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Unlocking Consumer Insights – Exploring the Value of AI-Driven Consultation and Personalized Product Recommendations in eCommerce
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Can Machines Help Customers? - Exploring online customers’ opinions towards an AI-driven recommendation system
Abstract
The focus of the research is customers’ perceptions and attitudes towards AI-driven recommendation systems in e-commerce, touching on its implications for businesses and enhancing user experience. The methodology of the research was mixed, consisting of a quantitative survey and qualitative short interviews to attain a holistic view of customers' opinions. The focus group of the research was young individuals between the ages of 18-35. The findings reveal a general openness towards adopting AI technologies and an interest in enhancing the personalized shopping experience. Concerns about cost increase, data security, and the accuracy of recommendations were detected. The research suggests that while AI-driven systems are likely to enhance the online shopping experience by providing personalized recommendations, consumer trust and the perceived value of these systems play a crucial role in their acceptance and effectiveness. Future e-commerce strategies should consider these factors to optimize the integration of AI technologies, aiming to align with consumer expectations and enhance user engagement. 



