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ABSTRACT
Artificial Intelligence (AI) is considered one of the major drivers of 
global digital transformation, playing a crucial role in reshaping 
Customer Experience (CX) across sectors. The current study, however, 
aims to analyze AI’s Role in promoting customer experiences in the 
United Arab Emirates, with a primary focus on administrative and 
legal aspects, and to provide a systematic review of the relevant 
literature. It is worth noting that the United Arab Emirates has widely 
adopted AI applications in Government Services, such as the Smart 
Assistant “Rashid”, Process Automation, virtual banking assistants, 
fraud detection, e-commerce recommendation engines, customer 
service chatbots, Smart Hotel Assistants, ticket sales, calculating goals 
and scores in sports activities, and Personalized Travel Services. These 
applications help deliver faster, more efficient, and tailored services, 
boosting customer satisfaction and supporting the development of 
an Advanced Digital Economy. The UAE has a relatively advanced 
framework that supports the use of Artificial Intelligence from a 
legal and regulatory perspective, with a focus on data protection and 
privacy, as reflected in laws such as Federal Decree-Law No. 45 of 2021 
on Personal Data Protection. Moreover, the country has established 
specialized bodies, including the AI Office, the UAE Council for 
Artificial Intelligence and Digital Transactions, and the Legislative AI 
Office. All these bodies indeed reflect the country’s commitment to 
regulating this field and ensuring the responsible and ethical use of 
Artificial Intelligence. We recommend that Government Bodies and 
policymakers develop more flexible and dynamic legal frameworks, 
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1.	 Introduction
There is no doubt that the Digital Transformations driven by rapid advancements in artificial intelligence 
technologies are unique and unprecedented. It has become increasingly apparent that AI is no longer just a 
futuristic concept but a tangible reality that affects all aspects of life, including Industry, Medicine, Education, 
and Government Services (Khudhair, Jusoh, Mardani, & Nor, 2019; H. Yas et al., 2024). Its role has emerged as 
a crucial factor in reshaping the Customer Experience, with Companies and Organizations striving to leverage 
its analytical, predictive, and automation capabilities to deliver more efficient, personalized, and satisfying 
services. We are obliged to confirm that the United Arab Emirates is leading the Global Scene in adopting and 
implementing Artificial Intelligence Technologies, driven by its Leadership Vision to transform the country 
into a global hub for innovation and technology (Aboelazm, Tawakol, et al., 2025). The UAE has launched 
ambitious strategies and initiatives, such as the UAE Artificial Intelligence Strategy 2031, which aim to integrate 
AI across all vital sectors, including Government Services and the Business Sector (Alsaadi, 2025).
	 It is worth noting that Customer Experience in the Digital Age has become a Strategic Focus for 
organizations seeking to achieve competitive excellence and sustainability (Yas et al., 2021). This is especially 
true for sports organizations, given their direct connection to both internal and external communities. Sports 
today are no longer what they once were. However, rather than being an essential requirement in the investment 
world, it is undeniable and non-negotiable that the increase in customer expectations and the diversification of 
communication channels, in addition to delivering a seamless and personalized experience, are now considered 
essential. Indeed, this is an area where Artificial Intelligence can play a crucial role, as it can analyze vast 
amounts of data to understand customer behavior, predict their needs, automate interactions, and provide 
immediate, personalized support, ultimately leading to increased loyalty and satisfaction (Aboelazm, Ibrahim, 
et al., 2025).  Alongside this rapid adoption, there is a pressing need for in-depth studies of the administrative 
and legal aspects governing AI use to enhance Customer Experience, ensuring the desired benefits are achieved 
while addressing potential challenges (Khudhair, Jusoh, Mardani, Nor, et al., 2019). AI’s ability to analyze 
massive amounts of data will undoubtedly lead to a deeper understanding of customer behavior, more accurate 
predictions of needs, automated interactions, and prompt, personalized support, ultimately strengthening loyalty 
and increasing satisfaction.
	 Despite these efforts, the application of Artificial Intelligence in the UAE faces multiple challenges, 
including legal challenges represented by the slow pace of legislation compared to the rapid development of 
technology, as well as determining liability in the event of errors, and intellectual property issues related to AI-
generated content (Allouzi, Karima, et al., 2024). Ethical challenges, on the other hand, involve algorithmic bias, 
a lack of transparency and explainability, loss of human control, and risks of privacy violation. Moreover, there 
are technical challenges, such as the complexity of technologies and skill shortages, as well as economic and 
social challenges that include high costs and resistance to change (Aboelazm, Ibrahim, et al., 2025).
	 Both Public and Private Institutions have come to rely on Artificial Intelligence Solutions to improve 
operational efficiency, achieve customer satisfaction, and enhance competitiveness in dynamic and complicated 
work environments (AlLouzi & Alomari, 2023). In the United Arab Emirates, digital transformation and AI 
strategies have emerged as key priorities within the Future Country Vision, represented by the launch of the 
“National Artificial Intelligence Strategy 2031,” which aims to strengthen the UAE’s Status as a Leading Global 

clarify issues of liability and intellectual property, promote ethical governance of Artificial Intelligence, invest in 
digital infrastructure, and enhance collaboration among the public, Private, and Academic Sectors. Furthermore, 
we advise Companies and Organizations to adopt a Customer-Focused Approach, ensure transparency in AI 
usage, invest in Employee and player training, balance automation with human interaction, and adhere to 
Ethical and Legal Standards. Future Researchers are advised to conduct in-depth case studies, analyze social 
and economic impacts, perform international comparisons, and develop evaluation models to determine the 
effectiveness of AI applications. Finally, the study confirms that the AI future in promoting Customer Experience 
in the UAE is somewhat promising, provided that legal and ethical frameworks continue to be developed, 
capacities are built, and collaboration is strengthened. Thus, the UAE will establish a global model for leveraging 
AI to achieve sustainable development and build a thriving, people-centric digital future.

KEYWORDS: artificial intelligence, customer experiences, legal administrative, systematic review
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Hub in this field. Accordingly, Customer Experience can be taken as a central focus where Artificial Intelligence 
intersects with Modern Management Practices and Regulations governing data use and privacy (N. Yas, M. N. 
I. Elyat, et al., 2024). On the other hand, Artificial Intelligence presents tremendous opportunities for the UAE 
to enhance its global competitiveness, improve operational efficiency, develop innovative services and products, 
foster a knowledge-based economy, attract top international talent, and pioneer smart legislation. It is worth 
noting that addressing challenges and leveraging opportunities will enable the UAE to maximize the benefits of 
Artificial Intelligence in enhancing the customer experience (Dafri et al., 2025).
	 This study, after all, aims to emphasize the administrative and legal roles of Artificial Intelligence 
Technologies in promoting Customer Experience in the United Arab Emirates (Aboelazm, Tawakol, et al., 
2025). This has been carried out through a systematic review of existing literature and an analysis of current 
applications within Emirati Institutions. In addition, it has been seeking to shed light on regulatory challenges, 
future opportunities, and the limitations of using these technologies within established legal frameworks, 
ensuring a balance between operational efficiency and the protection of customer rights (Albanna et al., 2025). 
There is an urgent need for an in-depth examination of the Administrative and Legal Aspects governing the use 
of Artificial Intelligence to improve the Customer Experience, ensuring the desired benefits while addressing 
potential challenges.

