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Abstract

The current research aims to reveal the effectiveness of
using chatbots in electronic commerce and measure the ability of
chatbot technology and its reliance on artificial intelligence to
analyze customer behavior and answer his questions and the
extent of customer response to them, the extent of customer
confidence to deal with chatbot technology in solving problems
that they face during the use of trade e? How satisfied are
customers with the use of chatbots? What is the impact of the
chatbot on the intention and decision to buy? The researcher used
the descriptive approach using both surveys and case studies, and
the researcher designed a questionnaire as a tool that was
distributed through social networking sites, and the study
methodology was followed to analyze the use of chatbots, the
extent of customer confidence and satisfaction in it, and the
extent of its impact on the purchase decision. An electronic
questionnaire was distributed to A sample of 204, 191 clients
who had previous experience with chatbot programs in e-
commerce, were retrieved.
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The results concluded that there is a good relationship
between the chatbot and e-commerce, and that by integrating the
chatbot in e-commerce it increases the rates of customer
confidence and satisfaction, which increases the chances of the
purchase decision in general due to the speed of response and is
not affected by the mood and works throughout the day, and its
ability to nominate the appropriate product for the customer
Display all product data quickly, and quickly meet the needs of
the customer, and that there are statistically significant
differences between customers due to the age factor in favor of
the younger age groups, but the more complex the tasks,
problems and inquiries facing the customer, the less confidence
and use of the chatbot, so when comparing all dimensions with
Some of them did not show statistically significant differences,
and the study presented several research recommendations and its
application

Keywords: artificial intelligence - interactive chatbots -
chatbots - e-commerce - customer satisfaction - purchase
intention and decision.
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