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Al-powered personalization and its role in improving customer
experience in Yemeni Islamic banks: A field study
Khawla Ali Mohammed Ghaleb
Aljazeera University, Yemen Master's degree in Business
Administration
Khaled Hassan Ali Alhariry
Taiz University, Yemen Professor of Business Administration,

ABSTRACT

This study aimed to determine the role of Al-powered personalization in
Improving customer experience at eight Yemeni Islamic banks. The study
sample consisted of (129) employees from various departments and divisions
within these banks, including marketing, customer relations, information
technology, and research and development. The descriptive-analytical method
was used, and a questionnaire served as the data collection instrument. Data
analysis was conducted using statistical methods appropriate to the nature of the
data and the study's objectives. The study reached a number of conclusions,
most notably: the existence of a statistically significant influential role at the
significance level (0<0.05) For Al-powered personalization in improving
customer experience in Yemeni Islamic banks, the results showed that the reality
of applying Al-powered personalization came at a (moderate) level from the
point of view of the sample members, and the reality of applying improving
customer experience came at a (high) level from the point of view of the sample
members.

The study offered a set of recommendations, including: the necessity of
activating and adopting smart personalization applications in the bank's systems;
defining levels of personalization and targeting; allowing customers to specify
the level of personalization they wish Al to achieve; and utilizing smart
personalization applications to identify the customer segment most interested in
the bank's products and to segment customers into high-net-worth and inactive
customers. Use Smart customization applications in Directing personalized
(targeted) ads to customers, and choosing appropriate promotional methods.
Keywords: Personalization, artificial intelligence, improving customer
experience, Islamic banks, Yemen.
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1 Saxena, A. & Rastogi, M. (2026). The Impact of Artificial Intelligence (AI) on the Quality of
Service and Customer Experience in the Banking Sector. International Journal of
Economic Practices and Theories (IJEPT), 2026(1), 264-286, p:264

2 Kumar, R. & Anbazhagan, S. (2020). Customer experience management: A study in the
context of retail banking. /nternational Journal of Bank Marketing, 35(3), 581-599.

3 Chiguvi, D. & Tadu, R. & Mugwati, M. (2025). Customer Experience Management in The

Banking Sector and Its Relation to The Sdgs. SDGsReview Florida USA, 5, 01-19.

4 Cate, (2023). Enhancing Customer Experience Through AI-Driven Personalization and
Automation.

5 Alonge, E. Eyo-Udo, N. Ubanadu, B. Daraojimba, A. Balogun, E. (2021). Digital
Transformation in Retail Banking to Enhance Customer Experience and
Profitability. /conic Research and Engineering Journals, 49), 169-188, p:172.

6 Cate, M. (2023). Previous reference.
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