1.1	 Problem Statement 
Despite the significant potential of Artificial Intelligence to enhance the customer experience and improve 
the quality and efficiency of services, its practical implementation faces multiple challenges, especially in 
administrative and legal contexts. Firstly, it is essential to note that integrating AI within organizations, including 
sports organizations, necessitates a comprehensive restructuring of operational processes, the development of 
strategies that enable employees to adapt to the technology through specialized training programs, and a shift 
in organizational culture to support innovation and mitigate resistance to change. Secondly, organizations are 
required to manage customer and beneficiary expectations realistically, while building a shared understanding 
of AI’s capabilities and limitations, to ensure user satisfaction and strengthen trust in the New Digital System 
(Albayati et al., 2025).
	 There are numerous complex issues related to privacy protection and personal data, including determining 
legal liability in the event of errors committed by intelligent systems, as well as problems of algorithmic bias 
and intellectual property rights for content produced through the use of Artificial Intelligence Technologies. 
The UAE is addressing these challenges seriously by enacting legislation, such as the “Personal Data Protection 
Law” (PDPL), and by establishing national standards for the innovative application of data. However, there 
are still legal gaps that necessitate the expansion of ethical and regulatory frameworks, particularly regarding 
the responsibility for AI malfunctions and the legality of content generated by machines without direct human 
intervention (Saeed & Khudhair, 2024).
	 There is a growing need for integrated approaches that combine legislation, community awareness, 
and institutional policy transformation to ensure the responsible and sustainable use of this technology. The 
Government has launched several initiatives in this regard, such as the “Dubai AI Seal” and other programs 
focused on assessing the ethical performance of intelligent systems, while encouraging institutions to commit to 
transparency and the scrutiny of automated decision-making algorithms. Nevertheless, despite these advanced 
efforts, maintaining an effective balance between technological innovation and the protection of individual 
rights requires continuous development in both the legislative and executive frameworks to keep pace with the 
rapid changes in the digital landscape.

1.2	 Significance of the Study 
The current study addresses three main types of significance related to our subject: Theoretical Significance: 
The study contributes to enriching both Arabic and International Academic Literature through the provision 
of a systematic review and comprehensive analysis of the Role of Artificial Intelligence in promoting customer 
experience, with a focus on the UAE Context, characterized by an advanced regulatory environment and pioneering 
government initiatives.  Practical Significance: The study provides valuable insights and recommendations for 
institutions and companies, including sports organizations in the UAE, that aim to adopt or enhance the use of 
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Artificial Intelligence in customer service, enabling them to maximize the benefits of these technologies while 
adhering to legal and ethical frameworks. Legal and Regulatory Significance: The study highlights the legal and 
ethical challenges associated with Artificial Intelligence. It provides an analysis of the current legal framework 
in the UAE, helping policymakers and legislators develop more comprehensive and effective regulations.

1.3	 Study Objectives, including sports organizations
Concerning the Study Objectives, the focus shall be on analyzing the concepts of Artificial Intelligence and 
Customer Experience, exploring their integration, and emphasizing how AI technologies affect the quality of 
interactions between organizations and customers. Additionally, the study aims to identify the most prominent 
AI applications that can be utilized to enhance Customer Experience within the United Arab Emirates, while 
also examining local initiatives and best practices in both the Public and Private Sectors. We should also note 
that our study incorporates an evaluation of the current legal and regulatory framework in the United Arab 
Emirates regarding Artificial Intelligence, taking into account data protection and privacy laws, and assessing 
their adequacy in keeping pace with the rapid technological advancements (AlKhamaiseh et al., 2025). Moreover, 
the study has been exploring administrative, legal, and ethical challenges that might hinder or limit the use of 
Artificial Intelligence in the field of Customer Service, and carefully analyzing the impact of these challenges on 
the effectiveness and quality of the Customer Experience Finally, we are obliged to note that the study has come 
up with a set of practical recommendations directed at Companies, Government Entities, and Policymakers that 
aim to promoting responsible and efficient use of Artificial Intelligence that shall lead to achieving Sustainable 
Customer Satisfaction (Yas et al., 2025).

1.4	 Study Questions
The current study addresses a set of key questions. These questions can be listed as follows:

1.	 What is the role of artificial intelligence in the promotion of Customer Experience? 
2.	 What are the main applications of Artificial Intelligence that are used in the field of customer service in 

the United Arab Emirates? 
3.	 How does the Legal and Regulatory Framework govern the use of Artificial Intelligence?
4.	 What are the Legal Key Provisions that regard data protection and privacy? 
5.	 What are the Administrative, Legal, and Ethical Challenges that might be faced in the implementation 

of Artificial Intelligence, while improving the Customer Experience in the UAE?
6.	 What recommendations are proposed to promote the responsible and effective use of Artificial Intelligence 

in the promotion of Customer Experience in the United Arab Emirates?
7.	 What are the proposed recommendations to promote the responsible and effective use of artificial 

intelligence in enhancing sports institutions in the UAE?

