 2024) 4i,e
Cugnae allai ge8 AdMAa (3 yhay Ayl 4 KAl < padl) Al g agd AiSay o guls
o 33 ekl Al ook (5 pil) Jaal) (e ilide ol 5 dapass 43y



Gl s iy DS o Coall Jie gl S sile (il alead ol
o a1 1S3 1 I ¢ ) 35 5 ¢ gl Sl Y

@4 83 cillee 38las 14ib (Tulcanaza-Prieto, 2023) 4i e
sl elal e 50l i gl Aadad ity Al Y el oY) ddaud 5y
Al 2l ) e lilaal) oIS L Cingd s gl 1SH Bale calla 3l
SSA Bale bl Al sl ol LeiSay Radaif L) 5 b paall iilla gl s (5
Aalll e g ¢l il MAT 5 DS e Gyl og_pead) @l 3y Jie sl
clatiall g Bleadll 3aga Cpuadl AalaBY) ileladl) (alite 4 leaed 23 2
2l gall Cpaat g cdabiednll s leSl 3aL

Slbal) el Gy ad Sy Calibad) Gl padl) () i) DA (g
oo Ac sl Ao geas DA e Y G SH goad Gl slSlas 4l
fale i leal) 18 figsaSl 8 eal Ana i il 5 bl y L)
Jay el il Aty (DS e Camilly iy o agd Jie gl o183
bl )8 ) deasill § allie dad i o oy ) 485k ) el
Ao it Ll e il A5y Sllaad) e yaall ]
Slihay) sl @il -

:Chatbots 4 Al lig gy : ) Adad

Jelill dancas cliaa y 1l Aia 0l @liggy (Zhang, 2024) < e
P e Ll 8 Gueatidll ae Gshial sy cdpxnda 43l Gladiuly il ae
aall Slalial Al desiial elilaa¥) oS3 48 Joady dpatll Jila )
Leiallad 5 dnad Bl ila @il 5 coDlaall acag el HLELY) (1o eDlaall 4add i
Al il Jeadl pae QI8 o Ao al) Cligs)y e Al Cun (1
Aabiednl) 3o LSl ad
: Dynamic Pricing (sSsaliall ) ;4,501 4,381

Jaxs A jlae 1adly  Saeliall yeall (Koegelenberg, 2024) <oy
God b Jie dilide dalse o 3l Jed) <l b daadl g il ans
Al il Gt GISGAD A ey LAY Baadl Cig kg Gaudlid) e



S8V e LV Gy e 8l Bdadl Ly dalall el
5 piiall (3 snd) LS ualiny lie Yl
:Promotional Personalization g sall (gl ALY 4

g Aaadil i tlels deasall Lasall (Nandy, 2023) <
eSlanll Al gua AL diaiade plady Gagoe s e aeal el
e Aol iyl oda adiai By ill agiBluadiy apaiban ol siagiudll
o) il g iy olghdl s AISll AuS ) Gy L Ley eoDlaall bl Jlats pen
Ala iy g ddagioe A gt Jilay Loy
:Data Analysis bl Jalas ;day) ) 458

Glilall (asd dlee gl @l Jdss (Alkhatib, 2024) e
«DlabmuY) E3U s Bade Glaglee QLIS Cargy lgiadaiy hsady leadatiy
Gilleall st ) g3 Lee clgiallaay cilaglaall 508y Ja 3a3) acay
eSlanll Holu agd 4 cUladl Jdas aclisd . el oY) et 4yl
Andlil) 5 el Baiad A ALl 8 aaluy Les cagiDludi
- Understanding Customer steall agd :duwaldl) 4,831

Jss sy 4l s,k luas) aly oDleall agd (Li, 2023) iy
pala )y isy Lo agd o (gshi lad agilSluy agBluniiy ¢Dlall Clalial
o cmaly eDleall Jany Lo agds Aaladl agisat diand Jal gall (amdd (Say ay
gl ad e Ol
: Content Recommendation (s sisall dua g ;Ao 45801

Ldlay il SV Ul aos dddail gl (Yang, 2023) Lidse
6 sinas Gpna il aaty Ao laia¥) Lilusl Ol Congind 4lunil By adiual
celdnyl Jual all Jlus i Cun Al Vel aaf delaaV) Lilu sl
O serdind) (i ety Cus LS Jlias (5 sina) o dilide ) ol o Li) readiall
oo OIS e o Sal G Dgma Gsealsy s sinall e Alile A
Jalxill M (s ginall dpn i Caagid AR a3 (o ginall HLial 5 (5 sinll
5 simall 530 Juanl) A1 ae



:Satisfaction sl La; taglll pacial) Y

4 s A g LaY) 6 siwe 4l eDleall Ly (Harisi, 2024) <o
ot oSa 4 dgasn o l@lan J) ASLA) Glatie ae Jeliill day sl
Vsl eliy 8 Lauls 1ys0 umlys ailabgy Blaty Lo lalily ) Zeall Jyeal
Lo cdiliae ol sag eBaadl Liay iy cAlagy) 48 shaiall 4 5 4 5lal) Akl
Jelall ALelall & jaall y coDleadl aca BeliSy ccloadll §f clatiall saga @l
S A Lol il #lad gae Guldl GlS il o) (alie 43 AS AN ae
i g e Dleally BaliaW) Jal e Gpesill <V past g e Sleal) e

Jaanll cilad 63 dali (ae tash 2Dlaall Lay (Zhang, 2024) <o Lasd
Jrandl 3523 e 3850 ae Jelin ff daad e DA e ailabial g
eiaall Ly e Aallall il el g 5 Lo Qe cAativeal) dagdll 4S) o) 5 dLeLi)
eDlandl oY 55 i) Anlai¥) 48 ghial) A g o) 8l Cillee ) S5y

Lla¥) o salendl paddll sad rasls Ll (Anisa, 2023) <ie WS
Jid 1Y eclad i) e (plial)) agle Jsaandl 5 o3 edaY) 46 jlie e Lay 3
i Gl g ooninl e 1516 ol eDleall e o ) Sigad ol
AR alad 1Y Gl daead oS il aa Gl SN IS 1Y
Vg of Tan Lol ) Jsenll () 5S0md ocilad 3l

eDlaall sabews 1Al edlaadl Lia )y ciy ot (S dbglad) culiy o) DA e
Loleas s paliall colafie 4l (gaal Gubie 5¢8 gl Ha8 g Lladd p aliall Cilaia
Aad Al DA e IS o) il e Lo (ilge sed Alelill oDlanll 4 jais
el i 1Y) el gl Jilie Lalily o sl gty ) il o deasd) 33 5al
O 1Y cands Bl g comal 5 e 150K o eDeadl Clal e lly g
cclad gl oI alad 1Y sl Jaeall (pSnd clad sl pa Gl sie ol
T ol aa Gl Jranll S



