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Abstract—Nowadays many companies are using Al
chatbots in customer service to provide quick replies and
solve customer problems. Al chatbots help companies by
giving 24/7 service, reducing cost, and improving
response time. They are commonly used in e-commerce
websites, banking applications, and online platforms.

At the same time, Al chatbots also create some problems
for customers. Sometimes customers feel frustrated
because chatbots cannot understand emotions properly
and may fail to solve complex issues. Lack of human
interaction can also reduce customer satisfaction.

This paper studies both the positive and negative impact
of Al chatbots on customer satisfaction. The study
explains that Al chatbots improve efficiency in customer
service, but human support is still important for better
customer experience.

Index Terms—Artificial Intelligence, AI Chatbots,
Customer Satisfaction, Customer Service, Human
Interaction, Digital Customer Experience

I. INTRODUCTION

Artificial Intelligence (Al) is rapidly changing the way
businesses communicate with customers. In today’s
digital environment, many companies use Al chatbots
to provide customer support and improve service
quality. Al chatbots are computer-based systems
designed to interact with customers through text or
voice responses. These chatbots are widely used in
ecommerce platforms, banking applications, food
delivery services, and telecommunication companies
to answer customer queries and provide quick
assistance.

The use of Al chatbots has increased significantly
because customers expect fast and convenient
services. Al chatbots help companies provide 24/7
customer support, reduce waiting time, and manage
multiple customer queries at the same time. They also
help businesses reduce operational costs and improve
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efficiency in customer service. Due to rapid
technological development and digital transformation,
Al chatbots have become an important part of modern
customer relationship management.

Despite these advantages, Al chatbots also create
certain challenges for customers. Many customers feel
dissatisfied when chatbots fail to understand their
problems properly or provide repetitive and irrelevant
responses. In many situations, customers prefer human
interaction because human representatives can better
understand emotions, concerns, and complicated
issues. Lack of emotional connection and personalized
communication may negatively affect customer
satisfaction and overall customer experience.
Although many people believe that Al may replace
human jobs in customer service in the future, complete
replacement may not be possible in all situations.
Customers often face unique or emotionally sensitive
problems that automated systems cannot fully
understand. Due to unresolved issues and frustration,
some customers may even switch to other companies
or service providers in search of better customer
support and human assistance.

Customer satisfaction is an important factor for every
business organization because it directly affects
customer loyalty and company reputation. Therefore,
it is necessary to study both the positive and negative
impact of Al chatbots on customer satisfaction. This
paper focuses on the role of Al chatbots in modern
customer service and examines how these systems
improve efficiency while also creating challenges
related to human interaction and emotional
understanding.

II. LITERATURE REVIEW

Previous studies have shown that Al chatbots play an
important role in improving customer service and
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customer satisfaction. A study conducted in the
banking sector explained that personalization and
human-like communication in Al chatbots positively
influence customers’ intention to use chatbot services.
The study also found that customers feel more
satisfied when chatbot services are easy to use, useful,
and capable of providing quick responses in online and
mobile banking services.

Another study highlighted that Al chatbot
conversational quality and service recovery quality
significantly improve customer satisfaction and
customer loyalty. The research explained that
customers prefer chatbot services when they receive
relevant responses and effective problem-solving
support. Human-like interaction and conversational
quality were also considered important factors in
improving customer experience.

Several studies also focused on the overall customer
experience with Al chatbots. Research findings
indicated that chatbot-related features such as
response relevance, problem resolution, system
quality, and  anthropomorphic  characteristics
positively affect customer satisfaction and encourage
customers to continue using chatbot services. Positive
chatbot experiences may also increase customer
loyalty, product purchases, and recommendations.
Despite these advantages, some studies revealed
negative aspects of Al chatbot services. Research on
conversational Al chatbots found that many users
experience frustration, confusion, and dissatisfaction
while interacting with chatbots. Major reasons for
customer dissatisfaction included poor understanding
of customer queries, repetitive responses, lack of
personalization, lack of human-like interaction, and
inability to solve complex problems effectively.
Previous studies further explained that although Al
chatbots improve efficiency and reduce operational
costs for companies, complete replacement of human
customer service may not be possible. Customers
often prefer human support in emotionally sensitive or
complicated situations because human interaction
provides better understanding, empathy, and
personalized communication. Therefore, both positive
and negative aspects of Al chatbot services are
important in understanding their impact on customer
satisfaction.
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III. CONCEPT OF AI CHATBOTS

Artificial Intelligence (AI) chatbots are computer-
based programs designed to interact with customers
through text or voice communication. These chatbots
use technologies such as artificial intelligence,
machine learning, and natural language processing to
understand customer queries and provide automated
responses. In recent years, Al chatbots have become
an important part of digital customer service in many
industries such as banking, ecommerce, healthcare,
telecommunication, and online service platforms.