2.	 Literature review
Below are five essential studies on the role of Artificial Intelligence and its impact on Customer Experience in the 
United Arab Emirates, along with an expanded review that addresses several key issues. According to Yas, H., & 
Jusoh, A. (2025). Airline, Role of Artificial Intelligence in the Promotion of Customer Experience in the Field of 
Tourism: UAE Experience as an Example. The study aimed to explore how Artificial Intelligence Technologies 
are employed to enhance Customer Experience in the tourism sector, focusing on the UAE experience as a leading 
model in this field. Additionally, the study examined various applications, including Smart Chatbots, Tourism 
Data Analysis, and Personalized Recommendation Systems, to assess their impact on Customer Satisfaction and 
Loyalty (Yas, Mardani, Albayati, et al., 2020). Remarkably, the Researchers have used a Descriptive-Analytical 
Approach, supported by the UAE Case Study, in which Tourism Innovation Policies and Government Initiatives 
integrating AI into tourism services have been carefully analyzed. Finally, the study concludes that the effective 
use of Artificial Intelligence will contribute to providing more personalized services, reducing wait times, and 
enhancing the quality of interactions between Tourism Organizations and Customers (M Saeed & H Yas, 2023).
	 The Impact of Artificial Intelligence Technologies on Enhancing Digital Marketing Strategies. This study 
has examined the impact of employing Artificial Intelligence Technologies on the development and enhancement 
of Digital Marketing Strategies, analyzing the innovative tools and systems that would enable companies and 
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organizations to understand consumer behavior and target it accurately and effectively (Habib, 2024). Once 
more, the Researchers have also employed a descriptive-analytical approach, applying it to the study of a range 
of AI Technologies, such as Machine Learning, Big Data Analytics, Recommendation Systems, and Chatbots, 
as well as to their integration into Digital Marketing Campaigns. Finally, it has been concluded that Artificial 
Intelligence is capable of enhancing organizations’ ability to personalize advertising content, improve user 
experience, and increase the efficiency of marketing operations, which is positively reflected in engagement rates 
and sales (N. Yas, W. Dafri, et al., 2024).
	 Customer Experiences in the Age of Artificial Intelligence. This study aims to explore how Artificial 
Intelligence Technologies impact Customer Experience in a Modern Digital Environment by integrating 
multiple theoretical frameworks, such as Technology Adoption Theory and User Experience Theory, with a 
primary focus on the factors that contribute to promoting customer trust and shaping behavior towards AI 
Services (Aboelazm & Afandy, 2019). The Researchers, however, have employed a Quantitative Approach in 
analyzing data collected from users of AI-powered applications and Services. Their findings, on the other hand, 
have revealed that the quality of interaction with AI Systems, ease of use, and transparency play a crucial 
role in shaping the Customer Experience. Additionally, the trust generated through usage enhances customer 
satisfaction and loyalty, especially when AI is integrated in a way that complements rather than completely 
replaces the human element (Aboelazm, Dganni, et al., 2024).
	 The Role of Artificial Intelligence in Enhancing Customer Experience. This study has focused on the 
role of Artificial Intelligence in enhancing Customer Experience across various sectors, emphasizing that AI 
Applications, such as Chatbots, Big Data Analytics, and service personalization, play a crucial role in creating 
smoother and more efficient Customer Experiences (AlLouzi & Alomari, 2023). Researchers have explored how 
AI can enhance understanding of consumer behavior, provide instant responses, and reduce the effort required 
of customers, ultimately leading to higher satisfaction and loyalty. Ultimately, the study recommends that AI 
technologies should be invested in as part of organizational strategies to enhance customer engagement and gain 
a competitive advantage (Dahabreh, 2023).
	 AI Applications in Predicting Sports Injuries: A Comprehensive Review of Modern Methods for 
Prevention and Performance Improvement in Team Sports. This scientific study examines the application of 
artificial intelligence (AI) in predicting sports injuries and enhancing physical and tactical performance in team 
sports, with a focus on machine learning and neural network techniques (Khudhair, Jusoh, Mardani, & Nor, 
2019). The sample consisted of 30 athletes, divided into two groups: an experimental group that utilized AI 
to analyze biometric and kinematic data, and a control group that relied on traditional methods. The results 
showed that AI had a predictive accuracy of up to 90% in detecting potential injuries, compared to 60% for 
conventional methods, with a 40% reduction in injury rates and a 30% improvement in individual performance 
due to the design of personalized training programs (Allouzi, Karima, et al., 2024). AI also contributed to 
enhancing tactical efficiency and to accurately analyzing training loads, leading to reduced fatigue and improved 
team coordination. The study faced challenges such as high costs, the need for accurate and comprehensive data, 
and the need to protect athlete privacy. The study recommends developing more cost-effective technological 
tools and enhancing collaboration between doctors, coaches, and AI experts to improve prediction accuracy and 
achieve greater integration between technology and traditional methods (Abdul-Al, 2024).

2.1 Artificial Intelligence and Customer Experience in the United Arab Emirates
It has been widely acknowledged that the United Arab Emirates is at the forefront of countries that have 
adopted Artificial Intelligence as a fundamental pillar for achieving its future vision, particularly in enhancing 
service quality and Customer Experience. This adoption is evident in many public and private initiatives aimed 
at integrating AI Technologies across various sectors (Khan et al., 2022). The UAE has witnessed the widespread 
implementation of Artificial Intelligence across diverse sectors, aiming to enhance customer experience 
in government services, Finance, Commerce, and Tourism. This adoption seeks to provide more efficient, 
personalized, and faster services, thereby boosting customer satisfaction and contributing to the development of 
an Advanced Digital Economy (N. Yas, W. Dafri, et al., 2024).
	 The Government Services are a testament to the UAE Government’s pioneering use of Artificial 
Intelligence to streamline procedures and promote interaction between Citizens (Locals) and Residents (Allouzi, 
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Alomari, et al., 2024). For example, Virtual Assistants and Chatbots, such as “Rashid”, the Dubai Government 
Smart Assistant, provide comprehensive information by answering all types of inquiries, thereby reducing the 
need to visit government centers, which would lead to improved response times (Mohamed Saeed & Harith 
Yas, 2023)—Process automation. Many Government Entities are using AI to automate routine tasks, such as 
processing visa applications, renewing licenses, and issuing certificates, which minimizes human errors and 
speeds up transaction completion (Gorian & Osman, 2024). Besides, Government Agencies utilize AI to analyze 
customer data and forecast future needs, enabling them to offer proactive and personalized services, such as 
alerts about document expirations or suggestions of related services (Almuraqab et al., 2024).
	 The UAE Banking Sector heavily relies on Artificial Intelligence to enhance the Customer Experience and 
improve efficiency and security through Virtual Banking Assistants. Major banks, such as Emirates NBD, offer 
these services to help customers manage their accounts, make transfers, and respond to basic banking inquiries 
(Yas & Nasir, 2024). Indeed, AI is used today to analyze customers’ financial behavior and provide tailored 
recommendations for Financial Products, such as loans, investments, or savings plans, based on their needs and 
financial capabilities. Additionally, AI plays a crucial role in analyzing behavioral patterns to detect suspicious 
transactions in real-time, thereby enhancing the security of Customer Accounts and protecting them from all 
types of fraud (Aboelazm, Tawakol, et al., 2024). E-commerce and Retail Sector. This sector has experienced 
tremendous growth in the UAE, relying heavily on Artificial Intelligence to promote shopping experiences. 
(Almuraqab et al., 2024). This reliance is represented through the use of Recommendation Engines, such as 
Noon and Amazon UAE, and AI algorithms to offer personalized product suggestions based on purchase history, 
browsing behavior, and customer preferences. This will increase sales opportunities and improve the shopping 
experience. Many Online Stores also use customer service chatbots to respond to inquiries about products, 
order status, and return policies, providing fast and efficient support (Binsarhan Alzabbi & Mollah, 2025). 
	 Tourism and Hospitality Sector. It is likely that the United Arab Emirates, a leading global tourist 
destination, has applied Artificial Intelligence to enrich the visitor experience through Smart Hotel Assistants 
(Yas, Alkaabi, et al., 2023). Some luxury hotels in Dubai and Abu Dhabi offer Virtual Assistants in rooms or 
via mobile applications to help guests request services, book restaurants, and obtain information about tourist 
attractions (Aboelazm & Afandy, 2019). Additionally, Artificial Intelligence is utilized to analyze crowd flow 
and improve resource management, thereby reducing wait times and enhancing the visitor experience (Federal 
Law, 2021). Investment in Artificial Intelligence: The UAE is considered one of the largest investors in AI 
Technologies in the Region, with the AI Market in the Middle East and North Africa expected to reach $18.6 
billion by 2025. There is no doubt that the UAE plays a pivotal role in this growth (Binsarhan Alzabbi & 
Mollah, 2025).
	 Customer Satisfaction Multiple studies have shown that the use of Artificial Intelligence in both Public 
and Private Services has effectively increased customer satisfaction and reduced waiting times. For example, 
Dubai Digital Initiatives in the use of Artificial Intelligence have led to a significant improvement in Customer 
Satisfaction Indicators (Binsarhan Alzabbi & Mollah, 2025). Dubai Police Dubai Police is deemed one of the 
leading entities in the use of Artificial Intelligence to foster public experience and provide innovative security 
services, launching several initiatives, such as Smart Patrols, AI-Supported Surveillance Systems, and Smart 
Reporting Services, which have contributed to increasing security and reducing response times to emergencies, 
thereby improving the public sense of safety and satisfaction (Aboelazm, 2023). Dubai Roads and Transport 
Authority has been utilizing Artificial Intelligence in Traffic Management, Route Planning, and providing real-
time information to travelers through its innovative applications (Yas et al., 2022). This has contributed to 
reducing congestion, improving the travel experience, and raising public transport efficiency, which is positively 
reflected in the satisfaction of road and transport users (Aboelazm, Dganni, et al., 2024).