Gile gane EOB ) Gfaldl gl Al AGL il all Capial o

.Literature Review d&lu) el jall (Uil

oL L Lgie S o i (S

oSl LS bl gl LAY clud al) ) de panal) i

‘;cb.bm‘)” <S4 g dﬁzﬁqu\ C_a\m\)d.“ oﬁs dale E‘)k.a(\) f‘éj djh

@b
)
[ Y Lagia) i o il Ll jal) o [Alal) @ < piiad) | A ol
s
st
O Salay) A0 dsa g Al )l E8 RIS | LA L) BB 4K agd )
iy elilaall o83 3 oleall das | Ll a8 e el
sl g Cands gl g Cilanaall Jia 38,80 eelihal) (S 5l Jdas LY
) B Y e Lee Asnd) | calai®Y) (e il il ga o
s il e e elihaa¥) o1SH) el Ly st e 4,0 elly Ly
Ll Ll ol s eelld ) Al ASLA) | S DA e golai@®) sl
& daad S1SA Jlae 8 Galelall as B85 | 4kl s cctlatiall g ciileal) (Babin
LY Y e ges gl P elhal) | Juaiiy deliall 3 555 3’024)
FYYO daey Ol smy o) ISy culag ) s oY VA | Ll 3l Laas 58V il 0
Aoa | Ay Y e e b cilagal pla ) e bl e 2y 3l
len) daali g Y od v ple 8 JeaV) | e oS Sl Glasaul LY
Yove dle i (TFP) e,y dal se o) elihall ¢lSAl LD
Ll ) Jelae syl Julas cdgagdal | calaind) S Jie ¢ gadll Al
- Ole e el IS
I3 ADle dga s oo Shany) diladl) aig LAY cld ) Gl
LAl o) N o Aglas) AN | el oSA) slae) ol (Ahma
LAY claaill g ccililall dia gead saaeie S il Lpuladl d,
s, aliall g ¢ elilaa¥) oS dldiadll cluial) 2024)
s phadinl g ¢ olila Yl o ISY Y Gy 5 | Al 48AY) sl aaas LY
e Lpulad) @l el 3 clihaal) 83 | Lulad) & elilha) o1SAl
(’W;\) OV (B il Baasie S uu Olaal Lgialles Gany 315
AYV.Y £V Al &y gundll Fded )il | IS8 elilaal) o\SY ol
b A LA 8 € sl asay 3aasie S AN G Jste (Ahma
L il e Al @l il LSlaal) d
R-square ies <l ccelly ) Gyl | ) 3 Gpuladl) yealiall apas v | 2024)




el (S il Jpa dilad) clul ) e ddle 5505 (V) b Jsas o

Gl
A g
[ Y Lagial) fdd o) gl Lol o) Caaa [Alal) @)d @l piial) | A
Jdas
gt
& giddl A e %4 vLqe AW ASA J g sanall a2z
LAY sl y ¢ DAY Jiod s slad) i elilal)
aliall g ¢ elihal) olSA Aldiadl 3aaeie S L3 dusulad)
alaiud 5 ¢ el oA HUY Ty ) chial
Lppulad) il el 3 el ¢S
oY) (B lhuiall Baaie S i S
Cdabaall Julat o) Jilas cdagial)
Foias Clua Lo gid) Caieatll Jilas
ol Jelge o an g e all A
AN G Aal ) Jie Slaall | elilaal) oA Jla) dpaal L)
L yg ceDlanll % g9 48l 5 ¢ javadilly leadll 5 claiiall arenai
Lot e Sy e IS8 5 eDleadl | dpenll e gl alasinly 430U
L3 s e elihual) elSAL 4o geadll ¢Dlasll Dl el il & gl Jea (Tulca
ielial) veSland) deady il jie W g chxtiaal) ¢Dlanl) SR [ ERWC QP A naza-
48 el On dalay Do dsas oo ) (RIS A, Adlad) Al Gy LY | Prieto,
edanll 4y yadsoda Dleall &l ) Julge | el & elilaaY) £SA) 2023)
Bl G elihuall ¢ISAL desead) gLy
Ciilg)l e [ Lyl V) g padll clipladl) | clihall oA G am LY
2509 sSY! A pad) gladll & J gasal) Al clead g ailadia
) st Ll V) Julas cdagdal)
il g Al all lany) Jdatl (il
OSlginnall €5 Y)Y e 3 suil) LS lus
O el 1 ana el lasiuly (Pillari
3 el Sle <86 Random Forest dp i sa |l gelihaa¥) oS3 il ypaas ;%t%)
L g I BBy FoAY.0 A8y 5 aY) )l eal) Uanadi e <Y L
LY ) F1 a5 05 %AV.Y gla siul 5 <%AAY ceSlaal) 4 yai g e Dlaxl)
45 3ally A 3 ymd Aae s ekl L .87.7%
e Bag %A0.T Ay Ludls 210l Liad | jae (8 suill) LS slury il g apa3 | (Pillari
() F1 4505 %A0.Y cledinlg oATLY - OSlgiall ¢ gy ;%tg)

Alad o o ganll il 538 Ll .85.7%
e Gl gy 3l 3 a3 530 o3
gl s i)




el (S il Jpa dilad) clul ) e ddle 5505 (V) b Jsas o

Bl
iie

Jad g
Jdiae

daadail)

s

gl [ 42 guilis LA Gias /ALl @) @ sl

)

a1 Jilas Ll Y1 et shaagial

(c\-}j}(\

S @l pe Jeliill o Slan) dilaill aig

A yendl sy Lagyy oLy V) delia & elihiaY)
-0V = Ala ) Alxias Lol ) 80d ae ¢ Slgiuall
L ae Jelill ol e %Y 0L o ey 1
4 el L) i oyl Sy o lihaual] S
el olSA) i ae Jeldd) of u ol s
COSaly Gag ye e lihal) (ASY b cllgiud) 485
.(5ig = 0.000) (5\S a3l o ma s L LS
lenny o Alkne ol ol paial) of ) ey 13a 5
el el L Legin 1€ Walis ) @llia (f 5 ¢ iandl)
Ll yasiall oda ¢y Lol U Alxies 325 Cramer V

cab); (.\J;l.n\ _u,J:.a.a} slaal M :w\
.SPSS

CJ i elihall (<)
e delia 8 )

(Aradj

2022)

(Aradj

2022)

s\
Ga il
Oasall s

il

e sadieal Gaudl Elad of laay) sl CaiS
e Al S Aallra 5 pany zrant elihual) (1S3
Glaie Jio duiladl jabadl (e s cclibyl)

il gl 8 bl iy e oo laa¥) Jual 5l
Gl 3l sad oSy el Y ALYl sl (ads
On Bl paada (5 gine i g oelihaa] 1S3
Alall Jio daliaa) bl Ll apeas A

Jaa il gl gall g dpuiill g SualaiBY) g 4l e ganal)
caldla LAY e i) e A0S glud) <l paiall 5 3Ll
il Jalal Jdall 138 g% e Dlenll Aliate Ciy a5
o Al a5l Judl e diy S i )
alall il ) gl Judls Gpuan g lalial) o g
L3R o Jd

