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The Impact of Artificial Intelligence on Customer

Performance in The Payment Industry

Behnam Khakbaz! Ali Ghaeb
Arash Pourbigharaz

Abstract

Considering the growing trend of using artificial intelligence in the country's banking industry and
the existing trends in using this new technology to improve customer experience; This research was
aimed at investigating the effect of artificial intelligence on customer performance and identifying
factors affecting its effectiveness. For this purpose, various variables were investigated and with a
quantitative approach; Hypotheses were tested and relationships were discovered between different
types of variables. Findings show that effective business practices and successtul adoption of artificial
intelligence have a positive impact on customer performance. This study highlights the importance
of specific variables, such as organizational and customer agility, customer experience, customer
relationship quality, and customer performance, in Al adoption. Examining these variables
significantly contributes to the scientific, managerial and social aspects of artificial intelligence and its
impact on customer performance. At the end of this research, we came to the conclusion that
between the attraction of artificial intelligence with the agility of the organization and the customer;
There is a positive and meaningful relationship between customer relationship quality and customer
experience. Also, the agility of the organization and the customer has a positive effect on the quality
of customer communication and customer experience, and customer experience will also affect the

quality of customer communication and, as a result, customer performance.

Keywords: Customer Performance, Emotional Intelligence, Customer Experience, Customer
Relationship Quality.
JEL Classification: O33
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