# Application Description Sector Benefits to Customers Examples from the 

UAE
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1. Virtual As-

sistants and 

Chatbots

Intelligent systems that 

interact with custom-

ers via text or voice to 

provide assistance and 

answer inquiries.

Government services, 

banking, e-commerce

24/7 service, immedi-

ate response, reduced 

wait times, multilin-

gual support.

Rashid is the intelli-

gent assistant of the 

Dubai government 

and the virtual assis-

tant of Emirates NBD.

2. P e r s o n a l -

ization and 

smart recom-

mendations

Analyzing customer 

behavior and prefer-

ences to provide per-

sonalized recommen-

dations for products or 

services.

E-commerce, enter-

tainment, and tourism

Personalized experi-

ence, saving time in re-

search, and discovering 

suitable new products.

E-commerce plat-

forms like Noon and 

Amazon UAE, as well 

as entertainment ap-

plications.

3. P r e d i c t i v e 

analysis of 

customer be-

havior

Using accumulated 

data to predict custom-

er behavior and future 

needs

Banking, insurance, 

trade

Proactive services, 

timely offers, and ser-

vice improvement.

Emirati banks for 

credit risk analysis 

and offering custom-

ized proposals.

4. Natural lan-

guage pro-

cessing

Understanding and an-

alyzing texts and voic-

es in multiple languag-

es to improve customer 

interaction.

Customer service, 

translation

Natural interaction, 

Arabic language sup-

port, and better under-

standing of customer 

needs.

Instant translation 

services at airports, 

multilingual customer 

service systems

5. Computer vi-

sion

Analyzing images and 

videos to enhance se-

curity and streamline 

operations.

Security, trade, trans-

portation

Enhanced security, 

streamlined opera-

tions, and a seamless 

experience.

Facial recognition sys-

tems at airports, smart 

cameras in stores.

6. I n t e l l i g e n t 

Process Auto-

mation

Automating routine 

and complex tasks to 

speed up services and 

reduce errors.

 Government and 

banking services

Faster processing, 

greater accuracy, re-

duced bureaucracy.

Processing visa appli-

cations, opening bank 

accounts, and issuing 

licenses.

7.  Emotional 

Analysis

Analyzing customer 

emotion through text 

or voice to understand 

their level of satisfac-

tion.

Customer Service, 

Marketing

A better understanding 

of customer emotions 

and improving services 

based on feedback.

Call centers in large 

companies analyze so-

cial media comments 

to gain insights.

8. Smart cyber-

security

Protecting customer 

data and transactions 

from cyber threats 

using artificial intelli-

gence

Banking, e-commerce Better data protection, 

greater trust in digital 

transactions.

Fraud detection sys-

tems in banks and the 

protection of electron-

ic transactions.

Table 1: AI Applications in the Promotion of Customer Experience in the United Arab Emirates

2.3 Legal and Regulatory Framework of Artificial Intelligence in the United Arab Emirates  
The United Arab Emirates recognizes the extraordinary importance of legal and regulatory frameworks that 
keep pace with rapid developments in the field of Artificial Intelligence. These frameworks aim to bring a 
balance between encouraging innovation, protecting individual and societal rights, and ensuring the responsible 
and ethical use of AI technologies (Al-Hajri et al., 2024). The efforts exerted by various Authorities and 
Institutions are integrated to create a comprehensive regulatory environment that supports innovation in 
Artificial Intelligence, with a focus on ethical and legal aspects to ensure the safe and responsible achievement 
of benefits. However, the legal and regulatory framework can be outlined as follows (Almheiri et al., 2024).
	 Laws and Regulations Related to Artificial Intelligence. There is still no comprehensive, unified law 
governing Artificial Intelligence in the United Arab Emirates. Instead, the country relies on existing laws and 
regulations, supplemented by new initiatives and policies that address specific aspects of AI. Among the most 
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notable of these legislations is the Personal Data Protection Law (Yas, Saeed, et al., 2023). This law serves as 
the cornerstone of Personal Data Protection in the UAE, coming into effect on 2nd January, 2022. It aims to 
establish a unified legal framework for the processing of personal data. The law, however, requires obtaining 
explicit consent from individuals before collecting and processing their data, while granting them multiple 
rights, such as the right to access, correct, and delete their data, as well as the right to object to its processing. 
Additionally, this law imposes obligations on data controllers and processors to implement appropriate security 
measures and protect the data. The Cybercrime Prevention Law (Federal Decree-Law No. 34 of 2021). This 
Law complements the data protection framework by imposing penalties for crimes related to unauthorized 
access to or misuse of data, including those arising from the use of Artificial Intelligence Systems. Intellectual 
Property Laws: AI Creations Often Raise Questions About Intellectual Property Rights (Allouzi, Alomari, et al., 
2024). The current law in the UAE (Federal Decree-Law No. 38 of 2021 on Copyright) states that a work must 
be an original creation, thereby leaving some ambiguity regarding AI-generated works. Data Protection and 
Privacy Policies The UAE places utmost importance on data protection and privacy in the context of Artificial 
Intelligence Applications through a set of laws and policies aimed at balancing innovation with individual 
rights. Key Policies and Laws include the following: 

•	 Consent: The Law requires explicit consent from individuals before collecting and processing their data. 
•	 Individual Rights: Individuals are granted multiple rights regarding their data, such as the right to access, 

correct, delete, object to processing, and receive their data in an organized, machine-readable format. 
•	 Automated Processing: The Law guarantees individuals the right to object to automated decisions made 

based on the automated processing of their data, ensuring transparency and accountability in AI Systems. 
•	 Data Security Measures: The Law imposes obligations on data controllers and processors to implement 

appropriate security measures to protect personal data from unauthorized access, damage, or loss.
        