Y s sdsagal)

oedll sk glae )
SASAlL iy sl
AL 5 o libaY)
S A5y Hhlly sl
Sl e gl g Ll
aaadinl Yl sl
cesndl Bl 3
el sl LY
O el ae
ol 3 6\Sy Cailla g
Bl b (3 sl
", il

(Abi,
2021)

(Abi,
2021)

Gkl 454
(B3 il
SSAL
‘;c\.'\km\}“

b eelihaal) S Gl of JSlasy) diadl) (aig
Ll Gl 35 S il Y ol 3y suill
ol gl 500 5 Gasntl) e S5 ) S ks

Pt e bl 3 jd 5 bl La) yiul ¢ 4y lanl)

S amy S L)

JSs g::\.ﬂa...ay‘
€ Ga gl

JSH) Y skl LY




el (S il Jpa dilad) clul ) e ddle 5505 (V) b Jsas o

Gl
ey
[ Y Lagia) [ o) il Ll Jal) o [Alal) i @ piiad) | A ol
Jdas
st
~ 553k ST NT O P EVNU I ER\ JRCE & iyl i,
—ells s edlad U e Dleall arnl (ha (4 gaael) aa Gy By sl 2020)
(oSl gl 8 Cpmaliall o 00 dagaiall e gladl o A asa
Jadi 2aY) AL gha il 3y 35 ally g ¢calial) 0o shiiall Al
=lihaal¥) A () & 2L clalasy) ki Jleed
orshl Ay i sal (A Y5 3l 5 anaddl oo ALl dpalss LY
(pagadll aay o Al et saiall a8l LSA gkt il 68
glial a5 2 gl YY) aladiuly el )l Aas) RSN
Jalal) Tl elldy 1) ZELeaYl Lyl e )3l . Gy sl
Lighall Jie S5l lad e g gl Jlaayl | e ALiS dale sk Lt
SOy SO 8 Sy Hlias 5 Ay 51 Ay ) Gasnd Slaagl i (Jain,
63 s dingiaal 46 il claal) 3 clilaaY) selihay) (1<) 2020)
claal) Gty Sl 35 S @l g ) PN
Jidas syl Jady da gl slasy) sdagial
ol ol
358 Bygull A Slanl Jlaill i < yekil
Opand 8 elihual¥) 1S 5 4yl el £ o T ol
iy | G0 sesl B a5 cGadl) Slandl e eliba¥l S Jee | (Benab
et Cre 3L A (e LA gl O Leall ALLEN A lladl) ‘591.&;51\ e ) e deloua
R el bl g i) ) sl 55,0 < ] hed,
i At Ll gty 3 e ) 15 3AT) (8 gusl Bl On 8 ol el 2020)
e oSl 5y shiiall luadll 5 cilalga) et
Vg gl Ol duljall Creadi) (Aagial
e Sl ol e aliind odaldl dlae) e s
o and) L)l gl Q,."d\ Gl ) Al de ganall -
cedandl Liay Jgn dilad) cilad ol e dale 3, (Y) 48, Jgas
Gl
Lgey L ", "
Jad 4 Apnial [ it | T [ah i QPM‘ “\J'ﬁj
Jae A yal) 3




ceexdl L d);h;\.»ﬂ\ QM\JAX\&;L\LS‘)LJ(*) (=§J djhc_vu

b
e i fllall @l el phaa) |l
) . ) < Gy i w
/M\J-ﬂ‘ 41\%6-.\4“ /MUAS\ @lﬁ .
s
.c... *‘
g ) ) e yaall e Alany) Jiladll IS | cBlad on @Dl a8 ) | (AR
. . ) a1 . - 9,
o Ay gatl) DI ladiul s il e | shie oDl Lia s
LSladaial) Y b
. (P <0.001 B=0.43) | aosil i Lag ¥
\)ﬂl& $UA
alids [ i . . -
el Q\ oJ;‘ [KYY P (P <0.001 6B = 068) & laxll .e.&\.a.'a)} eDaall g
«
eSlanll L5 50 o leb Sl iy pias ) IS | AamiS oDaadl Liay a3 LY
cedandl Ly e leb el giune 33 o o el (0 e daall eyl
_ Smart PLS-SEM alasiul :dad pall diagde | ul eyl i) ¢
CLPM Jiai | e edaadl g4
Ay
LS ¢edeall Liay e chatbot alasiu 17, 17,4l
AV e I sa g crns s AR P Al e oy
Azl o 138 el v e 0 Al Ggee 4 5l (Hari
c SI
Sesll Lo,y als Al sl s i
& D Slisiue o Gugale 5 o) 590 ) 3 e Gingdl L) 2024)
ol ceDasll
o [ e Ll i sa s * Chathotsd! alaasiul
5 450 [t} Aa%u) 33k ) . 3 N
9 u‘ = L’:\ Lam\}:‘},) < ..T B ‘u“;’, oS | Lb)
5250 el s e plaial 3 5= Ao )uw& i o e sl Y [
L33 20,0 sy dsm s o ccleadll o cilaiid) | 7 (Hari
) . & BBl sy )l si,
ol e duadl 455 Blay o)) S Al 5 Alladl) o L s 2024)
Cilaial) 5 praliall Aalll jjaag AEN Jug cprdiuall : G
3l ) el 8 oo Lee ccnlenal) of claidl
cedaall Lia
a1 dalas A Jal) Asagia
il Beatll 83 o I Aol cla i Y | oSaal Ly Lsa pod ) (ﬁna
. " R nda,
Jaleay ¢eDhanll Cyjjb.a‘)‘;;é}:\a&}‘?_ﬂéi‘ Laadll Baea LAG < 2024)
:\.w\‘)d .',iiip Z.A:\cht8.2132.ﬂ:z§3u.°/\\“ a_.!‘)\éﬂ\ K.AM\ 3)}.;4}
Slae 5 sinny ol L A eDadl L o o ol ceanll 6Y 5 e
G?;J'iK Leo eV, AV=t afly .Y €) alany csBlaall 6¥5 o | L)l syt il Ly
e ihae o BB dgm s ) el | eDleall oY 5 e eDleall

