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Abstract 

Artificial intelligence is revolutionizing customer service across many industries, and online 

platforms that compare transport rental prices are definitely part of this transformation. This 

study explores how AI-powered chatbots are shaping the customer experience on transport rental 

platforms, with a focus on efficiency, user satisfaction, and the inner workings of these services. 

By automating tasks like fare comparisons, booking assistance, and issue resolution, chatbots 

not only make services more accessible but also significantly reduce the workload for human 

agents. Using a mixed-method approach, this research analyzes real-world data, including 

chatbot response times, resolution rates, and user feedback. The results are promising: AI 

chatbots can independently resolve 78% of routine queries, cutting average response times by 

40% compared to human support. Users appreciated the 24/7 availability and personalized 

assistance but noted that chatbots struggle with complex or context- sensitive issues. Key 

challenges include algorithmic bias, trust concerns, and the need for a more human-like 

communication style. This paper proposes a hybrid customer service model, integrating AI 

efficiency with human oversight to address these limitations. Further development of natural 

language processing (NLP) and sentiment analysis will enhance chatbots' ability to understand 

user intent and emotional state.This research highlights the growing role of Al in transport rental 

platforms while emphasizing the importance of ethical Al development to create a more inclusive 

and user-friendly experience.  
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Introduction 

The transport rental industry has grown significantly in recent years, with more people relying 

on rental services for daily commuting, travel, and business needs. Whether renting a car for a 
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trip, a bike for city travel, or a scooter for short-distance rides, customers expect a smooth and 

hassle-free experience. However, managing customer queries, handling bookings, and providing 

real-time support have always been challenges for rental platforms. 

The integration of Artificial Intelligence (AI) chatbots is transforming customer service in this 

sector. AI chatbots assist users instantly, answer queries, and even facilitate bookings without 

human involvement. Unlike traditional customer support systems, which may involve long wait 

times and limited service hours, chatbots provide 24/7 availability, faster responses, and 

personalized interactions. 

By adopting AI chatbots, transport rent comparison platforms are streamlining operations, 

reducing customer service costs, and enhancing overall user satisfaction. These platforms allow 

users to compare various rental options, check pricing, and complete bookings seamlessly—all 

with the help of AI-driven automation. 

This paper explores the impact of AI chatbots on customer service in transport rental platforms. 

It highlights how chatbots improve efficiency, discusses challenges in their implementation, and 

examines key players driving innovation in this space. As digital transformation continues, AI 

chatbots are set to play a crucial role in shaping the future of transport rental services. 

Key Benefits of AI Chatbots in Transport Rent Platforms 

a. Enhanced Customer Experience 

1. Real-Time Assistance 

One of the biggest advantages of AI chatbots is their ability to provide instant responses to user 

queries. Traditional customer service channels, such as phone calls or emails, often involve long 

wait times, especially during peak hours. In contrast, AI chatbots can respond within seconds, 

significantly reducing response times and making the customer experience smoother.[1] 

For transport rental platforms, real-time assistance is essential. Customers looking to rent a 

vehicle often need quick access to information, such as: 

• Vehicle availability (e.g., checking if a car or bike is available for a specific date and time) 

• Pricing details (e.g., comparing rental rates across different providers) 

• Booking confirmation (e.g., ensuring the reservation is successful and receiving payment 

details) 

Since transport rental is often time-sensitive, delays in response could lead to lost customers and 

missed bookings. AI chatbots help resolve this issue by instantly answering customer queries, 

offering  

alternative options if the requested vehicle is unavailable, and even guiding users through the 

entire booking process—all without requiring human intervention. 

Example: Suppose a customer wants to book a rental car for an urgent business trip but isn't sure 

which provider has the best pricing and availability. Instead of searching through multiple 

websites or waiting for customer support, they can chat with an AI-powered assistant that 
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instantly provides a comparison of available options, helping them make a faster and more 

informed decision. 

2. 24/7 Availability 

Unlike human agents, who are restricted by working hours, AI chatbots are available 24/7, 

ensuring uninterrupted customer support. This is particularly beneficial for transport rental 

platforms, where customers may need assistance at any time of the day—early in the morning, 

late at night, or even on weekends and holidays. 

For instance, travelers often book rental vehicles at odd hours due to flight schedules, work shifts, 

or last-minute plans. If customer support is unavailable, they might switch to another platform 

that offers instant assistance. AI chatbots prevent this loss of customers by ensuring that queries 

related to bookings, cancellations, and refunds are handled immediately, even outside normal 

business hours. 

Additionally, chatbots can manage multiple conversations at once, unlike human agents who can 

only handle one query at a time. This scalability helps transport rental platforms reduce wait 

times and provide consistent support, regardless of how many customers need help 

simultaneously. 

Example: A user trying to rent a bike at 2 AM for a morning trip might struggle to get support 

from a human agent. However, an AI chatbot can assist them instantly by checking availability, 

confirming the booking, and even providing directions to the nearest rental pickup point, 

ensuring a seamless experience. 