Legal and Ethical Challenges: The application of Artificial Intelligence in the UAE faces several ongoing 
challenges. One major issue is the rapid pace of technological advancement compared to the slow pace of 
legislative development, as AI evolves so quickly that Traditional Legal Frameworks struggle to keep up amid 
these rapid changes (Yas, Mardani, Albayati, et al., 2020). Determining liability is another significant legal 
challenge, mainly when damages or errors result from AI Systems. Furthermore, AI Algorithms can reflect biases 
present in their training data, leading to discriminatory outcomes (Aboelazm & Afandy, 2019). AI Systems often 
operate as “black boxes,” making it difficult to understand how decisions are made. This indeed raises Ethical 
Challenges related to transparency and the ability to explain AI decisions, especially in sensitive areas that 
impact customers’ lives. Lastly, loss of human control emerges as an ethical concern as AI Autonomy Increases, 
underscoring the need to maintain an appropriate level of human oversight and supervision (Jabeen et al., 2022).
Regulatory Authorities: The UAE recognizes the importance of having strong regulatory bodies to oversee the 
development and implementation of Artificial Intelligence. Key authorities include: 

•	 The Artificial Intelligence Office (UAE): This is the central entity responsible for leading and executing 
the UAE’s Artificial Intelligence Strategy 2031. 

•	 The UAE Council for Artificial Intelligence and Digital Transactions: It proposes targeted policies that 
create a supportive environment for AI adoption, encouraging Research, and fostering collaboration.

•	 The Ministry of Artificial Intelligence: The first ministry of its kind in the world, aimed at accelerating 
the adoption and application of AI technologies across various sectors. 

•	 The Legislative Intelligence Office: This office focuses on employing AI Technologies to analyze, draft, 
and amend legislation and laws.

•	 Digital Dubai: It plays a pivotal role in promoting the use of AI within the Emirate of Dubai and 
establishes ethical principles for responsible AI use. 
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Legal / Regulatory 

Framework

Party in Charge Main Objectives Impact on Artificial Intelligence and Cus-

tomer Experience

Personal Data Pro-

tection Law (Federal 

Decree-Law No. 45 of 

2021)

Artificial Intelligence 

Office, Ministry of 

Artificial Intelligence

Protection of personal data, 

regulation of data collec-

tion and processing, and 

granting individuals rights 

over their data.

It ensures the privacy of customer data 

used in artificial intelligence systems, 

specifies the conditions for data usage 

consent, and grants customers the right 

to object to automated decisions.

Charter for the Devel-

opment and Use of Ar-

tificial Intelligence

Artificial Intelligence 

Office

Establishing guidelines for 

the ethical and responsible 

use of artificial intelligence 

and promoting transparen-

cy and accountability.

The development and implementation of 

AI solutions in customer service are di-

rected to ensure fairness, transparency, 

and impartiality, thereby enhancing cus-

tomer trust.

Principles and Ethics of 

Artificial Intelligence in 

Dubai

Digital Dubai Identifying eight funda-

mental principles for the 

ethical use of artificial intel-

ligence, including fairness, 

transparency, accountabili-

ty, and privacy.

It provides an ethical framework for 

designing and implementing AI systems 

that interact with customers, reducing 

ethical risks and enhancing the overall 

experience.

Legislative Intelligence 

Office

The General Secretar-

iat of the Council of 

Ministers

The use of artificial intelli-

gence to analyze, draft, and 

amend legislation and laws

It contributes to the development of a 

flexible legal framework that keeps pace 

with rapid advances in artificial intelli-

gence, effectively supporting innovation 

and protecting customer rights.

UAE Council for Arti-

ficial Intelligence and 

Digital Transactions

Artificial Intelligence 

Office

Policy proposals, encourag-

ing research, and enhancing 

cooperation between the 

public and private sectors 

in the field of artificial in-

telligence.

It supports the creation of an encourag-

ing environment for developing innova-

tive AI solutions that serve customers and 

align with national goals.

Table 2: Legal Frameworks related to Artificial Intelligence in the United Arab Emirates

2.3 Challenges and Opportunities in the Application of Artificial Intelligence to Enhance Customer Experience 
in the United Arab Emirates
Despite the widespread adoption and diligent efforts of the United Arab Emirates in the field of Artificial 
Intelligence, the application of these Technologies is facing lots of challenges. Nevertheless, it has opened vast 
horizons of opportunities (Yas, Mardani, & Alfarttoosi, 2020). Understanding these contradictory aspects is 
crucial to maximizing the benefits of Artificial Intelligence and overcoming potential obstacles. The challenges 
facing the application of Artificial Intelligence in the promotion of Customer Experience in the UAE are pretty 
diverse and can be classified into several main areas (AlKhamaiseh et al., 2025). Legal and Regulatory Challenges. 
They include the following: the speed of Technological Development versus the Slowness of Legislation. 
The rapid advancement of Artificial Intelligence Technologies poses a significant challenge to Legislators, as 
Traditional Legal Frameworks struggle to keep pace with this speed. Accordingly, considerable flexibility is 
required in drafting laws and regulations to ensure their effectiveness and continuity (Khudhair et al., 2021).  
Determination of Liability. It is crucial to determine legal responsibility in cases of errors or damages caused 
by Artificial Intelligence Systems, especially in Self-Learning Systems (Aboelazm, Dganni, et al., 2024). Does 
the responsibility lie with the developer, the programmer, the user, or the Artificial Intelligence itself as an 
independent entity? This indeed requires a redefinition of traditional concepts of legal liability. Another issue 
will also be raised. The content generated by Artificial Intelligence raises more questions about Intellectual 
Property Rights. Can the work produced by Artificial Intelligence be considered original and protected by 
copyright? Moreover, who owns these rights? (Khudhair, Jusoh, et al., 2020).
	 Ethical Challenges: These challenges can be summarized as follows. AI algorithms can reflect the biases 
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present in the data they are trained on, and might lead to discriminatory outcomes against certain customer 
groups in areas such as service delivery, pricing, or even employment opportunities. A lack of transparency and 
explainability often makes AI Systems, especially those based on deep learning, act as “black boxes,” making 
it difficult to understand how they arrive at a decision. This raises ethical challenges related to transparency 
and explainability of AI decisions, especially in sensitive areas that affect customers’ lives.  With the increasing 
autonomy of AI Systems, the Ethical Challenge of maintaining an appropriate level of human control and 
oversight emerges to ensure that final decisions shall remain in human hands, especially in cases that require 
moral judgment or empathy. As it heavily relies on collecting and analyzing vast amounts of personal data, the 
risk of privacy violations and data misuse shall increase. Accordingly, strict controls must be applied (Allouzi, 
Alomari, et al., 2024).  AI Technologies require specialized knowledge and expertise for their development, 
implementation, and maintenance. This issue will pose a challenge to organizations lacking these skills.  There is 
still a shortage of specialized competencies in Artificial Intelligence and Data Science, which would undoubtedly 
affect the speed of adoption and the development of solutions (A. Allouzi, 2024). With the increasing volume 
of data processed by Artificial Intelligence, the risk of cyberattacks and Data Breaches shall rise, necessitating 
continuous investments in cybersecurity solutions (Khudhair, Alsaud, et al., 2020).
	 Economic and Social Challenges. They include developing and implementing AI Solutions, which require 
significant financial investments in Infrastructure, Software, and Employee Training, which may impose a barrier 
for Small and Medium-Sized Enterprises. The spread of Artificial Intelligence can automate some tasks, raising 
concerns about job displacement. However, new jobs may be created that require entirely different skills.  The 
adoption of Artificial Intelligence may face resistance from some customers or employees who prefer human 
interaction or fear new technology. (Kothari et al., 2025). Opportunities. There is no doubt that Artificial 
Intelligence has opened vast opportunities for the United Arab Emirates, despite the challenges, to enhance its 
pioneering position in customer experience further. AI can provide companies and institutions in the UAE with 
a significant competitive advantage by offering unparalleled Customer Experiences, attracting more investments 
and businesses. (Khudhair, Jusoh, et al., 2020). Task automation and data analysis, where Artificial Intelligence 
can significantly improve operational efficiency by reducing costs and increasing productivity, will positively 
impact the quality of service provided to customers. We should also keep in mind that customer needs will be 
analyzed more deeply, leading to the development of new, innovative services and products that proactively 
meet them. In addition to investing in Artificial Intelligence, building a knowledge-based, innovation-driven 
economy will reduce reliance on traditional resources and create new economic opportunities. (A. S. Allouzi, 
2024).