L) 0 ol Dbl Al 3 g o Sl el
Ll pall &yl g g5 eDaall Liay e 0 il

10




ceexdl L d);h;\.»ﬂ\ QM\JAX\&;L\LS‘)LJ(*) (=§J djhc_vu

b
e ) ) Ga fAlal @i cpdia) | )
[l Al dngial) /A jal ilas i .
s
)
B O ADL 3 L 5a o gy eDlaall Ly o )
335 of gl ekl ) il g L eSlanll 6 g dansll
) ISy @ el L) Sk ) deadl)
edaall Lny e S
_SEM Jilat 485 _ oS rgial) aad ) dngla
Smart PIs il sl Jilas 3l
Aihlall A8 HLaa) el o las) Jiail) T | el il 485 a8 | (ZhaN
e | USE A el s Sy | DI e S e Rkl S024)
ol G3) sy dalull delia Jag ey edaall | e AN Lhajall
A"c) Lol i) ae eDbaall CDeli 3y 3eil dasd coblia 5 e Daall Cilad g3
(;Jum .ple JS..:._\L.\;{\ PN ‘_;):\ul;j}
shsinl (ANCOVA) Jilas tdad jal) daglia
(PROCESS)
Leo ¢0.8TY )+ VAE e Jul sl Jlaal cin gl 555 [ Aok 30 Aulall sl
e gall ol il (g 8 il asay ) el LB (3 ga
Kaiser-Meyer-Olkin dslasy) adll ool 55 | 158 4l ol ol a8 .Y
O &Y el lee 0.8V () Y 50 (KMO) | delia 8 clSall dle
el o) ja) o LS L Gulie OIS JLalal) Jlatl oY) e ) s gl | (Dan
Loxtndll Gl aplie iy S o oSHD AN | il sl Aud ol a3 LY ‘211)52* 3
Al 8| Jseall AN Al dpus
Calagril A0 sl S e il asay ) il @l | el Gla gl aclhe
Yo Juadl il g el Ly o dalall dladly | dldbaddl Wes &N i
JeS I Slo Lelan¥! ailidl g oDleall 48 e 480 21 8 | Al jlaiy dalal)
laa gl L) il ) pe el oda (380 g e Dlenll G ) |y Sall g Alalall Al
& dxg ) (3 gus i (1 Fago Jal 55 228 ) ceDaall A il
oY A pall 8 Lpand 5 ) il g | dpeal e Al al S g

IR I EX P WS S R [ W T - PR
_SPSS _(SEM) il cValadll dada
.SmartPLS

a5 gy oDlasll Liay
yell 2 Bl 355 b
23 50 o sl P& e
L el oy s

el e
e sl Al Ll Lo
Colais el Bass Dl

11




ceexdl L dj;?u.»\.»d\ thﬂ\ésh\sbh(‘() (55‘) djhc_vu

Bl

e i [Alal @ i |l
i ) i i TR UL "y
/M\J-ﬂ‘ ‘\:\%G-.M“ /MUAS\ @lﬁ R .

dm M‘JA.“ )

daadail)

ol i laal Aok
Ges -lDL) Gy il
Jalsall o2 Lils &y PDla
&, Sl Lay

Slal) 5o el g o) 5N

IO Syga Lsde il il min cijell | il 8 oSl Lo hus | (AKD

N clatiial eDlexll L)y e Ao cilaiidl | Adlall 3 ) 0ay deddll Baea 2821)
B e e ade Sl Ly o ) e | el ¥ e Al
s RETCRERR
Kampar . .
CLla Y delee Sl Julad cAad ) Aagie
aaiall el jlassy)
s smaial) 280 ad Ll aga gl | pe il Lo cDlaal) Ly e GEn3) L)
Ol Caed bl e (ECT) e sl 2l 4, ks
B8 G degd) AL Lilany) | ASLE) deaus B geaidl SN BT waad LY
Llu Lee o 3lend) Lia 5 4S ol el Ly e (Eren
Saee Yo S A A8 Lal e oo gl | Aot e el Ly e @RI LY
Slee e Ll el e i yead) L33l g 2021)
RERA| ¥ alaal) dadas s ol dngia | oIV oDl Clad Gn DL aaad Lf
Aladiuly clild) Jilas 40l | Liays eDleall laig asliy ol
&5 _SPSS 21 &l o6 Daal)
SMartPLS | il cliss, 3 5)satdl &8 il o
cedaadl Liay e ¢l il dnan g

e Sl ol e aliin odaldl dlae) e 0l
SlSY LS o ABa) gl LA ARl clul ) AU degaad) g
£} La g o libaaa¥l

£ SAN b (g ADMRl gl opfialll ale dgan 8 Sl g Y

) oialdl Ja g cdalud) &M\Jﬁ\Jg).Eﬂ\ J&‘g\éuﬁeﬂuﬁjﬁb&‘g
:@u

12



s ARl il ally el Al Apliad) Auda DA (e
tol Lo G Aal a6 a8 cCand) (5 e gl Al pdalill cangd
b LS elhal) oA cls Jols e Al bl pall qilef ) )
?gj c&hl:uj\ dél;ﬂ GB\.PJAJ\ UAj)aj\ céﬁ.‘nhgﬂ\ J:uu.uﬂ\ ‘-”uq)q]\ Qu}\}))
SN s bl Lgle 58 5 sl led Les (6 sinall Aua g ceDleal)
s SAl il A pab < plat pfalll ale ngan S elldy lud )3 agag a2 LY
Ay SN jaliadl edlee o Bukilly drdine elihaY)
Gl e O opeall Cld  ofialll ple agas 8 ellhy Sl agag ae WY
(8 (e (sDkeadl Ly ¢ e lilaa) o SA culyiin) A 0l
ASA i k) L LS Cand) @ pustie o Ja Sl A0S a6 1A L
Agis SSNT aliall edee o @uailly (£Deall Ly Jle el
cad) e s NG
gl Al ARl Gl jall s Gisanll Al gl A DA e
teb Lo I otiald) Joa g i el culglis g ofiall
Gaally Gl g ¢Maall L s olibaa¥) £ 1SH il G Lol 5 ADle aa s b .Y
Cau g gy alidl dlee e
eDaall Ly o (0 sinall dpa g eeDaall pgd clilal) Jilas g sall (a5 50l
Ch g fSIY) jaliall oDlee e Gulailly
o) 5l i slay
A0 Calaaty) Bian 1) Al 5l eda xad il jall N 5l e B
3\:145J'3ﬁ¥\ J;\ld\ e Slac GJ:: 454...14..1“ AL gﬂﬁj
55 (6 sl dua g oDlaall agh (bl Jad ga sall (g jall ¢ Saalinal
g ST jabidl edee e Gkl oSlandl Ly o Usine 1,30

13



A2l i g rlusald
waaty Hialdl cuels il ol Cilaaly il all e sl yant e WU
il e Lt a8 Ay LSO LieLiady Al )
:Js¥) Ll
eSlaall Ly e lilaa¥) oS3 i oy L) ADe a5 Y Y

14



f A (Al
Usine il (G simall B g codanl) agh «cliladl Jilad ciga gall (yia s sall
A g a1 saliall eMlee e Gl ¢ Dlanll Loy e
sl 7 d gad sl
Balll) cueld a8 dalall culud all g o ganll ddantiall 5 dlidl Aul jall DA g

Sl clSil) Clas

1 ulj.ﬂ‘ 0_113}33)
L bl el
Sazll La .
el L Agn sl g ol

B cliladl Jalay

~ Slaall agd

M s sinall dua g

Gl & gkl 23 sall (V) JS
Al cladHall Je lalae) cfialll dlae] (e 1) 3
L) @M bl
Sty (A & g ga Joli 8 Alaadl PIA e Al Al Goaa) aat
Slo Al dpal el laa S 0S5 clahidl g A e sasdl (e
AU il e Gndaill g alel) (5 gl
tdgalal) aaY)

ool Lasd Al all Aalal) dpealY) o

15



d}hﬁejéj\j e ezl Lmjjschku.a\)” <14 &Lﬂ:\.\s'luy'&);ﬂ\ J.»..JQJJB.A
Ofallh ale as deoaalg Gy 8 o

