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Abstract

This research aims to examine the impact of Al chatbots on consumers' online purchase
decisions by integrating the Technology Acceptance Model (TAM) and the Theory of Planned
Behavior (TPB), providing an innovative framework for analyzing consumer behavior in the
face of emerging technologies such as Al chatbots. The study is applied in purpose and
structural-causal in nature. The research population consisted of online shoppers in Tehran who
had experience using Al chatbots for online purchases. The sample size included 104
individuals selected through purposive convenience sampling, and data were collected using a
standard questionnaire based on a 5-point Likert scale. Data analysis was performed using
SmartPLS software and structural equation modeling (SEM). The results indicated that positive
attitudes and subjective norms toward Al chatbots have a significant impact on brand trust and
brand love, which in turn influence online purchase decisions. However, perceived ease of use
and perceived usefulness of chatbots did not have a significant moderating role in the
relationship between attitudes toward chatbots and brand trust. It was concluded that Al
chatbots enhance online buying behavior by strengthening trust and emotional attachment to
the brand, but more optimal chatbot design is essential to increase perceived ease and
usefulness. These findings recommend that businesses strengthen consumer experience and
brand loyalty by improving chatbot design and paying attention to social norms.
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