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Abstract:

The study aimed to demonstrate the role of Artificial Intelligence (Al) in
improving service quality with application to the Mellitah Oil and Gas Complex.

To achieve the objectives of the study, the researcher employed the

descriptive—analytical method and utilized a questionnaire as the main tool of
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data collection. A convenient sampling technique was adopted, consisting of
(82) participants from the employees of the complex.

The main findings revealed a statistically significant positive correlation
at the 0.01 level between Al applications and service quality improvement, as
well as between all dimensions of the Al applications variable and the
dimensions of the service quality improvement variable. The results also
indicated that the level of Al applications in the Mellitah Oil and Gas Complex
was high from the perspective of the study sample, with a mean score of
3.91. Among the Al application dimensions, data analysis ranked first, followed
by targeted offers in second place, customer understanding in third, dynamic
pricing in fourth, and finally, chatbots in fifth place. Furthermore, the study
showed a high level of service quality improvement among the employees of
the Mellitah Oil and Gas Complex, with a mean score of 4.47.

The study concluded with several recommendations, most notably the
need to adopt a national strategy for artificial intelligence in the Libyan oil and
gas sector, to serve as a reference framework for developing services and
improving quality. It also emphasized the importance of enhancing human
capital through specialized training programs in Al and data management, as
well as expanding cooperation with universities and research centers to

develop innovative Al-based solutions that serve the oil and gas sector.

Keywords: Artificial Intelligence — Chatbot — Dynamic Pricing — Targeted

Offers — Data Analysis — Service Quality — Mellitah Oil and Gas Complex
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