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INNOVATION, ENTREPRENEURSlllP & MARKET SPACE (ISC-IEM), 2026 

Enhancing Customer Engagement in e-commerce through Al 

Shweta Kishore1, Bishal Dutta2, Am Ian Ram3, Ahana Banerjee4, Am Ian G boshS, 

Sannoy Saha6 

In today's highly competitive e-commerce landscape, delivering a meaningful and me~orable 

customer experience has become essential for business survival and sustainable growth. This ~~dy 

~X.amines how Artificial Intelligence (AI) enhances customer engagement and reshapes d1~1tal 

jf]iopping behaviour. The research focuses on analyzing how AI-driven tools such as perso~al~ed 

.commendations, chatbots, smart search systems, virtual try-ons, and real-time delivery prechct1ons 

~uence customer satisfac~ion, l~yalty, and purchase decisions. The study ado~ts a qu~titati_ve 

;j!Dd descriptive research design. Pnmary data was collected using a structured onlme quest1onnarre 

~stributed among frequent online shoppers who are familiar with AI-enabled e-commerce 

.latfonns.All of the responses were analyzed using descriptive statistical tools such as percentages 

~d average ratings !o ident~fy tre~ds and user perceptions. The findings reveal a strong positive 

~sponse toward AI mtegratton, with over 80% of respondents acknowledging AI tools as useful 

ptd time-saving. Features like delivezy predictions and personalized recommendations significantly 

~anced satisfaction and engagement. However, the research also identifies concerns regarding data 

rivacy and ethical use of personal infonnation, highlighting the importance of transparency in AI 

plementation. Overall, the study concludes that AI is evolving beyond a supportive technological 

ool into· a strategic growth engine. By shaping customer preferences and redefining competitive 

dyn~ics, Artificial Intelligence plays a transfonnative role in strengthening customer relationships 

i,.;,;_. __ ..._.d influencing the future structure of the ecommerce industry. 
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