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Abstract

Artificial intelligence (AI) advancement has modified and transformed the e-commerce
processes and landscape, especially through implementing and integrating Al-based chatbots.
This thesis investigates the impact of these chatbots on customer engagement in the apparel e-
commerce purchasing process in Georgia. By using a quantitative research method, data was
gathered from 220 participants through an online questionnaire focusing on Georgian e-
commerce customers. The primary research question investigation included analyzing
customer satisfaction through chatbot interactions, frequency of chatbot usage in online
shopping, personalized recommendations and perceived performance and efficiency of chatbot
assistance. The study showed an important positive relationship between the mentioned
topics, suggesting that from the perspective of customer engagement measurement, customer
satisfaction can be enhanced by users’ personalized experience, efficient responses and
frequency of chatbot usage. These findings mean that customers who experience more
personalized recommendations and frequently interact with Al chatbots tend to have higher
satisfaction levels and express positive experiences. Moreover, shaping customer perceptions
and strengthening willingness to use chatbot assistance in the future is contributed by efficient
chatbot responses with high accuracy and speed. The research emphasized how important it
is to invest in implementing advanced chatbots that have the ability to provide timely
assistance and personalized recommendations for a high number of user inquiries. According
to the research, businesses may enhance engagement processes and loyalty levels by
implementing and creating new personalized shopping experiences based on individual
preferences, which can be addressed by the need for continuous adaptation processes and
improvement of chatbot systems in compliance with rapidly changing technological
advancement and customer expectations and behaviors. Despite the supportive outcomes, the
study opened new research areas by establishing the basis for longitudinal exploration and

deeper analysis into the advanced features of customer engagement with AI-powered chatbots,



as well as their long-term impact on customer retention and loyalty in the apparel e-commerce

industry.
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