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Abstract

The expansion of artificial intelligence applications in digital platforms, particularly intelligent
chatbots, has transformed the way customers interact with online services. Chatbots, as one of
the most important touchpoints between customers and organizations, can influence customer
experience and its subsequent behavioral outcomes. This study aims to investigate the effect of
intelligent chatbot characteristics on customer purchase behavior, with the mediating role of
customer satisfaction and loyalty on the SnappFood platform. This research is applied in terms
of purpose and descriptive-survey in terms of method. The statistical population consisted of
SnappFood users in Tehran who had at least one documented interaction with the platform's
chatbot during the three months leading up to October and November 2025. Convenience
sampling was employed, and 150 valid questionnaires were collected using a screening
question. Data were analyzed using Partial Least Squares Structural Equation Modeling (PLS-
SEM) with SmartPLS software. The measurement model results confirmed the validity and
reliability of the instrument. The structural model results showed that chatbot characteristics
(user-friendliness with a coefficient of 0/342, communicability with 0/306, reliability with
0/243, security and privacy with 0/226, and usefulness with 0/172) have a positive and
significant effect on customer satisfaction (p < 0.001). Furthermore, customer satisfaction had
a strong and significant effect on customer loyalty (coefficient of 0/597), and customer loyalty
had a strong and significant effect on purchase behavior (coefficient of 0/655). The research
model explained 62% of the variance in satisfaction, 35% of the variance in loyalty, and 43%
of the variance in purchase behavior. The analysis of indirect effects confirmed the serial
mediation role of satisfaction and loyalty in transferring the effect of chatbot characteristics to
purchase behavior. The findings provide important practical implications for improving the
design and deployment of intelligent chatbots to enhance customer loyalty and purchase
behavior.

Keywords: Chatbot, Artificial Intelligence in Marketing, Online Food Ordering Platform,
Structural Equation Modeling (SEM), Purchase Behavior, Case Study
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