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Abstract-  

Artificial Intelligence (AI) is increasing the speed of growth in Indian businesses. It helps 

improve economic development and raises the stand

important role in providing quality goods and services to customers in less time. Businesses 

invest in skilled workers to use AI effectively. In today’s competitive world, companies use AI 

to earn more profit and produce better products. Customers can easily buy products from 

home without wasting time. AI benefits both businesses and consumers by solving many 

problems quickly. Overall, AI has a positive impact on business, the economy, and human life.

Indian businesses are now spending more money on skilled employees and modern AI 

technology to stay competitive in the global market. AI gives many advantages such as better 

efficiency, more profit, improved customer service, and smarter decision

data. However, using AI also has some challenges like high starting costs, concerns about 

data privacy, security risks, and the need to regularly update technology.

Overall, the use of Artificial Intelligence in e

impact on businesses, customers, and the economy. It makes life easier by saving time and 

giving better access to products and services. It also helps India grow stronger in the digital 
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Artificial Intelligence (AI) is increasing the speed of growth in Indian businesses. It helps 

improve economic development and raises the standard of living. AI and e-commerce play an 

important role in providing quality goods and services to customers in less time. Businesses 

invest in skilled workers to use AI effectively. In today’s competitive world, companies use AI 

oduce better products. Customers can easily buy products from 

home without wasting time. AI benefits both businesses and consumers by solving many 

problems quickly. Overall, AI has a positive impact on business, the economy, and human life.
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technology to stay competitive in the global market. AI gives many advantages such as better 

efficiency, more profit, improved customer service, and smarter decision-making based on 
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data privacy, security risks, and the need to regularly update technology. 

Overall, the use of Artificial Intelligence in e-commerce has a positive and powerful 
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world. This study aims to examine how AI affects customer behavior, improves custom

satisfaction, and increases business performance in the e

 keywords : Artificial Intelligence, e

Introduction 

The paper discusses the concept of in today’s modern world, Artificial Intellig

has become an important part of our daily life and business activities. AI is widely used in 

many fields such as education, manufacturing, marketing, and data analysis. In business, AI 

helps companies understand customer behavior, record sales da

competitors, and improve decision

increase efficiency in operations.

Therefore, companies use AI to identify consumer 

launching new products in the market. E

business. Through online platforms, products can be delivered easily to customers, and online 

payment systems help save time and e

The combination of AI and e

provide better services. AI makes manufacturing processes more effective and economical, 

leading to improved product quality. As the new generation prefers digit

quick services, AI continues to provide advanced facilities to consumers. Thus, AI has 

become a powerful tool for business growth and competitive success.

Literature review  

1. Kushwah (2024) found that AI significantly enhances customer

commerce by enabling predictive analytics and personalization through large

analysis. AI engines improve conversion rates and customer loyalty by offering tailored 

product recommendations, though ethical issues such as algorithm

privacy remain challenges.  
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world. This study aims to examine how AI affects customer behavior, improves custom

satisfaction, and increases business performance in the e-commerce sector. 

Artificial Intelligence, e-commerce, Machine Learning, Digital Marketing.

The paper discusses the concept of in today’s modern world, Artificial Intellig

has become an important part of our daily life and business activities. AI is widely used in 

many fields such as education, manufacturing, marketing, and data analysis. In business, AI 

helps companies understand customer behavior, record sales data, compare products with 

competitors, and improve decision-making. It can solve complex problems very quickly and 

increase efficiency in operations. Customer satisfaction is the main goal of every business. 

Therefore, companies use AI to identify consumer needs, wants, and preferences before 

launching new products in the market. E-commerce also plays a significant role in modern 

business. Through online platforms, products can be delivered easily to customers, and online 

payment systems help save time and effort. 

The combination of AI and e-commerce helps businesses increase sales, earn profits, and 

provide better services. AI makes manufacturing processes more effective and economical, 

leading to improved product quality. As the new generation prefers digital transactions and 

quick services, AI continues to provide advanced facilities to consumers. Thus, AI has 

become a powerful tool for business growth and competitive success. 