Daliall Al 5 508 dpaal (e Led Loy ccuand) 13n Lelady Al <l jsiall dpaal

Gl Jea Jidatll s Aul 5ol (e 3ad cfialll Bl Jlaall 38 3 sac bl

i paial B (5 kil Jealil Alglas s sSkeadl L 5 e lihaal) £1S3)

Aigdail) daal) .

g Sy b pladll 4 ellaal) oS3 50 o ¢ guall Ll »3a Lalus

A

5okl 3 (Al) el oS3 Al s a5 :(Babing, 2024) S5 LS dpaal
Al LS Laga 1yl A 5 Sy

DS DA e gl el aias e sl el HSY g
g SV kel b latiall s Cileal

sl I gases claidl S S e JBy o) e lihaa) oISA oSy

A g S B ladll 8 Bagas calaiia

Glleadl S DA e il GlS Gaid elihal) SSH S

A ASY Bl 8 Al e

A I 5 5laall Jlae (A Al Gl sV (8 g et g
clatidl S 588 DA e sall 0 Lo elluaV] KU e
g ySIY) 3 pladll 8 3aa e a8 3l

O el G Lgiaks (Ko e (al el @il A g elhuall lSY) .

Acliall 3 550l 5 hag 5 g cileliall

DSV Gl il gy ol gl cliaal) KA el Hldial e

Al o 2 3ally Lena

Baaa Gilanie oL )

&\SJ.JJ\ M} icliall )éSJS '&JL}_}._\ G::LLLu.a‘}” £\SA Q\JLABL.»\ .Lu:\):a .

Ll (e 2y 3l Ll Al s <Y

16

J



S Glo Clandly Allaall 32l el SY @ jlénd L.
Aelial

ad) Aagia sl
rdag) dbe g aaina

Ais yS) aliall eDlae anen (8 Al )l 030 aaine Jiah 1 pall aaina L)
Al Al adiae 8 25 ey A yall ¢ iage allad pien g il A
Aol jae Ay seen (B An s ST aliall oDee paen e O 5SU
f AN eail o ALl Lgaia jat g A Al Al LY
O (Real siey) cu ) due) el due e slaeY) 5 iddad) g g Y
gl 55 sen iyl e Al sl of sasiul Lan Ledl die
iy cpdsall Jls) o aiue @5 g "y (L) ode 8 AS Ll
el A yim giat ¢ Mallyy L u Y1 ses (e (g olae IS 2 a0l 231 < el
Glelyal pladiuly Ja Lo e pafiud) Glatidl jseen o cadsadl )
A o cu mlyl e clbaw) saas of oSa okl . Jsde laal
@5 sa el e Ul g cluna¥) 8 AS LI (s gall bl s s Aaile
el clie e, Gl DA (e 4n G el Gsos el Ul
e Adle e Cal clgeal) o Ladls dunall e a1 ol (e A gdie cilie
.(Burns & Veeck ,2020) ilall ff jelaall §f saall Cua
Lseen B Ags S Salidl sDee (e A LSRN 2 iddal) aaa _Y\Y
Ut da 505 %90 Ay sllaall A8 G 0 of o s (8 Abiall aa% &3 Gy el jeae
oe Ju YT s patbiadll sda il 0 Al Jlaial ST Giald) (gl %o+
358 300 AL Al aan 55Ky bl (Sas ann Sl aay 1385 %0
raa Ay KV aliall eDMee 22 IS5 B3 jia Vv v v Q.cdg_}gc.oﬁ;.d‘;ij
"3k (£)Y) Alaia) il el <) Saae ygla )«
s Al gl

bl g o B Cslal) Ao A jal) sda aadad

! https://www.statista.com/forecasts/1391039/egypt-users-in-the-e-commerce-market
Flase 1Y Zelull Yo YE\R\A Canadl gy J531 5

17


https://www.statista.com/forecasts/1391039/egypt-users-in-the-e-commerce-market

Al Clly pen 8 Bald aded Al Aala) qiglud J¥) Gislud)
AaiaVl 5yl Slud jall g eigadl g (S (g de gana o G kil
G LY Al Ay Hald) a4l Al ol qualad AU Gslad)
p AU sall e Al sda Jig clgdlaaY ad g g g 8 daua
tlgale Jpanll jabaa g 4y sliaal) iyl £ sdf .
Gl e e o osiald aae) Leilals el ey A pall dakl U,
laa
iy dsall aalsall o sl 8 Jiw cAell) cllby) -
G peie Al Cadial U Gl e @Y el ) dilayl
A all gkl SUaYY daey @lldg el all
8 Ay SV el ad) eDlee (e lgdde Jsand) 2 A clibd) -
Ol 2l o8 aladn Wb Aol Jae A 2l jme 4 sgen
daa o sl (e dall) (e Lay Lebdad s Leag 55 duanaddll
2l Y Jeasl) & ey Al ol b ek
tdd Al &yt (bl LY

Lanad taze gluin) 4B PIA e Al pall (g puie ulily o Aall) Ll

COS el @l ladl (e Ao seae o (ggia Cuay Al UL aead

osedy leaga i ol g) L (3il 5o Pty Gl sl dued ey gl ouledd)

CD Lo i fig) wlaas o(@laon ol lenan i plg) B8lses (s

dug) SbY o Gilse ey o(Ofnon Laaa i pg) @ s (Clan

(oo iha¥l QA i) Lea (g paie Al Al Geualip (53] 5 Aa yn Leaaa S
(+5enll L

) ) Uil aans 3141 asana
sl sl Gy Waalac) o5 ¢lutid Al e ULl aaead 6 o sialdl aic)
ALY Aeluay @l Led gLawd) S8 saeY lgle Cajlanidl uladl
sled je pe clgie Caaglly AlEll alall JSAIL Blaty Lad XS lensty leadi g
(o A stie Ae ganal Alariall g Apliadl A Al DA (e Guagiall < ghadll ¢ L)
G puaie e el Al Gl jlall Gadlainl ail dpalell GLESH g Slal jall § & gl

18



b dac) e g clgung b Ll Ledlaal Gaias DA e e s el
e 38 sl dngidl Gl shall e ae A8l o) sa 8 als sl Al
J<ay <l shaall oda gl 4y Sl 5 Lo ) s LaY) (Says uladls acl gl el
t ) atl e s e
tdaa) ol il asand Hlad)
5okl A0S Guoal) A eliael e de e A i r G Salll Gl

