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Abstract:

The current research aims to study the impact of chatbot service quality dimensions
(reliability, responsiveness, assurance, interaction, empathy) on brand image
dimensions (cognitive, emotional, behavioral) through the mediation role of
customer experience dimensions (sensory experience, emotional experience,
cognitive experience, behavioral experience). This study was conducted on
customers of commercial banks in Dakahlia Governorate.

The snowball sampling technique was used, and 409 valid questionnaires
were collected for statistical analysis using the Warp PLS 7 analysis tool to test both
direct and indirect effects.

The research results revealed a significant indirect effect of chatbot service
quality on both brand image and customer experience. It also found a significant

direct effect of customer experience on brand image, as well as a significant indirect
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effect of chatbot service quality on brand image when customer experience is
mediated.

In light of the findings, the study recommends quickly enhancing
performance using chatbot technology and encouraging customers to use the
service.

Keywords: Chatbot Service Quality, Brand Image, Customer Experience.
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