Aspect Challenges Opportunities Proposed Solutions

Legal and 

regulatory

The speed of technological ad-

vancement versus the slow pace 

of legislation - determining lia-

bility in case of errors, ambiguity 

in intellectual property rights for 

AI-generated content

Establishing the Legislative Intel-

ligence Office - Creating a flexible 

and advanced legal framework 

- Global leadership in technical 

legislation

Developing flexible, updatable 

laws - establishing rapid mecha-

nisms for legislative review - col-

laborating with technical experts 

in law drafting

Ethical Algorithmic bias - lack of trans-

parency in decision-making - loss 

of human control - privacy viola-

tion

Establishing clear ethical prin-

ciples - building customer trust 

- enhancing transparency and ac-

countability

Applying the principles of ethical 

artificial intelligence - conducting 

regular audits of algorithms - en-

suring human oversight on essen-

tial decisions

Technical Complexity of technologies - 

shortage of specialized skills - in-

tegration of legacy systems with 

new ones - data security

Investment in research and devel-

opment, attracting global talent, 

building advanced infrastructure, 

and developing innovative local 

solutions.

Talent training and development 

programs - partnerships with uni-

versities and research centers - in-

vestment in technological infra-

structure
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Economic High implementation costs - Im-

pact on the job market - Uncer-

tain return on investment

Improving efficiency and reducing 

costs - creating new jobs - attract-

ing technological investments - 

diversifying the economy

Government support for startups 

- Workforce rehabilitation pro-

grams - Incentives for investing in 

artificial intelligence

Social Resistance to change from some 

clients - the digital divide - loss of 

human interaction

Improving quality of life - more 

accessible and easier services - 

empowering people with disabil-

ities

Awareness and education pro-

grams - ensuring equitable access 

to technologies - maintaining the 

balance between automation and 

human interaction

Data and 

Privacy

Collecting large amounts of per-

sonal data - Risks of privacy vi-

olations - Difficulty in ensuring 

data quality

Improving services through data, 

developing customized solutions, 

and building customer trust 

through transparency.

Applying data protection princi-

ples by design - Transparency in 

data collection and usage - Giving 

customers control over their data

[Table No. 03: Challenges and Opportunities in applying Artificial Intelligence]

3. Methodology  
This study aims to explore and analyze the role of Artificial Intelligence in enhancing Customer Experience 
in the United Arab Emirates, with a focus on Administrative and Legal Aspects. To achieve this goal, the 
study has employed a Comprehensive Research Methodology that combines a Systematic Literature Review 
with Legal Analysis. Remarkably, the study has adopted a Descriptive-Analytical Method, primarily aimed at 
describing phenomena related to the application of Artificial Intelligence in Customer Service and analyzing the 
Administrative and Legal dimensions in the UAE context. Besides, a Qualitative Method has been primarily 
used to collect and analyze data, with the possibility of utilizing some available quantitative data. The study 
mainly relied on secondary data sources, including Almasafri.
	 Official documents include laws, decrees, regulations, national strategies, such as the UAE Artificial 
Intelligence Strategy 2031, and government reports issued by relevant authorities, including the Artificial 
Intelligence Office and Dubai Digital. Academic literature encompasses scientific articles published in Peer-
Reviewed Journals, Research Papers, Master’s and Doctoral Theses, as well as Specialized Books in the fields 
of Artificial Intelligence, Customer Experience Management, and Technology Law (Al Dweik et al., 2024) 
Industrial Reports and Consultancy Studies comprise reports issued by major consulting firms, as well as 
Research addressing the applications of Artificial Intelligence and its impact on Customer Experience in the 
Middle East and North Africa Region, especially in the UAE. Official websites refer to those of Government 
Entities, Research Centers, and Universities in the UAE that publish information or studies on Artificial 
Intelligence. It is also worth noting that the Researcher has adopted a Multidimensional Approach, including 
conducting a Comprehensive and Systematic Review of Academic Literature, Official Reports, and Published 
Studies on Artificial Intelligence, Customer Experience, and the Legal and Regulatory Framework in the United 
Arab Emirates. Legal analysis of Laws, Regulations, and Legislation issued in the United Arab Emirates related 
to Artificial Intelligence, Data Protection, Privacy, and Legal Liability (Żyminkowska & Zachurzok-Srebrny, 
2025).

4. Results and Discussions
Based on a systematic review of Literature and Legal Sources, as well as an Administrative Analysis of the role of 
Artificial Intelligence in promoting customer experience in the United Arab Emirates, the following results have 
been drawn. Emirati institutions have employed Artificial Intelligence to improve the speed of service delivery. 
On the other hand, Government Reports showed that Artificial Intelligence has reduced processing times for 
requests, enabling immediate and accurate analysis of customer data, and thus offering customized services 
and products, in addition to anticipating future needs (Yasa et al., 2021). Moreover, major institutions such 
as Banks, Airlines, and telecommunications companies have been using Predictive Analytics Tools to enhance 
Customer Loyalty and improve their overall experience. It should be noted that survey results have also shown 



