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Task 1 
a) Introduction 
This study looks into how artificial intelligence (AI) is affecting customer support activities in e-commerce platforms. Artificial intelligence is the emulation of human intellect that is processed by technology, particularly computer systems. In general, AI systems function by consuming significant volumes of tagged data, processing the data for correlations and patterns, and then using these patterns to anticipate future situations (Burns, 2022). The research question is to what extent do AI-powered chatbots contribute to customer satisfaction in e-commerce, and what are the key factors influencing their effectiveness? 
The usage of AI by companies or businesses that sell their items on e-commerce platforms has quickly risen. A survey found that between 2015 and 2019, there was a 270% increase in the number of businesses actively employing AI solutions (Gartner, 2019). AI improves the convenience of online purchasing for both consumers and merchants. This enables both large corporations and small and medium-sized organisations (SMEs) to take full advantage of the potential presented by AI (Juliet,2022). Due to the fact that 74% of users plan to talk with a chatbot on a website, 87% still prefer people to chatbots for rapid encounters, and 25% of consumers don't care whether they speak to a human or a chatbot, business executives claim that chatbots have improved sales by 67% on average. (Press,2019)
This study will look into how virtual assistants and chatbots powered by AI alter customer interactions, and productivity, and impact consumer satisfaction with online buying on e-commerce platforms. Real-world case studies of e-commerce businesses that have adopted AI-based customer care solutions will be examined in the research, and the effectiveness of these solutions will be evaluated in terms of customer retention, loyalty, and overall business performance.  






b) Research Methodology 

Deductive research methodology, which starts with theory and is committed to testing the hypothesis or generalisation, will be used in this study. The hypothesis or generalisation will be tested through observations and data gathering. By the time the study process is complete, the hypothesis will have either been proven true or false. This research will employ a top-down approach, where it will begin with a broad hypothesis and test it through detailed observations. The results of this research through observation in a natural context may be described using descriptive research.
This study uses mixed methods research, which combines and integrates qualitative and quantitative research methodologies. This involves acquiring and assessing both qualitative and quantitative data in order to better understand phenomena and address the research objectives. Mixed-methods research's key tenet is that it maximises the advantages of each data source while limiting its disadvantages (Budert-Waltz, 2021). I use qualitative and quantitative approaches to evaluate the data from my study, support the validity of my findings, and compare the results of one strategy with those of another.
More than merely adding an open-ended question to the conclusion of a quantitative survey constitutes mixed methods research. A mixed methods approach is used in this research for both practical and beneficial reasons. In other words, I combine the two methodologies to produce the results they seek since doing so makes sense given the objectives of their research.
The inductive research technique produces an inference based on observation, frequently of the sample, which is why this study is not appropriate for employing it. Because AI chatbots are so adept at drawing conclusions, we can't guarantee that customers will purchase on online platforms because easier to make a purchase because of AI chatbots. The abduction research approach, however, is also unsuitable for my research since it draws a conclusion from what I already know that isn't sufficient for using this way approach.  





c) Data Collection Method(s) 

To help me with my investigation into the efficacy of chatbots powered by AI in e-commerce, the data gathering strategy for this study will include primary and secondary data collection techniques. Two strategies are utilised to obtain data for study or analysis: primary and secondary techniques of data collecting.
Primary data entails gathering authentic information directly from the source by speaking with the respondents. With the aid of this technique, researchers can get firsthand data that is especially suited to their goal (Saunders et al., 2008). In contrast, secondary data collection entails using information already gathered by another party for a goal distinct from that of the initial collection. To obtain pertinent information, this can analyse and understand the data (Hillier, 2022).
The table below shows the data collection methods from primary and secondary to investigate this research.
	Data Collection Methods

	Primary
	Secondary

	Surveys
	Literature Review




d) Sampling Method & Sample Size 
In order to assess the characteristics of the population as a whole and draw conclusions about it, the sampling method involves selecting a small number of people or a sample of the population (Singh, 2018).
Firstly, because it is a useful technique for gathering information from questionnaire respondents, random sampling is used in this study. A researcher uses the method of probability sampling to pick subjects from an individual using a few criteria and a random selection procedure.  The probability sampling technique assures that each person in the population has an equal chance of being included in the selected sample by applying randomization.  When employing basic random sampling, each element has an equal chance of taking part or being picked to be a part of the sample.
[bookmark: _Hlk143874782]The number of individuals or observations that were used in this study is referred to as the sample size. The target audiences for the surveys and interviews will be individuals who regularly shop online and those who are between the ages of 18 and 55. The provided link will be published on social media sites like Instagram and WhatsApp, where participants can access this survey. 

