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Abstract

Purpose: The rapid integration of Artificial Intelligence (Al) into e-commerce platforms has transformed customer interactions
and decision-making processes. While prior research has primarily focused on purchase intention, limited attention has been
given to modeling customer satisfaction within Al-enabled environments. This study aims to develop and empirically validate
a structural decision model that explains customer satisfaction in Al-based e-commerce by extending the Technology
Acceptance Model (TAM) with behavioral and psychological constructs.

Methodology: This study adopts a quantitative, desctiptive-survey approach. Data wete collected from 384 online customers
using a structured questionnaire. The proposed model incorporates perceived usefulness and perceived ease of use as core TAM
constructs, along with trust, customer expetience, subjective norms, and awareness. Structural Equation Modeling (SEM) based
on Partial Least Squares (PLS-SEM) was employed to assess the measurement and structural models, evaluate reliability and
validity, and test the hypothesized relationships among constructs.

Findings: The results indicate that Al-driven services significantly enhance customer satisfaction in online shopping
environments. Perceived usefulness and perceived ease of use play a central mediating role, while trust, customer experience,
subjective norms, and awareness positively influence these constructs. Furthermore, ease of use and perceived usefulness have
a direct and significant impact on customer satisfaction, reinforcing repeat purchase behavior and customer loyalty in Al-enabled
platforms.

Originality /Value: This study develops an integrated structural model that extends technology acceptance by incorporating
behavioral and psychological variables within an Al-enabled context. The findings offer practical insights for digital platform
managers to enhance customer satisfaction through Al-driven personalization, trust-building mechanisms, and improved user
experience, while also advancing the theoretical understanding of customer decision-making behavior in intelligent
environments.
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Table 2- Explanation of the questionnaire components.
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Figure 1- Research model.
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Table 3- Demographic information of respondents (N=384).
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Figure 2- Factor loading of questionnaire questions (Table 3).
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Table 4- Results of convergent validity, composite reliability, and Cronbach's alpha.
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Table 6- Coefficient of determination and Q2 values.
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Figure -3 Structural model of examining research hypotheses in a meaningful state.
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Figure 4 - Structural model of the research hypothesis in the standard coefficient mode.
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