Linlia (g 38a3l s Gl Gl jle daal je agie Cull Cus 65 ) paiall daals
) e ol Loy Y & ay e bl il g sl < uiall (ulidl
bl el Lhadla gae Bl Lead clldy el jlall @l Joa clids
S ALY dals aa g il 1Y L aaads Leie 33 geatall (al 21 e byt
el ae ) Al clede claill (g ol ja) o el jlall sy Cada
G Dl Gan sl goal GaeSadl o)) s by sl g gl
Al Jsn cpaSadl ol 3l Y laliud Y Lguany alay sl (amy
ald la < Coronbach’s CL_\.}})S W Jales caldl) eqsiu\ LS e cBhaaill
ol 13gd il cOlalae of cldll ladl il @il Cus ol < e
) el 2 Y s AV @)
Pl Al (A dadiienal) Judadl) culld

el el e o sialdl sl
Al Gl Gy b ] el s s duagl slany) qudlad )

alasid o5 ol el ey cleagn il Lily e e 5

c bl gl

Al ol -

bl Gl a2

ol Jalras o) GV laa —a

() Jsas PDE e alea 5 ruleall @S0 Gulidd Glall bl —

r Al Jgasd)

omladl) oS el alall oL (V) a6 Jsan

19



AN ) s gl g

i sa Y.PY -
alase ¥V - Y.Ye
38 5a o — Y.1A

Source: (Sekaran, 2006

20




Al ) (g it Cp A8 B g LAY lNdg (¢ pau s Bl Jalaa Y

S\M\Jﬂ\ gwuﬁqmohﬂbﬁ}d\ J\AAA}Q uy)g;la\.ﬁ_)\ dA\Jm
LL\BJ\ Jelza C:\Lm Aoy 22a0 ADlall 348 (yamill lLagiaay \A@J:a\.ﬁ)‘ da g
:\_\A}aw‘wdﬁgm‘au\j‘\j\_u&du}ﬁ}‘c_ﬂim‘z\sw}u}uﬁ
L) (e ABle a9y ade die €Ay yhoa Aadll 6 AL
A Al Gl h JLEAY Ny casiall Ldl faad) qiglud LY
Ailan) Ao jally Aleiall A all Gl Slasyl Jisal o) ja) 2 s
Al 2l iy Jilsal 4 iaall (5 g alaicl 5 ((SPSSV. 25) delaal¥! skl
((0,5=0) xic Lilas)

. . P Bkl a3
Agalall jalaall Ade et Al B lead) .
alad) 255 A Bl )
;\.&JJJS\ g9
(Zhang ‘]C1 .&MMQLAJSM :L&J‘)AS\ Q),\J‘) ‘)Ej:\ A
2024) (Silva, T .
2023) (Tsai, cehaxll L@ dAbu:\ <=¢\S\ Llayl MJJJ\ Gy e Y
2021) (Cheng, U, s . .
2020;( 9 .ﬂhﬁj@ﬂd)ﬁ;ﬁﬁg@d)ﬂ\uﬁjjedsg ¥
Ssalipal) el
(Zhar)lg T.L, ) gl 5 v el S0 e S Sl il | L
2023) (Liu o . : "
! Omadliall latiie Hlawd Gu jatall osla | Lo
2023) (Hillen,
2021) 35es) Lol Gl s Hlensd s el Aty | .1
(\‘ . \‘ .
dgagall gl
Berger, 2020 " o T
Eﬁhﬂ\ e ) e Baldl (gl iy laliial el aaay | A
clalialy Alall b clatiall g yal) jaill jelay |9
el Julas
E}ﬁ{_j?iﬁ? .;M\&EMQU\*\@HM\(:Q Yo
C ’ L3 8 b sl o Ly ) clatid) el maa g V)
A L lal gl L i e claisadl e aa IS el aady [V Y
e anl) ?@
(HUK. A, ceSlaall Claliiny dagd el Ciledaial Jamy il a6 VY

21




2025\3) 2o Deadls aldl A8l cllaadl iy satiall ji g [V
calll alae) - :
Sl Lo jlaal & S clavia e Lay Ve
¢ siaall dpa g

- iy B Sl 8 iy jaiall o g8 1

W G s ) Y el e 315l Glaa gl e alaie V) oK
(Vu, 2023) sy vy
(Aradjo, 2022) . :

e LglS s el (e 5l sl s gl gas ¢ Sl Taad iy Leie

YA

sl L Slaadl 2 el Ll e ool el dlac) et jdeaall

L&\l:: d}ua;l\ JJLAAAJ & Shaall La_).\:hahj\ U_\\_)Lud\ 2(0) (35_) dj.l;

w\ JJLAAS\ . ué SJL.PJ\ ?EJ
Lo yus 05 lal) ?
o5 Al B L s
Ll
(Zhang J. C., b s halin) B et e e cless Lla Ll | L)
2024) (Kumar . i - —
Singh, 2022) ‘G Ge pasliicl s agd ) e juaill (Dleall a3 el ey | LY
(Dam, 2021) | ) ] - '
(Dorai, 2021) | Aot oo aa ol W e (o el (Sl 358 ol e uoa3 | |
(Lau, 2020) |
(Zhong, 2020) |

sl bl il AL cilul e Talaie) ofialll dae) ope 2 )
Gl pag A Ll mil
AN Gaudl o Lad)

Sliba) sl el
B\ Luag oL dalas A il TS <) garilal)
La s siaa) & Sanl) bl Agasad | Sl | Ao
\ CUYS)
A ya 3
- ‘ ,]
) *k WLV e 5
Saalisa) 9
Z ) n
\ *% g oV LR AR e :§
b b -
A :
\ *x oy *H LY xRN alibyd) Jalas ‘3
) ** 1A *k OV *k § ¥ xR LYY £3lar)) agh

6 Siana 2ie Liban) P * % (0 1) 4 gina (6 ghana 2ie Tibaan) P % %(, 0 0) 4 gina 6 giana 2 Lilian) Yo%
*% (0 ) gl
BM SPSS V.29 galis pladiuly (lasy) Jadl) gl 5 g (2 Lalll 332) Ga 1 jsaal)



Luag
*k Vg *k Y *k 1Y *k g\ dk gV
’ ’ ’ ’ ’ .
& siaal)
\ Vi awk | ak gy *k 1Y ¢ L i XA X XA La

1
I

a5V A3 apaatl (Y) i) I JSA e slae YU ol o s

08
I

06
I

035 -02

0
I

0.2

035
| |

06
I

1
I

1 1 1 1
none  weak  moderate  strong

very ' prefect

prefe(:tI very : strong "moderate = weak ' none
negative strong negative negative negative @Y “aest positive  positive  positive  strong  positive
negative | perect positive
independence
blg blg| blgy blo)| blg) - blg blg bld) blgy) blg)
gk Ui G gk gk O Gl gl gl sl gl
(Y) oo Jss
saunders, et al., 2019, p.616 : jaadl
I Gl dsia axe Slan) Jdatll xili =a 535 (IBM Spss V.29
g SN alidl e Gkl @lli g o Dlasl)
LA il s
gl g b LAY daaiall Jaddl jlass) Jalas w5 1 (V) a8 Jsaa
) VIF P. Qb Jal) Salea | faaly) Jelaa PALXT LAYy
Value T @Sl el ol Lk
(¢) | 1.354 .001 | 3.295 124 J11 | Adapall cligg
1.403 .466 .730 .028 029 | Sl yumnll
(¢) | 2.173 026 | 2.235 107 J07 | dga sl iag yall
()| 2.452 .001 | 3.564 .181 .188 bl Jalas
(v) | 2.797 023 | 2.286 .124 .124 oSl agh
(V) | 2.622 .001 | 6.961 .365 .358 o sinall dua g
095 | 1.674 270 | Jeldla

23




ol g b laaY aaeiall laadl syl Qe 23 (V) B, Jsas

i A

VIF

P.