Task 2
a)  Primary and Secondary Research Techniques
To obtain current data without spending any money, simply time, I will use surveys as my major data collection method. Data gathering will take a lot of time because of the large amount of objective data needed for this project. The survey will be created using Google Forms. Google Forms is used in this study because it offers a great tool for quickly and easily creating surveys, quizzes, and other forms. With Google Forms, you can create forms that are accessible from anywhere, automatically gather responses, and even incorporate cutting-edge features like conditional logic (Chernikov, 2022).
With the help of the literature review, it will also be feasible to summarise the sources important to this study. Many authors of scientific articles believe that their writings are only recaps of previous research on the topic at hand. Service quality in the e-commerce industry can be a game-changer, according to my examination of the literature (Kaila et al.2016,2017b; Kalia 2017a,b). Relationships, personalising assistance, boosting customer satisfaction, and providing recovery in the event of service failures can all be considerably improved by AI. Because these services are more reliable, excellent, consistent, always available (24/7), and less prone to human errors brought on by weariness and limited thinking, AI may have an influence on customer happiness (Huang and Rust 2018).
Similarly, it is less difficult for e-commerce companies to engage in marketing activities to establish, maintain, and grow relationships with customers (Lo and Campos 2018). Unfortunately, clients dislike chatbots because they can't manage complex issues. While chatbots are helpful for simple queries, they frequently fail to address more complex problems because consumers frequently feel as though they are being passed around in a never-ending cycle of automated messaging (Giannelis, 2023). Instead, it makes use of information that is openly accessible from current and pertinent sources like scholarly works, research papers, or the most recent studies in the field. This might lead to a full understanding and knowledge of this study. (Academy,2019).
Task 3 
a) Elevator Pitch Video Presentation Link:-https://www.canva.com/design/DAFsL29W_9A/lVPhCQCo95CqM5EWtuO8pw/view?utm_content=DAFsL29W_9A&utm_campaign=designshare&utm_medium=link&utm_source=recording_view

b) Slide of Elevator Pitch Presentation Link:-https://www.canva.com/design/DAFsL29W_9A/RVap84PTvHX1oPsQpJKbYA/edit

c) Reflection

My elevator pitch for this research is the activity on which I am currently reflecting. A lift pitch is a concise presentation of this research, and a short lift lasts for three minutes. I use a straightforward slide and record my presentation. My pitch and tone of voice were excellent, and the stakeholders really liked the concept behind the slides and how little information was on them while I was giving them feedback on my elevator pitch. Since they adored the presentation and the style, the stakeholders were highly critical.

The stakeholders have pointed up certain areas where I need to improve, including the fact that my pace was a little brisk at the beginning and conclusion, perhaps because I was nervous or relieved it was over. It may be worthwhile to think about the fact that some of these methods may not be effective when taking my audience into account.  Another feedback from the stakeholders was that it would have been wonderful to see references for some of the conversations, perhaps on a slide at the conclusion. In addition to identifying the approaches that will be effective while presenting and the necessity to provide references at the conclusion of the slide, I 
will evaluate my presentation tone and take appropriate action.


Task 4
a) Poster
Below is shows the conference poster that demonstrates the initial analysis of my findings and highlights key conclusions drawn from this research.
[image: ]
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INTRODUCTION

The usage of Al by companies or businesses on e-commerce
platforms has quickly risen. Al chatbots a virtual assistants
powered by Al to alter customer interactions, improve
productivity, and impact consumer satisfaction.

This research will study the effectiveness of Al chatbots on

customer satisfaction in e-commerce. Based on studies 87% still

prefer people to chatbots for rapid interactions (Press,2019).

OBJECTIVE 111

To what extent do Al chatbots contribute to

!

customer satisfaction in e-commerce?

ANALYSIS

METHODOLOGY
RESEARCH APPROACH

This research is a deductive
research methodology that
starts with theory and then tests
the hypothesis. After that, the
hypothesis will be tested
through observation and data
gathering.

SAMPLING METHOD

Involves selecting a random
sampling this method is a
probability sampling to pick
subjects from an individual using
a few criteria and a random
selection procedure.
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DATA GOLLECTION METHOD

Primary and Secondary data will be
used to obtain data for study and
analysis

SAMPLING SIZE

This study's sample size is
estimated to be at least 30
participants who will respond to
the survey. For this study's
statistical analyses to be
meaningful and the confidence
interval to be reliable, there must
be at least 30 participants (Sharma,
2020)

Do you have experience using Al-chatbots?

0 responses

Based on the data collected from surveys of this
research 40 respondents who had answered the survey
achieved the target quantity. This will evaluate and
construct a conclusion about whether Al chatbots have
given satisfaction to consumers or not.

Do you prefer interacting with a human for your specific question or needs?

s
ono
® vape

With 59% of respondents having experience with Al
chatbots this can show that they can give a valid
opinion about Al chatbots. Based on the survey, most

respondents say that automated messages are often

RESULTS

To conclude the results of the survey
based on the respondent answers on the
survey say that Al chatbots need some
improvement for their services.

They agree that as business owners Al
chatbots will be helpful to operate on
their business service. But as consumers,
Al chatbots need to improve in specific
areas such as responding to customer
inquiries much faster, being multilingual,
answering general questions about
products, and 24/7 availability.

more than 5 times a month which shows that Al
chatbots perform automated messages to the
consumers actively.

Whatis the duration of time to wait for the real person to reply to your message after the automated

chat has been given to you?

CONCLUSION

@ 510 hours. ‘While Al chatbots have helped

o 1o you tink Al chtbots or automated chat s helpul : °

o nan oy businesses in e-commerce in many
® ways, there are still several areas that

might be improved to better serve the

* needs of consumers who interact with
" Al chatbots.
g : n 0 n 0 In order for businesses and consumers

to use Al chatbots efficiently and gain

In addition, 21 respondents voted the most
popular response from 1to 5 when asked
whether they thought Al conversation was
beneficial or not, which is 3. This indicates that
the majority of respondents are undecided
about how useful Al chatbots are.

Following the automated chat, a large majority of

respondents indicated that they had to wait

between one and three hours for a human person

to react to their message and address their
individual requirements or questions.

benefits across a variety of industries,
they must be enhanced to assure
service quality and customer pleasure.
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