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Abstract

This paper deals with the impact of chatbots based on artificial intelligence on customer service
in Georgian businesses. The relevance of the research is due to the fact that in the conditions
of modern digital transformation, Al technologies are actively integrated into service
processes, which significantly changes the forms and quality of communication with
customers. It is especially important to understand how the use of chatbots affects customer

satisfaction, service efficiency and business operational results.

The aim of the paper is to assess the impact of Al chatbots on customer service in Georgian
businesses and identify the key factors that determine customer attitudes and satisfaction. The
research is based on the hypothesis that chatbots cannot provide the same level of customer

satisfaction as human-centered service and their impact on customer acquisition is limited.

The theoretical part includes an analysis of the development of artificial intelligence, typology
of chatbots, customer service models and digital transformation issues. The theoretical
framework of the study is based on the technology acceptance model, customer experience
theory and the concept of human-computer interaction, which provides a multifaceted

understanding of the issue.

The empirical study was conducted using a quantitative method. Data collection was carried
out through a structured questionnaire using the Google Forms platform. 100 respondents who
have experience in interacting with chatbots participated in the study. The data obtained were
processed using descriptive and inferential statistical methods, including correlation and

regression analysis.

The results of the study show that chatbots are widely used in customer service and increase
the speed and accessibility of service, although their effectiveness is limited. It was revealed
that customer satisfaction depends significantly on the accuracy of answers and problem-
solving skills. It was also found that the majority of customers still prefer human service and

chatbots cannot have a significant impact on customer acquisition.

The results of the regression analysis confirmed that technological and behavioral factors

jointly determine customer satisfaction. Accuracy of responses and quality of communication



were found to be particularly important, while frequent dissatisfaction with problems

negatively affected the customer experience.

Based on the research, practical recommendations were developed that are aimed at improving
the functionality of chatbots, implementing a hybrid service model, enhancing
personalization, and increasing customer trust. These recommendations will contribute to

improving the quality of service and the effective use of technological resources.

The novelty of the study lies in the fact that it represents one of the first comprehensive
attempts to quantitatively assess the impact of AI chatbots on customer service in Georgian
businesses. The paper combines theoretical and empirical analysis and creates a basis for

further research and practical solutions.

Keywords: artificial intelligence, chatbots, customer service, customer satisfaction, digital

transformation



