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Abstract:

The study aimed to examine the impact of artificial intelligence (Al) applications on
customer relationship quality: An applied study on users of e-government
applications in the Kingdom of Saudi Arabia. The study sample included 1,020 users
of e-government applications in Saudi Arabia, selected through a convenience
sampling technique from the study population. The study adopted a descriptive-
analytical approach.

The key findings of the study revealed a positive statistically significant correlation at
the 0.01 level between Al applications (chatbots, dynamic pricing, targeted offers,
data analytics, customer understanding) and customer relationship quality, as well as
between all dimensions of the Al applications variable and the customer relationship
quality variable. The results also indicated a high level of Al application
implementation in Saudi Arabia’s e-government platforms from the participants’
perspective, with a mean score of 3.91. Among the Al applications, data analytics
ranked first, followed by targeted offers in second place, customer understanding in
third, dynamic pricing in fourth, and chatbots in fifth place .Furthermore, the results
showed a high level of customer relationship quality among users of Saudi Arabia’s
e-government applications, with a mean score of 4.47 from the participants’
perspective.

The study concluded with several recommendations, most notably the need to
enhance the capabilities of chatbots used in Saudi Arabia’s e-government
applications to better understand the terminology used by users when inquiring
about services, improve the ability of e-government platforms to compare different
service fees to help users make informed decisions, and ensure that government
platforms can identify users’ essential needs and provide them with appropriate
offers and programs.

Keywords: Artificial Intelligence — Customer Relationship Quality .
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