Value

»

Aad
HTH

SaaN Jalea
s el )

Saad) Jalas
e

P\SH) s
g.cl.'\hm‘i\

575 = R%uaail Jalas

569 = Jamddl vaanll Jalas
91.437 = F 4.3

001 = z35all P. Value 4.
(%95) 48 (s sine

eDanll Lia 1(y) il il

haay) Jalatl il Gy ald) o) (et juaadl

fSA bl e gsime LB 25 oo Awlall mln ciig
Al o Gkl @iy oSlad Liay Sl (6 siadl Guas coDleadl agd

axiall Jaall jlaaiV) Gl alasiud S e il @lld laaY g A Sy

tob Lo (1) pdy Jgaad) B dal) pilidl) (e gy
Se Ju e .001=P Value dsibas) ANy 91.437 = F 48 caaly )
;Luj ch.u\)ﬂ\ Lﬁ_)é’d“ O ARl e )A:m]\ A=l J\J;.'\‘)ﬂ CJ}A.\ %}m

oShaall Ly 8 Lsina 555 oelilanal) oS i o8 4de

On D) Ak U eldaal) clSH bl asiVl O lebes ad i LY
Al asea Jasd dus cba )l Gy elibal) ISY) Glad e 4 JS
g ol Can Sl el 48 dae Lad @lldy cdun sall 5 5LEY) COlaladl)
Ll (8 Lsine
hall Blo ¥ Al e Gl Vool Jhall Jaad¥) gzl of may LY
" Inflation ~& Jx WS Multicollinearity gl & jueiall (pn el
o adll @l o) Cus (@iludl Jsaadl b daa oall VIF Variance Factor ™
LoV Al asay e Jal Al as ey @iy (V0) Gstue nd
el ) uaiall g daxiall el

24



ol Gw %0V 5 ik dadiaa elibial¥) oK) s e o ol
sy ol b A sl R yaail Jeles 4ad (g oy LS @llyy clia )
LGl (1)

A J9 (5 ginall LA Y g beall el sV CDlras " ad i L0
Al ¢ Soaliall ppeadll 48 oo Lag Lyl 4 elilaal) oSO el (g
S all PLValue o (e oy LS

(s simall LB )y (eldaal) oISH) JEaall el Gl s oSa 21
Rpn i A Jind Cam coSlanll Ly 3 (5 sinall Lglgmd 5 Ln il a5l s
& (365 = bme Foa lasil Jalaa) Ll 3 5V A (s sinal
s (181 = (sobme Jda Jasil Jalas) 208l A5 jally Ul Jidat 36
Ll & (124 = obe S Jasi) Jalaa) eDlenll agd 3y B3I 45 )
= b Gl Dl dalea) Abajall Gy, Al Ax N AS
o i) Jeles) Ggasall (el i 5 ,aY1 Aoal 4o (124
Saaliall ppeaal) AEl g giea 50 Gl 0K A a4 (107 = ke
aall Lay &

SSA il jete B Gud oo U cplall e %42.5 A a5 LY
sl b 83 3y al s Al delge ) L )l 8 dxdine el

A all J Y1 il il il Bl (Y) 8, JSAN s

Sl oA cluds

MJJJ.“ Q\S}.}j)

Saaliall el

Sanll Lia

Aga sall s el

bl Jalas

elazll ?43

Sgadl Lua g

25



:oUadly) dpalde) Las)

Histogram
Dependent Variable: Ll

Mean = -8.79E-16
80 St Dev. = 0993

| I

Normal P-F FPlot of Regression Standardized Residual

Dependent Wariable : wa _Ji

N=412

1.0

o.s

Expected CumProb

0.0 0.z 0.4 0.5 o= 1.0

Observed Cum Prob

e Lahs b g st elaal of haall JasiV) gm0
Lo gie o) Cua o chdll HlasidU & jled) ¢UadU g SE & aal sy 2ic (€)
e s i s ((39F) Lol Aty il e laa i eladdl

.C_);.al‘ .A;\}“

s

OIS Ly a5 s Bjlie Liad ot il il el of LS

ol Gl ax ) Tan Ay 8 ol siall 5 a8l

(L) i) el agisiel (0) &5 S
el Glua ¢l

26



Aa gyl w Al claiadl e agdl T s eDkeal)l Cllaial el alaia¥l
Agi g S abliadl e sDleal) o) ] Aagliag alaia¥l .

s Ll Aaglia aeoad (il e Dlanl) Ang ) Ao g D Leny Sl MlaaY)
o5 sl s Le S5 elibhial oSOl Al ) AHE 5 g b el
lghaga sty opshiy eliba¥l oS cils seUS saly HLaay) .

- e JSG Lgie s Lo
A L il Gl gt Aalsl cliged AL laayl

e lilaay]

o L 0S5 elhal) olSA il alaaiul 8 5] dal o5 ey Ll .
Wuda g a sl b

Tgaal bl el ddhise 3oh ) Jeasll Gl pally Gisadl i
la el clegladly bl i) Cadagll e oSall elibua¥) (1S3l

Aulle e e

27



raal )

Abi, K., Zakraoui, S., & Benahmed, A. (2021). Artificial Intelligence (Al). Marketing
touchpoints. International Journal of Economic Performance,4(03),322-42.

Agag, G., Shehawy, Y. M., Almoraish, A., Eid, R., Lababdi, H. C., Labben, T. G., &
Abdo, S. S. (2024). Understanding the relationship between marketing analytics,
customer agility, and customer satisfaction: A longitudinal ~ perspective. Journal
of Retailing and Consumer Services, 77, 103663.

Ahmad, A. (2024). Ethical implications of artificial intelligence in accounting: A
framework for responsible ai adoption in multinational corporations in
Jordan. International Journal of Data and Network Science, 8(1), 401-414.

Akbar, R., & Am, A. N. (2021). Peran Kepuasan Pelanggan Dalam Memediasi Pengaruh
Kualitas Pelayanan Dan Citra Merek Terhadap Loyalitas Pelanggan (Studi Kasus Di
Kampar Bakery Bangkinang). Jurnal Manajemen,18(2),194-224.

Alkhatib, A. W., & Valeri, M. (2024). Can intellectual capital promote the competitive
advantage? Service innovation and big data analytics capabilities ina moderated
mediation model. European Journal of Innovation Management, 27(1), 263-289.

Alvin C. Burns, Ann Veeck ,2020, 9" ed., MARKETING RESEARCH,Printice Hall.p.248

Amelia, 1., Azzahra, Y. N., Abda, A.,, & Azmi, Z. (2024). Pemanfaatan Artificial
Intelligence Dalam Akuntansi: Kajian Literatur Review. Akuntansi,3(1), 129-140.