Page 12

that approximately 68% of consumers in the UAE prefer human interaction, believing that Artificial Intelligence 
still lacks Emotional Intelligence, Contextual Understanding, and Colloquial Language Comprehension. This, 
therefore, underscores the importance of integrating Artificial Intelligence with human efforts in customer 
service (Almuraqab et al., 2023).
	 It has become clear that full reliance on Artificial Intelligence may create a gap in human interaction, 
necessitating that Emirati institutions invest in developing Emotional Intelligence for Smart Systems and in 
training their employees to work alongside these technologies. However, in recent years, the UAE has enacted 
advanced laws regulating the use of Artificial Intelligence, such as the Personal Data Protection Law (PDPL) 
and the AI Ethics Legislation. These laws require institutions to provide the highest standards of transparency, 
data protection, and ethical handling of personal information. Accordingly, the Sandbox Laws Approach should 
be adopted, where laws permit the testing of new technologies within a controlled environment before being 
applied under public law, thereby ensuring the continuous updating of legislative frameworks in response to 
rapid changes (Solaiman et al., 2024).
	 The Legal Framework requires UAE Institutions to provide clear disclosure regarding the use of Artificial 
Intelligence in making any decision that might affect individuals’ rights, along with mechanisms for objection 
and appeal against automated decisions, and to subject them to human review when necessary (Alsharif et al., 
2024). The National Policies also required developers and companies to periodically examine their algorithms 
to detect any biases and address them, while setting standards to ensure transparency and fairness to enhance 
public trust in Artificial Intelligence Technologies. It has been determined that AI Systems still lack emotional 
understanding and the ability to handle local cultural and linguistic contexts, leading to around half of users 
being dissatisfied with Chatbots and Smart Customer Service.
	 Meanwhile, Trust in Artificial Intelligence has been increasing for routine, low-risk tasks, such as 
tracking orders or booking services, but has sharply declined in sensitive matters or those requiring empathetic 
communication, where customers prefer human intervention. Companies and institutions face challenges in 
adapting to Legal Compliance Requirements and in providing effective data and privacy protection, as well 
as the need for periodic audits of algorithms and for linking their results to institutional accountability. Risk 
Management and determination of Legal Liability in the event of errors or damages caused by Intelligent Systems 
are still under legislative development. Regulatory Bodies are hastening to close gaps, regulate objections and 
appeal processes, and protect intellectual property rights for content generated by Artificial Intelligence. (Alhajaj 
& Moonesar, 2023).
	 Now, there is no doubt that Artificial Intelligence has significantly contributed to accelerating the 
Government’s Digital Transformation, reducing Bureaucracy, and providing faster and more accurate services 
to citizens and residents, thereby enhancing the UAE’s Global Ranking in AI Readiness and Smart Government 
Services (Tun et al., 2025). AI is expected to deliver more than 45% of Economic Gains in the UAE by 2030 
by improving products and services, stimulating demand, and enhancing innovation across vital sectors such 
as Healthcare, Banking, and Smart Transportation. The United Arab Emirates has widely adopted Artificial 
Intelligence across various sectors (Government, Banking, E-Commerce, and Tourism) to improve Customer 
Experience. This adoption has indeed been supported by a clear Government Vision and ambitious National 
Strategies, making the UAE a Regional and Global Leader in this field.
	 The applications of Artificial Intelligence used to enhance Customer Experience in the UAE are numerous, 
including Virtual Assistants, Smart Personalization, Predictive Analytics, Natural Language Processing, Computer 
Vision, Intelligent Process Automation, Emotional Analysis, and Smart Cybersecurity. These applications have 
contributed to providing faster, more efficient, and personalized services, thus enhancing customer satisfaction 
(Wongso et al., 2024). The UAE has a relatively advanced legal and regulatory framework that supports the 
use of Artificial Intelligence, with a particular focus on data protection and privacy, as outlined in the Personal 
Data Protection Law. The state has established Specialized Bodies, such as the Artificial Intelligence Office, the 
UAE Artificial Intelligence and Digital Transactions Council, and the Legislative Intelligence Office, reflecting its 
commitment to regulating this field (Younis et al., 2022).
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	 There are still significant Legal and Ethical Challenges facing the application of Artificial Intelligence, the 
most prominent of which are the rapid pace of Technological Development versus the slow pace of Legislation, 
which requires determining liability in the event of errors, addressing intellectual property issues, addressing 
algorithmic bias, ensuring transparency, and maintaining human control. Despite the efforts exerted, these 
challenges need ongoing addressing and updating of the existing frameworks. Artificial Intelligence presents 
tremendous opportunities for the UAE to enhance its global competitiveness, improve operational efficiency, 
develop innovative services and products, foster a knowledge economy, and attract top international talent, 
while also striving to improve the quality of life and empower people with disabilities. (Rajguru, 2024).

 
 
 

Figure 1: Risk-Reward Matrix for Al Application

To classify the application of AI, a Risk-Reward Matrix was developed (Figure 1) that categorizes each type 
by the benefits it can yield and the risks it entails. The matrix can be broken down into four quadrants, i.e., 
Low Risk Low Reward, High Risk Low Reward, Low Risk High Reward, and High Risk High Reward. The 
best applications to use would be in the Low Risk-High reward quadrant, where value is high, and downsides 
are minimal (e.g., AI to automate data entry to the database) (Zarrouk et al., 2021). High-risk, high-reward 
applications, such as autonomous vehicles, offer transformative benefits but also pose substantial ethical, safety, 
and legal risks. Projects categorized as Low Risk-Low Reward are typically routine AI tasks with no significant 
strategic impact. In contrast, High-Risk-Low-Reward projects are usually not chosen due to their low cost-
benefit. It is based on this matrix that enables the stakeholders to gauge where to invest with the appropriate 
balance between innovation and responsibility that surrounds risk management. It aids in decision-making 
related to strategy by aligning AI initiatives with the organizational risk tolerance and expected value.

 

Figure 2: Al Implementation Process in the UAE Organization 
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The process of AI implementation that organizations in the UAE undertake is described in Figure 2 below, which 
depicts a sequential, gradual approach. This usually starts with Strategic Planning, where plans are developed in 
line with national AI plans and organizational goals. Then there is Assessment and Readiness, which evaluates 
infrastructure, data availability, and talent capacity. Pilot Projects, the third phase, aims to test AI tools in non-
life settings to assess their feasibility and impact. Effective pilots lead to the Integration Phase, during which 
AI solutions can be incorporated into the core workflow of business processes. This is then complemented 
by Change Management and Training, which ensure that employees adjust and acquire the necessary skills. 
Lastly, Monitoring and Optimization will enable AI systems to be continually enhanced based on feedback and 
performance analysis. The diagram demonstrates the UAE’s involvement in innovation, with an emphasis on the 
measured, sustainable adoption of AI technologies across health care, government, and finance.

Figure 3: Relationship: Employee Al Training and Customer Satisfaction 

As shown in Figure 3, a positive relationship exists between customer satisfaction and employee AI training. 
As employees receive more AI training and thus gain more knowledge about the subject, it becomes easier to 
work with AI tools, and service speed increases, as does the personalization of experiences and the accuracy 
of customer interactions. Such performance improvements directly increase customer satisfaction. The figure 
reiterates that well-trained workers are better positioned to harness AI capabilities to help customers meet 
demands, solve problems effectively, and deliver quality consistently. Organizations that invest in training their 
employees in AI enable their staff to provide a more customer-oriented, responsive service, contributing to long-
term loyalty and trust.