The main purpose of Al chatbots is to provide quick,
convenient, and continuous customer support. Unlike
traditional customer service systems, Al chatbots are
available 24/7 and can handle multiple customer
queries at the same time. Companies use chatbots to
reduce waiting time, improve efficiency, lower
operational costs, and enhance customer engagement.
Al chatbots are commonly used for answering
frequently asked questions, tracking orders, solving
basic customer problems, and guiding customers
during online transactions.

Al chatbots are becoming popular because modern
customers expect fast and instant responses from
companies. In many cases, chatbots help customers
save time and receive immediate assistance without
waiting for human representatives. Due to
technological advancement and digital transformation,
businesses are increasingly adopting AI chatbot
systems to improve customer relationship
management and service quality.

However, Al chatbots still have certain limitations in
customer communication. Although they can provide
fast responses, they may fail to understand emotions,
complex situations, or unique customer concerns
properly. Many customers feel frustrated when
chatbots provide repetitive answers or fail to solve
problems effectively. In emotionally sensitive or
complicated situations, customers often prefer human
interaction because human representatives can better
understand feelings, empathy, and personalized
concerns.

Therefore, Al chatbots can improve service efficiency
and convenience, but they cannot completely replace
human customer support. A balanced combination of
Al technology and human interaction is important for
providing better customer satisfaction and overall
customer experience.
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IV. POSITIVE IMPACT OF AI CHATBOTS ON
CUSTOMER SATISFACTION

Al chatbots have become an important tool for
improving customer service in modern businesses.
Many companies use Al chatbot systems to provide
quick and efficient support to customers. One of the
major advantages of Al chatbots is their ability to
provide instant responses to customer queries.
Customers do not need to wait for long periods to
receive assistance, which improves convenience and
saves time.

Another important benefit of Al chatbots is their 24/7
availability. Unlike human customer service
representatives, chatbots can provide continuous
support at any time of the day. This helps customers
receive assistance whenever they need it and improves
overall customer experience. Al chatbots can also
handle multiple customer queries simultaneously,
which increases efficiency in customer service
operations.

Al chatbots also help companies reduce operational
costs and improve productivity. Businesses can
manage a large number of customer interactions
without increasing human workforce requirements.
This allows companies to provide faster service while
maintaining efficiency. In addition, Al chatbots help
companies collect customer information and provide
personalized recommendations based on customer
preferences and previous interactions.

Many companies use Al chatbots to assist customers
during waiting periods before connecting them with
customer service executives. In such situations,
chatbots provide immediate support and guidance
until human assistance becomes available. This
process helps save time for both customers and
companies by reducing workload and managing
customer queries efficiently. Al chatbots also help
customers understand how to use basic application
features, solve simple technical issues, and navigate
digital platforms more easily. As a result, customers
can solve minor problems independently without
waiting for human support.

Many studies have shown that customers feel satisfied
when chatbots provide relevant answers, quick
problem-solving, and easy communication. Human-
like conversational features and personalized
responses also improve customer engagement and
encourage customers to continue using chatbot
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services. Positive customer experiences with Al
chatbots may increase customer loyalty, product
recommendations, and trust towards the company.

Al chatbots are especially useful for handling basic
customer queries, order tracking, account related
information, and frequently asked questions. In such
situations, chatbot services make communication
faster and more convenient for customers. Therefore,
Al chatbots play an important role in improving
service efficiency, accessibility, and customer
satisfaction in modern business organizations.

V. NEGATIVE IMPACT OF AI CHATBOTS ON
CUSTOMER SATISFACTION

Despite providing several benefits, Al chatbots also
create many challenges for customers in modern
customer service systems. One of the major problems
faced by customers is the inability of Al chatbots to
properly understand unique or complex customer
issues. In many situations, customers have different
concerns or technical problems, but chatbots fail to
understand the exact issue and continue providing the
same automated or repetitive responses. This often
creates frustration and dissatisfaction among
customers.