Ananda, I. P. S. N., & Setiawan, P. Y. (2024). Peran Kepuasan Pelanggan Dalam
Memediasi Pengaruh Kualitas Layanan Dan Citra Merek Terhadap Loyalitas
Pelanggan: Studi Pada Pelanggan GO-JEK Di Denpasar. RELASI: JURNAL
EKONOMI, 20(1),14-31.

Anisa, R. D. (2023). Kinerja Karyawan Dan Bauran Pemasaran Terhadap Loyalitas
Nasabah Melalui Kepuasan Nasabah Sebagai Variabel Intervening Pada Bmt Mbs
Cabang Karas. Investama: Jurnal Ekonomi Dan Bisnis, 9(1), 13-30.

Araljo, C., Gongalves, R., Costa, R. L. D., Dias, A., & Pereira, L. (2022). Artificial
intelligence in the digital customer journey. International Journal of Electronic
Customer Relationship Management, 13(3), 248-271.

Araljo, C., Gongalves, R., Costa, R. L. D., Dias, A., & Pereira, L. (2022). Artificial
intelligence in the digital customer journey. International Journal of Electronic
Customer Relationship Management, 13(3), 248-271.

Babina, T., Fedyk, A., He, A., & Hodson, J. (2024). Artificial intelligence, firm growth, and
product innovation. Journal of Financial Economics, 151, 103745.

Benabdelouahed, R., & Dakouan, C. (2020). The use of artificial intelligence in social
media: opportunities and perspectives. Expert journal of marketing,8(1), 82-87.

Berger, J., Humphreys, A., Ludwig, S., Moe, W. W., Netzer, O., & Schweidel, D. A.
(2020). Uniting the tribes: Using text for marketing insight. Journal of
marketing, 84(1), 1-25.

Cheng, Y., & lJiang, H. (2020). How do Al-driven chatbots impact user experience?
Examining aratifications, perceived privacy risk, satisfaction, lovalty, and
continued use. Journal  of Broadcasting & Electronic Media, 64(4), 592-614.

Dam, S. M., & Dam, T. C. (2021). Relationships between service quality, brand image,
customer satisfaction, and customer loyalty. The Journal of Asian Finance,
Economics and Business, 8(3), 585-593.

Dam, S. M., & Dam, T. C. (2021). Relationships between service quality, brand image,
customer satisfaction, and customer loyalty. The Journal of Asian Finance,
Economics and Business, 8(3), 585-593.

Dandis, A. O., Al Haj Eid, M., Griffin, D., Robin, R., & Ni, A. K. (2023). Customer
lifetime value: the effect of relational benefits, brand experiences, quality,
satisfaction, trust and commitment in the fast-food restaurants. The TQM
Journal, 35(8), 2526-2546.

Dorai, S., Balasubramanian, N., & Sivakumaran, B. (2021). Enhancing relationships in  e-
tail: Role of relationship quality and duration. Journal of Retailing and Consumer
Services, 58, 102293.

Eren, B. A. (2021). Determinants of customer satisfaction in chatbot use: evidence from a
banking application in Turkey. International Journal of Bank Marketing, 39(2),

294-311.

28



Harisi, M. R., & Hiwono, E. M. (2024). Pengaruh Chatbot Usage terhadap Customer
Satisfaction. Jurnal llmiah Manajemen Ekonomi Dan Akuntansi (JIMEA), 1(2),

66-73.

Hu, K., Allon, G., & Bassamboo, A. (2022). Understanding customer retrials in call
centers: Preferences for service quality and service speed. Manufacturing &
service operations management, 24(2), 1002-1020.

Jain, P., & Aaggarwal, K. (2020). Transforming marketing with artificial intelligence.
International Research Journal of Engineering and Technology,7(7), 3964-3976.

Koegelenberg, D. J. C., & van Vuuren, J. H. (2024). A dynamic price jump exit and re-
entry strategy for intraday trading algorithms based on market volatility. Expert
Systems with Applications, 243, 122892.

Kumar Singh, A., Singh Patel, B., & Samuel, C. (2022). Understanding customer-
perceived values for apparel retailing in India. International Journal of
Retail & Distribution Management, 50(11), 1337-1357.

Kumar Singh, A., Singh Patel, B., & Samuel, C. (2022). Understanding customer-
perceived values for apparel retailing in India. International Journal of
Retail & Distribution Management, 50(11), 1337-1357.

Lau, T., Cheung, M. L., Pires, G. D., & Chan, C. (2020). Customer satisfaction with
sommelier services of upscale Chinese restaurants in Hong ~ Kong. International
Journal of Wine Business Research, 31(4), 532-554.

Li, Z., Zhao, X., & Ou, G. (2023). Understanding customer satisfaction in curated
subscription services: Moderating roles of subscription time and information
disclosure. Information & Management, 60(6), 103834.

Nandy, M. (2023). Strategic Pharmaceutical Marketing Management in Growth
Markets. Taylor & Francis.

Pillarisetty, R., & Mishra, P. (2022). A review of Al (Artificial Intelligence) tools and
customer experience in online fashion retail. International Journal of E-
Business Research (IJEBR), 18(2), 1-12.

Saunders, M., Lewis, P., & Thornhill, A., (2019), Research Methods for Business
Students, 8th Edition, Harlow, United Kingdom; New York: Pearson

Sekaran, U. (2006). Research Methods for Business: A Skill Building Approach. John
Wiley & Sons.

Silva, F. A., Shojaei, A. S., & Barbosa, B. (2023). Chatbot-Based Services: A Study on
Customers’ Reuse Intention. Journal of Theoretical and Applied Electronic
Commerce Research, 18(1), 457-474.

Tsai, W. H. S., Lun, D., Carcioppolo, N., & Chuan, C. H. (2021). Human versus chatbot:
Understanding the role of emotion in health marketing communication for
vaccines. Psychology & marketing, 38(12), 2377-2392.

Tulcanaza-Prieto, A. B., Cortez-Ordofiez, A., & Lee, C. W. (2023). Influence of Customer
Perception Factors on Al-Enabled Customer Experience in the Ecuadorian Banking
Environment. Sustainability, 15(16), 12441.

Vu, A. (2023). Improving online recommendation systems-a user-centric approach
(Doctoral dissertation, Open Access Te Herenga Waka-Victoria University  of
Wellington).

Yang, C., Zheng, R., Chen, X., & Wang, H. (2023). Content recommendation with two-
level TransE predictors and interaction-aware embedding enhancement: An
information ~ seeking  behavior  perspective. Information  Processing &
Management, 60(4),103402.

Zhang, J., Chen, Q., Lu, J., Wang, X., Liu, L., & Feng, Y. (2024). Emotional expression by
artificial intelligence chatbots to improve customer satisfaction: Underlying
mechanism and boundary conditions. Tourism Management, 100, 104835.

Zhong, Y., & Moon, H. C. (2020). What drives customer satisfaction, loyalty, and
happiness in fast-food restaurants in China? Perceived price, service quality, food
quality, physical environment quality, and the moderating role of

gender. Foods, 9(4), 460.

29



