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The Egyptian public’s uses of the automated response
service “Chat Bot” and its role in achieving customer
satisfaction :(An applied study on e-commerce platforms)

Abstract:

Enjoy the study by answering the technological questions: What does
the Egyptian public use of the “Chatbot” automated response service?
What is its role in achieving customer satisfaction in e-commerce
departments? The study also aimed to know the rates of the Egyptian
public’s use of the study in favor of chatbots, and to identify the most
important chatbot services that the Egyptian public prefers. The study
thus clarifies the question, and reveals the extent of the Egyptian
public’s acceptance. The study established To use the chatbot service
in their e-commerce committees, the study focused on implementing a
questionnaire directed to the general public, and the study was applied
to an archive consisting of 400 individuals who are customers of the e-
commerce committees. The results of the study reflected several
aspects, including:

1. The results indicate that Amazon tops the list of the most used
platforms thanks to its strong reputation, diversity of its products,
and ease of use. Dubizzle comes in second place thanks to its focus
on used products, while AliExpress and Jumia suffer from lower
usage due to issues such as long delivery times and varying product
quality, in addition to their focus on specific markets.

2. The results show that consumers put shipping cost and delivery
speed at the top of their priorities when evaluating the service
quality of electronic platforms. Accuracy of information is
important, but it comes after these two factors. Ease of navigation is
less important compared to others, and needs improvement. The Ali
Express platform also faces challenges in delivery speed compared
to other platforms.
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3. Results show that users have a positive experience with e-
commerce platforms, with a strong desire to repeat purchases.
While the user experience and overall rating are high.

4. The results show that consumers highly value the ability of e-
commerce platforms to compare prices and products, making this
feature most attractive to them. Offers and discounts are also
important because they encourage purchases and revisits, but they
are not as important as comparison. Reward programs receive the
lowest rating, indicating that they are not a key feature in attracting
customers, and need to be improved to be more attractive. Various
platforms and institutions have been able to employ artificial
intelligence applications in a way that is more distinct than
traditional means of communication, especially in recent periods,
with significant impacts on traditional means of communication.

Keywords: chatbot service, customer satisfaction, E-commerce
platforms.
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