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Abstract

Investing in Al-based chatbot marketing can significantly enhance the quality of customer relationships and strengthen
the brand. Chatbots that accurately understand customer needs, provide personalized responses, and facilitate
interactions can lead to increased customer satisfaction, brand loyalty, and reduced customer service costs. The main
goal of this research was to determine the impact of chatbot marketing efforts on customer-brand relationships.
Accordingly, the research adopted a positivist paradigm, with a quantitative approach and a descriptive-survey
research strategy. The data collection tools initially involved library studies based on searches in reputable scientific
databases, followed by a questionnaire for collecting field data. The statistical population of the research consisted of
employees from Bank Day who had experience using the chatbot of the Iranian 24 store. The sample size was 513,
and a simple random sampling method was applied. Descriptive data analysis and data preprocessing were conducted
using SPSS version 27, while hypothesis testing was performed using structural equation modeling (SEM) and AMOS
version 26 software. The results show that chatbot marketing efforts impact customers' perceived accuracy, credibility,
and competence of the chatbot. Additionally, the quality of chatbot communications (accuracy, credibility, and
competence) positively affects customer satisfaction. Furthermore, accuracy and satisfaction positively influence the
customer brand relationship. The insights provided in this research will serve as a guide for the development of
effective marketing strategies and the establishment of strong customer-brand relationships.
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