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The Impact of Artificial Intelligence on Customer Journey in
E-Commerce Platforms
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Abstract:

This dissertation examines the impact of artificial intelligence
(Al) technologies on the customer journey in e-commerce
platforms. The research problem emerged from the urgent need
to understand how customers interact with modern technology in
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the context of rapidly evolving markets and increasing
competition. The importance of the study lies in its potential to
enhance the customer journey and provide practical solutions that
boost customer satisfaction and loyalty. The study begins with a
review of the concept of Al and its evolution through previous
literature, highlighting its capabilities and potential, as well as its
application in e-commerce platforms. It also reviews the concept
of the customer journey, which includes the pre-purchase,
purchase, and post-purchase stages, and demonstrates how Al
can serve as a key tool to support and facilitate this journey.

The applied study employed a quantitative methodology, collecting
data from a sample of 384 users through an electronic questionnaire.
Descriptive and statistical analyses were conducted to determine the
relationship between the use of Al and the various stages of the
customer journey. The results indicated that Al plays a strong role in
the pre-purchase stage by enhancing the identification of customer
needs and information search. Its impact during the purchase stage is
moderate, and its contribution is less pronounced in the post-
purchase stage. The findings also reveal that customers respond
positively to smart technologies in obtaining information and
recommendations, although they still rely on human support in
certain aspects of after-sales service.

The study compared its results with previous literature, finding
that the results are consistent with many studies that confirm the
effectiveness of Al in enhancing customer experience during the
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search and decision-making phases, despite challenges in
payment processing and customer support. The research also
highlights the need for improvements in electronic payment tools
and Al-driven customer support services.
In conclusion, the dissertation recommends the development of
more accurate Al-based search and recommendation systems, the
provision of secure and intelligent payment solutions, and the
enhancement of customer support services by integrating smart
technologies with human assistance. The study further
encourages future research that involves samples from diverse
geographic regions and age groups, as well as strengthening the
collaboration between the academic and practical sectors to
develop innovative solutions that meet customer needs in the
ever-changing e-commerce market.
Key Words : Artificial Intelligence, Customer Journey, Pre-purchase
stage, Purchase stage, Post-purchase stage, E-Commerce Platforms,
Customer Experience, Online Shopping, Recommender Systems,
Chatbots, Digital Marketing, Buying Stages, Digital Touchpoints
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