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Abstract

Purpose: The increasing use of artificial intelligence chatbots across business, customer service, and e-commerce environments
has made user trust a critical determinant of their acceptance and success. Despite the growing body of research on technology
adoption, a comprehensive understanding of the technological, cognitive, and behavioral factors influencing consumer trust in Al
chatbots remains limited. Furthermore, the mediating role of users’ attitudes as an explanatory mechanism in trust formation has
received insufficient attention. Therefore, this study aims to identify and explain the factors influencing consumer trust in Al
chatbots and to examine the mediating role of attitude toward chatbots.

Methodology: This study is applied in purpose and descriptive survey in methodology. The statistical population consisted of users
of e-commerce platforms who had prior experience interacting with Al chatbots. A sample of 193 respondents was selected, and
data were collected through a structured questionnaire. Service quality, chatbot credibility, perceived threat, perceived inertia, and
regret avoidance were considered as independent variables, attitude toward chatbots as the mediating variable, and consumer trust
as the dependent variable. Partial Least Squares Structural Equation Modeling (PLS-SEM) was employed to test the proposed
relationships and hypotheses.

Findings: The results revealed that service quality and chatbot credibility have positive and significant effects on consumer trust.
In contrast, perceived threat and perceived inertia negatively affect trust. Regret avoidance was also found to positively influence
users’ trust. Furthermore, attitude toward Al chatbots plays a significant mediating role in the relationships between the independent
variables and consumer trust. The explanatory power of the model was also found to be substantial in predicting both attitude and
trust.

Originality /Value: This study contributes to the literature by proposing a comprehensive framework for explaining consumer
trust in Al chatbots through the simultaneous consideration of technological, cognitive, and behavioral factors. Unlike many
previous studies that focus primarily on technical features or technology acceptance, this research highlights the mediating role of
attitude in transferring the effects of trust antecedents. The findings provide practical insights for digital business managers, Al
system developers, and e-commerce practitioners secking to design more trustworthy and user-centered chatbot systems.

Keywords: Artificial intelligence chatbots, Perceived trust, Technology acceptance, Service quality, Credibility, Perceived threat,
Consumer attitude.
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Figure 1- Conceptual research model.
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