Kushwah (2024) found that AI significantly enhances customer experience in e

commerce by enabling predictive analytics and personalization through large

analysis. AI engines improve conversion rates and customer loyalty by offering tailored 

product recommendations, though ethical issues such as algorithmic bias and data 
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2. Gope, Gupta, and Tripathi explored the role of AI chatbots in shaping consumer behavior 

among Indian e-commerce users. Their empirical study showed that consumers’ 

perceived usefulness, ease of use, and percei

intention to use these tools. This research contributes to understanding how AI

customer service technologies affect user acceptance and satisfaction in Indian online 

shopping contexts. 

3.  Dr. Manmohan Singh and colleagues examined how Artificial Intelligence positively 

influences the Indian e-commerce market. Their study found that many Indian e

commerce firms adopted AI tools after 2020, which led to significant growth in sales and 

business performance compar

highlights the transformative effect of AI applications in improving operational 

efficiency and market performance in Indian online retail.

Objective of the study 

1. To understand the role of AI technologies in e

2. To examine how AI influences consumer behavior and online purchasing decisions.

3. To identify the benefits and challenges of implementing AI in e

Research methodology 

 The research methodology for this study follows a method of secondary data of journal,

articles,  to gather data regarding the integration of Artificial Intelligence (AI) in e

1.  Roles of AI in e-commerce platforms include

1. Personalized Customer Experi

purchases, and search activities. Based on this information, it suggests products that 

match their interests. This makes online shopping feel like a personal shopping 

experience in a physical store.
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Gope, Gupta, and Tripathi explored the role of AI chatbots in shaping consumer behavior 

commerce users. Their empirical study showed that consumers’ 

perceived usefulness, ease of use, and perceived value of AI chatbots influence their 

intention to use these tools. This research contributes to understanding how AI

customer service technologies affect user acceptance and satisfaction in Indian online 

nd colleagues examined how Artificial Intelligence positively 

commerce market. Their study found that many Indian e

commerce firms adopted AI tools after 2020, which led to significant growth in sales and 

business performance compared to the period before AI adoption. This research 

highlights the transformative effect of AI applications in improving operational 

efficiency and market performance in Indian online retail. journalofdigitaleconomy.org

and the role of AI technologies in e-commerce platforms. 

To examine how AI influences consumer behavior and online purchasing decisions.

To identify the benefits and challenges of implementing AI in e-commerce businesses.

research methodology for this study follows a method of secondary data of journal,

articles,  to gather data regarding the integration of Artificial Intelligence (AI) in e

commerce platforms include 

Personalized Customer Experience: AI studies customers’ browsing history, past 

purchases, and search activities. Based on this information, it suggests products that 

match their interests. This makes online shopping feel like a personal shopping 

experience in a physical store. 

 

Gope, Gupta, and Tripathi explored the role of AI chatbots in shaping consumer behavior 

commerce users. Their empirical study showed that consumers’ 

ved value of AI chatbots influence their 

intention to use these tools. This research contributes to understanding how AI-based 

customer service technologies affect user acceptance and satisfaction in Indian online 

nd colleagues examined how Artificial Intelligence positively 

commerce market. Their study found that many Indian e-

commerce firms adopted AI tools after 2020, which led to significant growth in sales and 

ed to the period before AI adoption. This research 

highlights the transformative effect of AI applications in improving operational 
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To examine how AI influences consumer behavior and online purchasing decisions. 

commerce businesses. 

research methodology for this study follows a method of secondary data of journal, 

articles,  to gather data regarding the integration of Artificial Intelligence (AI) in e-commerce. 

AI studies customers’ browsing history, past 

purchases, and search activities. Based on this information, it suggests products that 

match their interests. This makes online shopping feel like a personal shopping 



 

 

2. Smart Search and Interaction:

images (visual search) and simple everyday language. With the help of Natural 

Language Processing (NLP), customers can interact in a more natural and 

conversational way while finding prod

3. Smart Pricing and Stock Management:

based on demand, competitor prices, and available stock. It also predicts future 

demand so businesses can manage inventory properly and avoid shortages or 

overstock. 

4. Automated Customer Service:

support. They answer questions, track orders, and solve common problems quickly, 

which improves customer satisfaction and reduces waiting time.

