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Abstract

In the era of digital transformation, artificial intelligence—based chatbots have become one of
the key tools for customer interaction in service industries. The purpose of the present study is
to explain the mechanism through which the quality of artificial intelligence chatbots—
including information quality and system quality—affects customer engagement among
Generation Z in the food service industry, with an emphasis on the mediating roles of trust and
satisfaction within the Stimulus—Organism—Response (SOR) theoretical framework. This study
is applied in nature and adopts a quantitative research approach. The statistical population
consists of Generation Z users of the SnappFood application, who were selected using non-
probability convenience sampling. The minimum required sample size was estimated as 244
respondents using G*Power software, and ultimately 259 valid responses were analyzed. Data
were analyzed using structural equation modeling with the SmartPLS software.

The results indicate that system quality has the strongest direct effect on user trust ($=0.382, t
= 6.062) at the 99% confidence level, whereas information quality has a significant effect on
satisfaction (B = 0.238, t = 2.360). In addition, the direct effects of information quality (f =
0.201, t=2.071) and system quality (B= 0.260, t=2.507) on customer engagement were
confirmed at the 95% confidence level. Trust (f = 0.383, t = 3.643) and satisfaction (f = 0.367,
t = 5.782) also showed positive and significant effects on customer engagement. Mediation
analysis revealed that trust plays a significant mediating role in both the information quality—
customer engagement and system quality—customer engagement relationships, whereas
satisfaction acts as a mediator only in the system quality—customer engagement pathway and
not in the information quality—customer engagement relationship. These findings suggest that
the intelligent and trustworthy design of chatbots can be a key factor in enhancing interaction
and loyalty among the digital generation.
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