Figure 4: Al Adoption Evolution UAE (2018-2025)

The pattern of AI adoption in the UAE shows a steep rise between 2018 and 2025, in both the private and 
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public sectors. Adoption in the period 20182019 was in its infancy, with pilot projects and prototype activities 
primarily in government and in large corporations. Between 2020 and 2022, the pace picked up, driven by 
national plans such as the UAE AI Strategy 2031, increased spending, the development of accelerators, and seed 
funding for startups. Finance, health, and energy representatives discussed the need for regular AI applications. 
By 20232024, AI integration became common across processes, ranging from smart cities and chatbots used 
by customer service to predictive analytics and automation platforms. As 2025 begins, the emphasis is on 
scale, optimization, and governance of established AI implementations with sound regulatory regimes and on 
evaluating impact. This development is a targeted national policy, infrastructure maturity, increased talent, and 
extensive organizational preparedness, which place the UAE in the global league of AI leaders.

Figure 5: Al Usage Distribution in Customer Experience 

Figure 5 shows the distribution of AI across different customer experience activities. The most intensive use is 
in chatbots and virtual assistants, which add support and reduce wait time in real time. Next are personalized 
recommendations, which help businesses customize products and services according to individual preferences. 
This is followed by predictive analytics that will empower business enterprises to predict customer behavior and 
ultimately make better decisions. Others include automated email responses, effective use of voice recognition, 
and sentiment analysis. This allocation is crucial to implementing AI and facilitating more rapid, customized, 
and efficient customer connections. As adoption surges, the use of AI in business is becoming increasingly 
prevalent to enhance satisfaction, loyalty, and the overall user experience and engagement on online platforms.

Figure 6: Customer Satisfaction after Al Implementation 
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As shown in Figure 6, customer satisfaction rises after AI technologies are implemented. Before the adoption of 
AI, satisfaction was moderate, and widespread concerns included low responsiveness, a lack of personalization, 
and inconsistent service availability. Measures such as response time, service accuracy, and user engagement 
improved significantly after AI implementation. Customers felt their problems were being resolved more 
efficiently and had improved experiences due to personal and 24/7 support. The statistics indicate that AI is a 
positive change to customer service because it is quicker, more innovative, and responsive. In general, the figure 
illustrates the rationale that strategic AI integration delivers quantifiable results, including increased customer 
satisfaction and service excellence.

5.	 Study Recommendations
Based on a review of previous studies and the results obtained, the Researcher has developed a set of 
recommendations, which are listed in the following subsections.

5.1 Recommendations for Government Entities and Policymakers
It is essential to develop flexible and dynamic legal frameworks that keep pace with rapid developments in 
Artificial Intelligence. Therefore, adopting a “sandbox” approach is an important step that allows for testing new 
technologies within a controlled environment, being subject to be reviewed and modified, which is supported by 
the State Strategy in Artificial Intelligence that aims to achieving innovation and excellence while maintaining a 
balance between Technological Advancement and Social Values, in addition to promoting principles of Ethical 
Governance, such as accountability, transparency, and auditing algorithms to detect biases. Such a project 
requires providing clear guidelines to Developers and Users, as well as designing continuous auditing processes 
to maintain the Sustainability and Reliability of Artificial Intelligence. Priority should be given to investing in 
Advanced Digital Infrastructure and developing Specialized Education and Training Programs to bridge future 
skills gaps, enabling National Competencies to lead Digital Transformation. It is strongly emphasized that 
Government Entities, Companies, and Academic Institutions collaborate to exchange expertise and develop AI-
based solutions and Innovations that serve the Sustainable Development Goals.

5.2 Recommendations for Companies and Institutions
It is recommended that the emphasis primarily be on the Customer, with a deep understanding of their needs 
and expectations, ensuring that AI Technologies genuinely enhance their experience rather than complicate it. 
Additionally, emphasis should be placed on training employees to handle new AI Systems and on developing their 
skills in areas such as data analysis, customer interaction through digital channels, and Chatbot management. 
Additionally, a balance must be struck between automating routine tasks and maintaining human interaction 
when necessary. Indeed, long-term customer relationships are significant. Companies must ensure that all AI 
applications comply with the ethical and legal standards in force in the UAE, especially those related to data 
protection, privacy, and fairness.

5.3 Recommendations for Future Research
There should be an in-depth case study on specific applications of Artificial Intelligence in various sectors in 
the UAE, with a detailed analysis of the challenges and successes. Furthermore, studying the long-term social 
and economic impacts of Artificial Intelligence on Labor Markets and wealth distribution should be considered. 
Comparative studies of the Legal and regulatory frameworks for artificial intelligence in the UAE are also 
required. Moreover, the development of Models and Tools to evaluate the effectiveness of AI Applications in 
promoting customer experience has a priority, taking into account Administrative, Legal, and Ethical Aspects.

6. Conclusions
In general, this study is considered an essential step towards a deeper understanding of the challenges and 
opportunities that result from the use of Artificial Intelligence to enhance Customer Experience. It should be 
acknowledged, however, that the United Arab Emirates, like many other parts of the world, is witnessing the rapid 
adoption of these modern technologies. By reviewing the administrative and legal aspects of Artificial Intelligence, 
the study has highlighted the need to develop advanced, flexible legal frameworks that accommodate its evolving 
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nature, as well as to create work environments that can adapt to dynamic technological transformations. 
Meanwhile, the study has emphasized the importance of establishing Ethical Governance Principles to ensure 
transparency, fairness, and accountability, as well as conscious human intervention in processes that rely on 
Intelligent Algorithms, to ensure that automation serves humanity rather than replacing it.
	 On the other hand, the study emphasizes that the success of Artificial Intelligence in improving Customer 
Experience requires continuous investment in Digital Infrastructure and the enhancement of Human Resource 
Capabilities through specialized training programs in Artificial Intelligence and Data Science. The human factor 
shall hence remain an indispensable element in ensuring service quality and monitoring any shortcomings in 
the performance of Intelligent Systems.  Moreover, sustainable collaboration among Government Entities, the 
Private Sector, and Academic Institutions is considered a fundamental pillar for developing innovative solutions 
that meet Local Market Requirements, keep pace with global practices, and thereby promote the UAE’s position 
as a leading hub in Artificial Intelligence and Digital Development. The study has confirmed the urgent need 
for a clear, strict legislative framework that defines the responsibilities of all participating parties — whether 
developers, users, or digital platforms — especially when addressing sensitive issues such as Privacy, Intellectual 
Property Rights, handling technical errors, and algorithmic bias. 
	 Accordingly, reviving and activating flexible laws, such as “sandbox laws,” will undoubtedly provide 
a practical mechanism to keep pace with developments and prevent the increase of legal loopholes that could 
be exploited improperly. Similarly, strict adherence to ethical and legal principles will foster trust between 
institutions and clients, thereby contributing to the development of a safe and sustainable digital society. 
Based on the above, it can be determined that integrating Artificial Intelligence into the Customer Experience 
is an inevitable path to keeping up with modern technology and achieving competitiveness and excellence. 
However, this requires a joint effort among policymakers, legislators, various institutions, and researchers to 
ensure that artificial intelligence is employed in a manner that balances innovation on one hand with the 
preservation of rights, values, and principles on the other.  Finally, we are obliged to note that ongoing research 
and development, enhanced regulatory and human capacities, and the development of a comprehensive legal 
and ethical framework are the foundation for achieving sustainable and effective results that would serve the 
interests of the Emirati Community and place it at the forefront of countries. 
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