5. Fraud Prevention and Security

detect unusual or suspicious activities. This helps reduce fraud and financial losses 

by identifying problems in real time.

2. Role of AI in Influencing Consumer Behavior

 Artificial Intelligence (AI) is no longer used only for internal business work. Now, it 

actively influences how customers shop online. This shows that AI has become an important 

part of the online shopping experience.AI helps customers by giving personalized 

suggestions, speeding up the buying process, and increasing confidence through smart 

predictions and interactive features.

How AI Influences Consumer Behavior

1. Personalized Recommendations:

purchases to suggest products that 

to buy more. 
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Search and Interaction: AI allows customers to search products using 

images (visual search) and simple everyday language. With the help of Natural 

Language Processing (NLP), customers can interact in a more natural and 

conversational way while finding products. 

Smart Pricing and Stock Management: AI automatically changes product prices 

based on demand, competitor prices, and available stock. It also predicts future 

demand so businesses can manage inventory properly and avoid shortages or 

d Customer Service: AI-powered chatbots provide 24/7 customer 

support. They answer questions, track orders, and solve common problems quickly, 

which improves customer satisfaction and reduces waiting time. 

Fraud Prevention and Security: AI continuously monitors online transactions to 

detect unusual or suspicious activities. This helps reduce fraud and financial losses 

by identifying problems in real time. Manohar Chowdhry & Associates
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How AI Influences Consumer Behavior 
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ing up the buying process, and increasing confidence through smart 

AI studies customers’ browsing history and past 

match their interests. This encourages customers 



 

 

2. Conversational Commerce:

products to completing the purchase. Around 70% of consumers use these virtual 

assistants for help. 

3. Predictive Analytics: 

helps businesses retain customers and improve satisfaction.

4. Visual and Voice Search:

commands, making shopping easier and faster.

5. Dynamic Pricing: AI automatically changes prices based on demand, competition, 

and customer behavior. 

Impact of AI on the Consumer Buying Journey

1. Need Recognition and Information Search:

create awareness about products. Chatbots and s

quickly find information.

2. Evaluation of Alternatives

personalized product options to help customers compare easily.

3. Purchase Decision and After

and provides quick customer support after purchase, which increases satisfaction 

and loyalty. 

3. Benefits of AI in E-commerce

1.  Hyper-Personalization & Recommendations

 AI studies customer data like browsing history, previous purchases, and

Based on this information, it suggests products that match the customer’s interests. This 

makes shopping easier and more relevant. As a result, customers are more likely to buy 

products. 
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Conversational Commerce: AI chatbots guide customers from searching for 

products to completing the purchase. Around 70% of consumers use these virtual 

 AI predicts what customers may need in the future. This 

helps businesses retain customers and improve satisfaction. 

Visual and Voice Search: Customers can search for products using images or voice 

commands, making shopping easier and faster. 

AI automatically changes prices based on demand, competition, 

 

Impact of AI on the Consumer Buying Journey 

gnition and Information Search: AI-based advertisements and content 

create awareness about products. Chatbots and smart search tools help customers 

quickly find information. 

Evaluation of Alternatives: AI summarizes customer reviews and provides 

personalized product options to help customers compare easily. 

cision and After-Sales Support: AI simplifies the checkout process 

and provides quick customer support after purchase, which increases satisfaction 

commerce 

Personalization & Recommendations 

AI studies customer data like browsing history, previous purchases, and

Based on this information, it suggests products that match the customer’s interests. This 

makes shopping easier and more relevant. As a result, customers are more likely to buy 

 

AI chatbots guide customers from searching for 

products to completing the purchase. Around 70% of consumers use these virtual 

AI predicts what customers may need in the future. This 

Customers can search for products using images or voice 

AI automatically changes prices based on demand, competition, 

based advertisements and content 

mart search tools help customers 

AI summarizes customer reviews and provides 

checkout process 

and provides quick customer support after purchase, which increases satisfaction 

AI studies customer data like browsing history, previous purchases, and preferences. 

Based on this information, it suggests products that match the customer’s interests. This 

makes shopping easier and more relevant. As a result, customers are more likely to buy 



 

 

2.  Customer Service Chatbots

 AI-powered chatbots provid

questions, track orders, and solve basic problems instantly. This reduces waiting time for 

customers. It improves customer satisfaction and saves company costs.

