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Abstract

The study aimed to explore the mediating role of customer
empowerment (freedom of choice, self-confidence, influence in decisions,
meaning) on the relationship between interactive marketing using the chatbot
tool (trust, commitment, interaction, two-way communication, complaint
handling, service quality) and customer trust (competence, integrity,
benevolence). This was achieved by addressing the research question: Does
customer trust get influenced by interactive marketing using the chatbot tool
through customer empowerment? This question was tested at the field level
in public commercial banks in Egypt.

A random sample of 384 bank customers was selected, and their
responses were subjected to testing and analysis. The statistical results
indicated a significant impact of the dimensions of interactive marketing
using the chatbot tool (trust, commitment, interaction, two-way
communication, complaint handling, service quality) on the dimensions of
customer empowerment (freedom of choice, self-confidence, influence in
decisions, meaning). Additionally, there was a partial impact of the
dimensions of interactive marketing using the chatbot tool (trust,
commitment, interaction, two-way communication, complaint handling,
service quality) on the dimensions of customer trust (competence, integrity,
benevolence). It was also found that there is a partial impact of the dimensions
of customer empowerment (freedom of choice, self-confidence, influence in
decisions, meaning) on the dimensions of customer trust (competence,
integrity, benevolence). Finally, the study revealed a significant impact of
interactive marketing using the chatbot tool in gaining customer trust through
customer empowerment at the level of the research sample.

Key words: Interactive Marketing, Customer Empowerment, Customer
Trust, Chatbot Tool.
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