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Abstract:

This study aimed to measure the impact of interactive chatbot usage dimensions
(perceived personalization, perceived ease of use, perceived conversation quality, perceived
trust, and perceived usefulness) on the intention to continue usage, with customer
satisfaction as a mediating factor. A survey of 378 respondents was conducted to collect the
primary data needed to test the study's hypotheses among telecommunication company
customers in Egypt during the study period.

The study concluded that the dimensions of interactive chatbot usage (perceived
personalization, perceived ease of use, perceived conversation quality, perceived trust, and
perceived usefulness) had a significant positive effect on the intention to continue usage.
Additionally, it found that perceived personalization, perceived conversation quality,
perceived trust, and perceived usefulness had a significant positive effect on customer
satisfaction, while perceived ease of use showed no significant positive effect on customer
satisfaction.

The study also revealed a significant positive effect of customer satisfaction on the
intention to continue usage. The results indicated that the mediating effect of customer
satisfaction on the relationship between the dimensions of chatbot usage (perceived
personalization, perceived conversation quality, perceived trust, and perceived usefulness)
and the intention to continue usage was significant, while the mediating effect of perceived
ease of use was not significant. Furthermore, the findings highlighted a significant negative
moderating effect of technological anxiety on the relationship between customer
satisfaction and the intention to continue usage.

Keywords: Interactive chatbot usage, customer satisfaction, intention to continue usage,
technological anxiety.
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