Many customers also face difficulty in connecting with
human customer service executives after interacting
with Al chatbots. Sometimes customers spend a long
time trying to explain their problems to automated
systems, but their issues still remain unresolved. Due
to the lack of proper human assistance, customers may
eventually need to visit company branches or service
centres physically, which increases inconvenience,
time consumption, and customer frustration.

Another important issue is that Al chatbots may
sometimes provide incorrect, irrelevant, or misleading
information. Customers may receive automated
suggestions that do not fully match their actual
problems, leading to confusion and delays in resolving
issues. In sectors such as banking and
telecommunication  services, customers often
experience frustration when Al-based call recordings
repeatedly provide limited options without effectively
solving customer concerns.

In many cases, customers prefer direct human
interaction because human representatives can better
understand emotions, urgency, and personalized
concerns. Al chatbots may handle basic queries
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effectively, but they often fail in emotionally sensitive
or complicated situations where customers expect
empathy and proper communication. As a result,
unresolved issues and poor customer experience may
negatively affect customer satisfaction and customer
trust towards companies.

Continuous dependence on automated customer
service systems may also reduce the quality of human
communication between companies and customers. If
customer problems are not solved efficiently,
customers may switch to alternative companies or
service providers that offer better customer support
and human assistance. Therefore, although Al chatbots
improve efficiency and reduce workload for
companies, excessive dependence on automated
systems may create negative experiences for
customers and affect overall customer satisfaction.

VI. SUGGESTIONS AND RECOMMENDATIONS

Companies should use Al chatbots in a balanced and
customer-friendly manner instead of depending
completely on automated systems. Al chatbots are
more suitable for handling simple and basic customer
queries such as yes-or-no questions, account
information, order tracking, frequently asked
questions, and basic technical guidance. However, in
situations involving complex, urgent, or emotionally
sensitive issues, companies should ensure the
availability of human customer service executives.
Many customers become frustrated when Al chatbots
repeatedly provide automated responses without
properly understanding customer concerns. Therefore,
companies should improve chatbot systems by making
them more responsive, personalized, and capable of
understanding customer needs more accurately. Al
chatbots should also avoid providing misleading or
irrelevant information that may confuse customers and
delay problem resolution.

In addition, companies should create a smooth
transition system between AI chatbots and human
customer support. If a customer’s issue is not solved
through AI assistance, the system should quickly
connect the customer to a human executive or provide
proper contact details for further support. This can
reduce customer frustration and improve customer
trust and satisfaction.

Companies should also regularly update and train Al
chatbot systems to improve communication quality,

IJIRT 202553

response relevance, and problem-solving capability.
Human-like communication and empathy-based
interaction may help improve customer experience to
some extent, but complete replacement of human
support may not be effective in all situations.
Therefore, the best customer service system is one that
maintains a proper balance between Al technology and
human interaction. Al chatbots can improve efficiency
and save time, but human customer support remains
essential for building trust, emotional understanding,
and long-term customer satisfaction.

VII. CONCLUSION

This paper examined both the positive and negative
impact of Al chatbots on customer satisfaction in
modern business organizations. The study was
conducted by analyzing various research papers,
customer experiences, and recent developments
related to Al-based customer service systems. The
findings of different studies showed that Al chatbots
help companies improve service efficiency, provide
quick responses, reduce operational costs, and offer
24/7 customer support. Al chatbots are also useful for
handling basic customer queries and improving
convenience for customers in digital platforms.

At the same time, the study also identified several
challenges associated with Al chatbot services. Many
customers experience frustration when chatbots fail to
understand complex or emotional concerns properly.
Repetitive responses, lack of human interaction,
misleading information, and difficulty in connecting
with customer service executives negatively affect
customer satisfaction in many situations. In sectors
such as banking and telecommunication services,
unresolved customer issues may also lead to delays,
inconvenience, and reduced customer trust.

After reviewing different research studies and
practical customer experiences, it can be understood
that AI chatbots cannot completely replace human
customer support. Although Al technology is
improving continuously, human interaction remains
important in situations that require empathy, emotional
understanding, personalized communication, and
effective problem-solving.

In the opinion of the researcher, companies should use
Al chatbots in a balanced way instead of depending
entirely on automated systems. Al chatbots should
mainly be used for handling simple and basic customer
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queries, while complex or sensitive issues should be
managed by human customer service executives.
Companies should also develop systems that allow
customers to quickly connect with human support
whenever Al assistance fails to solve customer
problems.

Therefore, a balanced combination of Al technology
and human support is essential for improving customer
satisfaction, customer trust, and overall customer
experience in the modern business environment.
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