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Investigating the impact of using artificial intelligence chatbots on
customers' continued purchase intention

Sina Abouei Mehrizi®
Ali Asghar Farnam™

Abstract

With the expansion of artificial intelligence technologies and the development of e-commerce
platforms, the use of smart chatbots as a new tool for improving customer interaction and
enhancing user experience has attracted the attention of many organizations. The aim of this
study is to investigate the effect of using artificial intelligence chatbots on customers'
continuous purchase intention. In this regard, the conceptual framework of the study was first
explained by reviewing the theoretical foundations related to technology acceptance,
customer trust, and online shopping behavior. Then, by reviewing previous studies in the
field of digital marketing and applications of artificial intelligence in business, the role of
effective factors such as perceived ease of use, customer satisfaction, trust, and user
experience in interacting with chatbots was analyzed. The results of the study show that smart
chatbots can improve customer experience by providing quick responses, personalizing
services, increasing the quality of customer communication, and reducing waiting time, and
as a result, strengthening users' positive attitudes toward e-commerce platforms. The findings
also indicate that customer trust and satisfaction are among the most important factors
influencing repeat purchase intention, and intelligent chatbots can help strengthen these
factors by reducing perceived risk and providing efficient services. Overall, the effective use
of Al-based technologies in customer service can play an important role in increasing
customer engagement, improving user experience, and promoting repeat purchase intention in
e-commerce platforms.
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