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ABSTRACT

The rise of Al has undoubtedly transformed the financial industry in a broad, multidimensional setting.
Artificial Intelligence has transformed the way that banks communicate with their consumers in the
banking sector by enabling chatbots instead of humans. A country's development depends heavily on the
banking industry. Banks recognize that the service quality provided to customers is one of the significant
differences between their offerings and those of their competitors. Today, customers are more worried
about the quality of the banks & service. Hence, the primary purpose of this research is to identify the
inflnence of chatbot service quality factors on customer value, customer satisfaction, and customer loyalty
with Chatbot in the presence of trust as a mediating variable and customer value as a moderator mediating
variable. The research would analyse the service quality of Chatbot to determine whether it can meet
customers & constantly changing needs and whether customers are satisfied. The research will be focused
on Indian retail banking customers from Bangalore. The sample size used in this research is 588. The
researcher used a quantitative research method for data collection using a questionnaire. The research
followed a descriptive and empirical research design. Based on the results of the analysis, it is evident that
Chatbot service quality has a positive and significant influence on both customer satisfaction and loyalty.
This study also reveals the moderator mediating

effect of customer value and trust as mediators between chatbot service quality and customer loyalty.
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