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Abstract

In today's digital economy, new technologies have transformed the concepts and implementation of market
management strategies. Among these technologies, Artificial Intelligence (AI) has significantly influenced
consumer purchasing behavior and, consequently, levels of customer satisfaction. This research was applied in
nature, employed a descriptive survey method for data collection, and adopted a quantitative approach. Data were
gathered through an online questionnaire developed by the researchers, which included standardized instruments on
Al and customer satisfaction, along with relevant literature. The validity of the questionnaire was confirmed by a
panel of experts and its reliability was established with a Cronbach’s alpha coefficient of 0.89. For data analysis,
both descriptive and inferential statistics were used, including Kolmogorov-Smirnov tests, correlation tests, and
Structural Equation Modeling (SEM), utilizing SPSS and LISREL software. The hypothesis tests revealed that Al
had a significant impact on customer satisfaction when purchasing consumer goods. This finding suggested that Al
could greatly enhance the customer purchasing experience by providing personalized recommendations and
analyzing customer data. Furthermore, Al tools facilitated quicker and more efficient responses to customer
inquiries and issues, reducing waiting times and contributing to a more positive shopping experience.
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Introduction

Contemporary marketing increasingly relies on intelligent data, with technological advancements driving
significant changes in its evolution. Simultaneously, the online shopping market is expanding rapidly, leading to
heightened competition in this space. As a result, online shopping platforms play a crucial role in facilitating
effective interactions between brands and consumers. New technologies aim to bridge these gaps and Artificial
Intelligence (Al) stands out as a key innovation. Al enhances the online shopping experience by removing
barriers and providing customers with access to product information, thereby increasing interaction and enabling
more personalized services. However, there is a notable scarcity of reputable domestic research that addresses Al
as a valuable marketing tool. Furthermore, findings from international studies may not be directly applicable to
the Iranian market and business environment, necessitating localization. Given this context, it is essential for
online retailers to gain a deeper understanding of how consumers perceive and utilize Al, as well as their levels
of trust and satisfaction. Addressing the relationship between Al and customer satisfaction as a new marketing
strategy has become an urgent necessity. Additionally, businesses must learn how to effectively leverage Al to
enhance customer satisfaction. Therefore, this study aimed to investigate the impact of Al on customer
satisfaction.

Materials & Methods

This research was descriptive in nature with an applied purpose and a quantitative approach for data collection.
A gquantitative method based on hypothesis formulation was selected given the availability of variables to be
measured as Al tools. The statistical population comprised undergraduate and graduate students from the
Computer Engineering Department at Lorestan University, who had at least one shopping experience and had
utilized Al components provided by the store (such as chatbots and personalized recommendations). The
selection of this group was based on their familiarity with the concepts and fundamental components of Al,
ensuring that they could provide accurate and relevant responses to the questionnaires. This approach aimed to
enhance the reliability of the data by excluding uninformed or unrelated individuals. The statistical population
included 240 computer engineering students at Lorestan University, from which a sample of 150 was determined
through stratified random sampling with proportional allocation. An online questionnaire developed by the
researchers was used to collect data. The validity of the questionnaire was confirmed by a panel of experts and
its reliability was established through a pilot test, yielding a Cronbach's alpha coefficient of 0.89. Finally, SPSS
and LISREL software were employed to analyze and interpret the data.

Research Findings

Sub-hypothesis 1: The results of the regression analysis indicated that the chatbot variable in Al significantly
impacted customer satisfaction, confirming the 1% sub-hypothesis of the study. Chatbots enabled 24/7 customer
service, allowing customers to resolve issues and access necessary information at any time. This enhanced
accessibility and responsiveness could lead to increased customer satisfaction. Furthermore, chatbots provided
quick and accurate responses to customer inquiries, improving the shopping experience and fostering a greater
sense of satisfaction.

Sub-hypothesis 2: The regression analysis results also confirmed the 2" sub-hypothesis regarding the effect
of personalized recommendations in Al on customer satisfaction. Personalized recommendations created the
impression that customers' needs and preferences were accurately understood and taken into account. By
analyzing customer data and purchasing patterns, these recommendations aligned with each customer's specific
needs, thereby increasing both satisfaction and loyalty.

Sub-hypothesis 3: The findings from the regression analysis supported the 3 sub-hypothesis, which focused
on the impact of an advanced shopping experience in Al on customer satisfaction. An advanced shopping
experience encompassed user-friendly interfaces, personalized recommendations, real-time support via chatbots,
and streamlined purchasing processes. These elements collectively enhanced convenience and enjoyment for
customers during their shopping journey.

Sub-hypothesis 4: The regression analysis results confirmed the 4™ sub-hypothesis related to the effect of
Search Engine Optimization (SEO) enhanced by Al on customer satisfaction. Al-driven SEO optimally delivered
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content and products to customers, thereby improving the user experience. By employing Al algorithms, search
engines could present search results that were more accurate and relevant to customer needs, which enhanced
satisfaction during the search and purchasing process.

Sub-hypothesis 5: Finally, the regression analysis indicated that voice and image recognition tools in Al
significantly influenced customer satisfaction in purchasing consumer goods, confirming the 5" sub-hypothesis.
These tools enhanced the user experience by simplifying and personalizing the purchasing process, making it
more intuitive and enjoyable for customers.

Discussion of Results and Conclusion

Main Hypothesis: With the confirmation of all sub-hypotheses, the main hypothesis was validated: Al
significantly impacted customer satisfaction in the purchase of consumer goods. This assertion could be
explained by the way Al enhanced the shopping experience through personalized recommendations and data
analysis, which reduced waiting times and increased overall satisfaction.

Al technology could identify customer purchasing patterns and provided product suggestions tailored to
individual preferences and needs, thereby boosting customer satisfaction. Additionally, Al tools facilitated faster
and more efficient responses to customer inquiries and issues. For instance, chatbots were readily available to
answer common questions and resolve typical problems. These features not only minimized customer wait times,
but also contributed to a more positive shopping experience.

The following practical suggestions emerged from the research:

o Implementing gamification elements in the Al-driven shopping experience

e Creating personalized offers based on the analysis of shopping data

e Utilizing interactive audio and video tools to enhance customer support
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Table 1: The background of related foreign research
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Table 2: The background of related domestic research
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Figure 1: The Conceptual model of the research
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Table 3: Population frequency distribution and statistical sample based on gender and education
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Table 4: Population frequency distribution and statistical sample based on gender
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Table 5: Population frequency distribution and statistical sample based on the age of people
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Table 6: Population frequency distribution and statistical sample based on education
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Table 7: Mean and standard deviation of research variables
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Table 8: Correlation between model variables
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Table 9: The normality test of the examined variables
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Figure 2: General model of standardized coefficients
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Figure 3: The general model used for values (T-Value)
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Table 10: The results of three measures of Cronbach's alpha, reliability and convergent validity
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Table 11: Goodness of fit criteria of the overall model
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Table 12: Values of R?, Q?
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Table 13: Regression coefficients and significance of model variables
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Table 14: Summary of hypothesis test results
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