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ABSTRACT

The study sought to achieve a main objective represented in revealing the Saudi
public's attitudes towards interactive chat technology in customer service via chatbots;
and the extent of their evaluation of this experience in order to find the future of
deploying this technology in the field of public relations or marketing.

The study was based on the diffusion of innovation theory, and the Technology
Acceptance Model (TAM) as its theoretical framework.

The study had relied on a sample survey method, and within its framework, the study
was applied to a deliberate sample of 220 individuals from the Saudi public of the age
group (15 to 60 years), and used for customer service.

The study reached several important results, including: 57.7% confirmed that dealing
with chatbot programs is easy. They nominated the sectors of hotel reservations,
clothing retailers, and catering services where chatbot technology can be applied to.
42.9% confirmed that they use chatbots with the aim of “inquiring about a product or
service”, and that their use of it as “request technical support or solve a problem” was
38.8%, while the use of this technology as “expressing an opinion or complaint” was
18.3%.

70% indicated that they'd prefer dealing with the human element when ordering a
product or service through companies’ websites, compared to 18.2% who confirmed
that they'd prefer to deal with chat bots, and only 11.8% of the respondents confirmed
that they did not find a difference in dealing with chat bots or the human element in
customer service .

The general evaluation of the sample towards the experience of using the chatbot
customer service tends to be evaluated as "very good" with a general arithmetic mean
of 3.61.

Keywords: Artificial Intelligence, chatbot, Diffusion of Innovation theory,
Technology Acceptance Model.
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