3.  Operational Automation 

AI automates routine tasks such as stock management, order processing, and shipment 

tracking. This reduces manual work and human errors. It also saves time and increases work 

speed. Businesses can operate more smoothly and efficiently.

4.  Dynamic Pricing 

AI systems automatically change product prices based on demand, competition, and 

customer behavior. Prices increase when demand is high and decrease when demand is low. 

This helps companies stay competitive in the market. It also helps maximize profits.

5.  Fraud Detection & Security

 AI monitors transactions and identifies suspicious activities. It quickly detects fraud or 

unusual payment behavior. This helps protect customer data and prevent financial loss. As a 

result, customers feel safer while shopping online.

6.  Supply Chain Optimization

 AI predicts future demand by analyzing past sales data and market trends. It helps 

businesses maintain the right amount of stock. This reduces overstocking and shortages. It 

also improves delivery speed and overall logistics efficiency.

Challenges of AI in Indian E-Commerce

1.  High Implementation Costs and ROI Uncertainty

 Implementing AI requires a large initial investment in technology, software, and skilled 

employees. Small and Medium Enterprises (SMEs) often find it difficult to 
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Customer Service Chatbots 

powered chatbots provide support 24/7 without human help. They answer common 

questions, track orders, and solve basic problems instantly. This reduces waiting time for 

customers. It improves customer satisfaction and saves company costs. 

utine tasks such as stock management, order processing, and shipment 
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also improves delivery speed and overall logistics efficiency. 

Commerce 

High Implementation Costs and ROI Uncertainty 

Implementing AI requires a large initial investment in technology, software, and skilled 

employees. Small and Medium Enterprises (SMEs) often find it difficult to afford these costs. 
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Many companies are unsure whether they will get quick returns on their investment. This 

creates financial risk and hesitation in adopting AI.

2.  Data Quality, Privacy, and Regulatory Compliance 

 AI systems need large amounts of accurate

Indian e-commerce companies face problems like poor data quality and fragmented data (data 

silos). They must also follow the Digital Personal Data Protection Act, 2023, which requires 

strict customer consent and d

compliance costs and responsibilities.

3.  Lack of Skilled Talent and Expertise

AI technologies like machine learning and NLP require highly skilled professionals. In 

India, there is a shortage of trained AI experts. Many companies say the cost of hiring and 

maintaining AI specialists is very high. This skill gap slows down AI adoption.

4.  Integration with Legacy Systems

Many traditional retailers use old software systems that are not compatible with mo

AI tools. Updating or integrating AI with these legacy systems is technically difficult. 

Companies also worry about system failures during peak sales seasons. This makes AI 

implementation more challenging.

5.  Algorithmic Bias and Consumer Trust

 AI systems trained on biased or incomplete data can give unfair product 

recommendations or pricing. This can negatively affect certain customer groups. Many Indian 

consumers are also worried about how their personal data is used. This creates a trust gap 

between customers and companies. 

6.  Cultural and Linguistic Diversity

India has many regional languages, making it difficult to develop AI systems that 

understand all languages accurately. Chatbots and voice assistants may misunderstand 
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Many companies are unsure whether they will get quick returns on their investment. This 

creates financial risk and hesitation in adopting AI. 
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Companies also worry about system failures during peak sales seasons. This makes AI 

AI systems trained on biased or incomplete data can give unfair product 
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India has many regional languages, making it difficult to develop AI systems that 

understand all languages accurately. Chatbots and voice assistants may misunderstand 



 

 

customer queries. Poor language support can reduce service quality. This affects customer 

satisfaction and AI effectiveness.

Conclusion  

 Artificial Intell igence is growing very fast in the e

companies are using AI to improve their services and attract more customers. AI helps in 

personalized shopping, better product recommendations, and smart inventory management. It 

also supports businesses in making better decisions using machine learning. Because of AI, 

customer experience has improved a lot. However, AI systems are still not perfect and need 

continuous improvement. Many customers are worried about the safety of their personal

Therefore, e-commerce companies must focus on strong data privacy and security to build 

customer trust. 
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