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Abstract

This study aimed to examine the relationship between artificial intelligence and customer experience while
considering the moderating role of privacy. The growing use of artificial intelligence-based technologies
in social media and digital businesses has changed how customers interact with brands and organizations,
making customer experience and the protection of user privacy increasingly important issues in marketing.
This study employed a descriptive-survey, correlational, applied, and cross-sectional design. The statistical
population consisted of Instagram users in Isfahan Province. Using Cochran’s formula for an infinite
population, the sample size was set at 398 participants, who were selected through convenience sampling.
Data were collected using a standardized questionnaire. Face and content validity were used to assess the
instrument’s validity, while Cronbach’s alpha and composite reliability were used to evaluate reliability.
Data were analyzed using SPSS and SmartPLS, and the hypotheses were tested through structural equation
modeling. The findings showed that artificial intelligence was significantly related to customer awareness,
customer purchase intention, social media platform selection, customer information search, and customer
experience. Social media platform selection and customer information search were also significantly related to
customer experience. In contrast, customer awareness and customer purchase intention were not significantly
related to customer experience. In addition, the moderating role of privacy in the relationship between
artificial intelligence and customer experience was supported. Given the cross-sectional and correlational
nature of the study, the findings represent statistical relationships among the variables and are insufficient for
definitive causal inference. Moreover, because the study focused on Instagram users in Isfahan Province, the
results should be generalized to other geographic areas and social media platforms with caution.

Keywords: Artificial Intelligence, Customer Awareness, Customer Purchase Intention, Customer

Experience, Privacy
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