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Abstract 

AI-based chatbots have revolutionized customer interactions in e-commerce, offering proactive 

assistance and information tailored to individual needs. This study explores the impact of 

chatbots on customer satisfaction and loyalty, highlighting the importance of personalized 

communication. Through a comprehensive review and analysis, the research identifies key 

factors influencing customer perceptions of chatbots in the Indian market. Findings suggest a 

positive correlation between chatbot usage and customer loyalty. However, societal acceptance 

remains a challenge, particularly due to linguistic barriers. Future research directions are 

proposed to address these limitations and enhance the effectiveness of AI chatbots in e-

commerce. 

Introduction: 

The rise of e-commerce has transformed the retail landscape, offering convenience and 

accessibility to consumers worldwide. However, effective customer service has been a challenge 

for many online retailers. Traditional methods of customer support are often inefficient and 

unable to meet the growing demands of digital consumers. In response, companies have turned to 

AI-based chatbots to streamline communication and improve customer satisfaction. This study 

aims to investigate the impact of chatbots on customer loyalty in the context of Flipkart, one of 

India's leading e-commerce platforms. 

Research objective 

The objective of the research is identifying the impact of AI chatbot in India. The research 

objective is the further divided into the different segments given below: 

R1: How does customer satisfaction is affected by the user of AI chatbot? 

R2: What are the potential reasons that create an impact on satisfaction level of customer 

R3: Will customer accept AI based chat bots as a human replacement in India? 

Literature Review: 

The evolution of human-computer interaction has paved the way for AI chatbots, which simulate 

human-like conversations to assist users in various tasks. Research suggests that chatbots can 

enhance service quality, response time, and overall customer experience. However, societal 

perceptions and linguistic barriers pose challenges to widespread acceptance. Studies have 

shown that customers value personalized communication and expect chatbots to understand their 
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needs and preferences. Furthermore, advancements in natural language processing have enabled 

chatbots to engage users in meaningful interactions, leading to increased satisfaction and loyalty. 

Theoretical Explanation: 

Social response theory provides insights into human reactions to AI chatbots, emphasizing the 

importance of perceived social cues and interaction patterns. While efforts have been made to 

humanize chatbots through language style and behavior emulation, societal biases and stigma 

remain barriers to acceptance. Nonetheless, attitudes toward AI technology are evolving, 

suggesting a shifting paradigm in user perceptions. 

AI Chatbots in India: 

 In India, the adoption of AI chatbots is gaining momentum, with companies like Flipkart 

leveraging this technology to enhance customer engagement and support. Chatbots such as Lexie 

by Velocity Financial Technology are designed to mimic human conversation and adapt to 

cultural norms and colloquialisms. Despite the potential benefits, societal acceptance remains a 

concern, reflecting broader issues of technological literacy and language proficiency. 

Here are our top ten pics of India's best chatbots (in 2023): 

 24/7 WhatsApp Chatbot by Disney Hotstart 

 Railway Food Order & Delivery by Zoop India 

 Kaya Virtual Assistant by Kotak Life Insurance 

 Omni channel Support by StarHub 

 Dr. Lal path lab Virtual assistant 

 Borosil Virtual Assistant 

 EVA By HDFC 

 Tally’s Intelligent Virtual Assistant 

 MyGov Corona Helpdesk WhatsApp Chatbot by Government of India 

Methodology: 

 To assess the impact of AI chatbots on customer satisfaction and loyalty, a questionnaire-based 

survey was conducted among educated individuals aged 19 to 25 with experience in online 

shopping. The sample comprised 60 respondents from various educational backgrounds, 

providing insights into their perceptions of chatbot usage. 

Element of questionnaire asked by these Sample 

Dimension Measure Items 

Customer 

satisfaction 

1 Service quality 

 

 

The chat bot provides me with the 

right solution for my problem. 

I can easily communicate in English 



IMS Ghaziabad (University Courses Campus) 
 

                        International Journal of Business Research and Excellence, January 2024    
 Page 3 
 

 

 

 

 

 

2 Speed of response 

 

3 Understandability  

 

 

4 Accuracies 

with the chatbot. 

 

I got the response on time. 

I found it friendly and supportive. 

 

I understand me well  

It is more useful than human chat 

Chatbot 

acceptance in 

India 

1 user satisfaction 

 

 

 

 

 

2 Reliability 

 

 

 

3 Societal perceptions 

I am satisfied with the quality of 

chatbot. 

I am satisfied with the amount of time 

consumed by the AI. 

 

I can easily understand the level of 

English that is used by AI.  

 

It is a misfit for society. 

The chat bot inclusive is ahead of its 

time for our society's first stop. 

 

The question here is distributed among 70 people along two different Bobby Smith for the stop 

the inclusive criteria of research was the age limit from 19 to 25 years. They must be graduated 

or enrolled in any higher education program in a reputable university, and they must have 

experience of online shopping. Whereas the inclusive criteria where the individual above or 

below the age limit mentioned in the inclusive criteria, they should not have the higher education 

degree have ever attempt online shopping for the stop. 

Results: 

Analysis of the collected data revealed positive associations between chatbot usage, service 

quality, and response time. Most respondents appreciated the speed and effectiveness of chatbot 

interactions, highlighting their utility in resolving queries and providing assistance. However, 

concerns about linguistic barriers and societal acceptance were also evident, indicating the need 

for further research and development. 

The result obtained from the calculation of the collected data is presented in a tabular Manner, 

explaining the frequency of the sample from the different particulars per the inclusive criteria.  

Particulars Frequency Percentage (%) 

MIB 35 58.0 

BCA  10 17.0 
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BBA 15 25.0 

TOTAL 60 100 % 

 

 

A total of 70 questionaries were distributed out of which sixty were included in the study. The 

rest were excluded due to improper filing or not meeting eligibility criteria. Moreover, the 

difference in education was also visible for most of the respondent were either enrolled or had a 

bachelor's or master's degree. 

Conclusion and Discussion: 

 The study demonstrates the potential of AI chatbots to enhance customer satisfaction and loyalty 

in e-commerce. While chatbots offer numerous benefits in terms of efficiency and accessibility, 

challenges related to societal acceptance and linguistic diversity persist. Future research should 

focus on addressing these issues to maximize the effectiveness of chatbot technology in the 

Indian market. 

Future Recommendations: 

To address the limitations of the study, future research should expand the sample size and 

include participants from diverse demographic backgrounds. Additionally, efforts to improve 

chatbot language proficiency and cultural sensitivity are essential to overcome societal barriers 

and enhance user acceptance. 
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