3. Personalized Interaction 

AI chatbots use advanced algorithms to analyze user preferences and behavior, allowing them to 

deliver personalized recommendations. By gathering data from past interactions, chatbots can 

provide users with tailored responses, making the customer experience more engaging and 

efficient. 

How Personalization Works in Transport Rentals: 

• Smart Recommendations: Based on previous bookings, the chatbot can suggest similar vehicle 

types or preferred rental providers. 

• Customized Pricing & Discounts: If a user frequently rents from a particular provider, the chatbot 

can apply loyalty discounts or recommend budget-friendly options. 

• Preferred Payment Methods: The chatbot can remember whether a customer prefers UPI, credit 

card, or wallet payments and suggest the easiest option during checkout. 

Personalization reduces the steps a user needs to take, making their rental experience faster and 

more convenient. It also increases customer satisfaction because users feel that the platform 

understands their needs and preferences. 
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Example: A customer who frequently rents electric scooters for city commuting might receive a 

chatbot recommendation for a discounted monthly rental plan, making their bookings cheaper 

and more efficient. 

b. Operational Efficiency and Cost Reduction 

1. Automation of Routine Tasks 

AI chatbots are highly effective in automating repetitive tasks, which significantly improves 

efficiency in transport rental platforms. Traditional customer service teams often spend hours 

answering the same queries, such as rental pricing, vehicle availability, booking confirmations, 

and cancellation policies.[2] AI chatbots take over these routine tasks, allowing human agents to 

focus on more complex customer concerns that require critical thinking or problem-solving. 

By automating these processes, transport rental platforms benefit in several ways: 

• Faster query resolution → Users receive immediate responses instead of waiting for a human 

agent. 

• Reduced human error → Chatbots consistently provide accurate booking details without 

miscommunication. 

• Increased service capacity → Chatbots can handle hundreds of queries at once, unlike human 

agents who assist only one customer at a time. 

Example: A user wants to modify their rental booking due to a change in plans. Instead of calling 

customer support and waiting on hold, they interact with a  chatbot that instantly updates the 

reservation, ensuring a seamless and stress-free experience. 

By implementing AI chatbots, transport rental platforms not only enhance customer satisfaction 

but also improve operational workflows, making the entire booking process more efficient. 

2. Cost Efficiency 

AI chatbots play a crucial role in reducing customer service costs. Traditionally, rental platforms 

need large support teams to handle customer queries, which increases labor costs. By automating 

these tasks, chatbots significantly cut down on staffing expenses while maintaining high service 

quality. 

While there is an initial investment required to develop and integrate an AI chatbot—typically 

ranging from $8,000 to $25,000, depending on complexity—the long-term cost savings 

outweigh the setup expenses. Once deployed, chatbots require minimal maintenance, with 

operational costs ranging from $500 to $2,000 per month. Compared to hiring and training 

human agents, this makes AI chatbots a highly cost-effective solution. 

Key cost-saving benefits include: 

Lower operational costs → Fewer human agents are needed for routine queries. 

Higher efficiency → Chatbots reduce the need for additional staff during peak booking times. 

Scalability → Platforms can handle more customer interactions without increasing labor costs. 
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Example: A transport rental platform experiences a sudden surge in booking requests during a 

holiday season. Instead of hiring temporary support staff, an AI chatbot handles the extra 

workload, answering customer queries, confirming bookings, and resolving common issues—

without adding extra costs. 

By reducing the dependency on large customer service teams, AI chatbots help transport rental 

businesses increase profitability while maintaining fast and reliable customer service. 

3. Real-Time Data Handling 

AI chatbots are not just interactive assistants—they are powerful data processors that provide 

real-time information on vehicle availability, pricing, and bookings. This ensures that users 

always receive the most up-to-date details without delays. 

 

Traditionally, checking vehicle availability or rental rates requires manual verification by human 

agents. AI chatbots eliminate this inefficiency by connecting directly with backend databases 

and retrieving real-time updates instantly. 

How real-time data improves customer experience: 

• Accurate availability updates → Users see the exact number of available vehicles at a given 

time. 

• Instant pricing adjustments → Chatbots reflect real-time fare changes based on demand and 

rental duration. 

• Dynamic recommendations → If a chosen vehicle is unavailable, chatbots suggest alternative 

options based on user preferences. 

 

Example: A customer tries to book a specific car model but finds it unavailable. Instead of 

searching manually for alternatives, the chatbot instantly recommends similar vehicles within 

the same budget, allowing the customer to quickly complete the booking. 

By leveraging real-time data handling, AI chatbots ensure that customers always receive the 

most relevant and up-to-date information, leading to a faster, smoother, and more convenient 

rental experience. 

c. Streamlined Operations in Transport Rentals 

1. Unified Communication Interface 

2. AI chatbots act as a single point of contact, integrating payment gateways, booking 

systems, and CRM platforms. This eliminates the need for users to switch between multiple 

platforms, making the booking process faster and hassle-free. 

Example: A customer can select a vehicle, check pricing, make a payment, and receive 

confirmation—all within a single chat, reducing steps and improving convenience. 

2. Efficient Fleet Management 
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Chatbots assist in real-time vehicle tracking, maintenance scheduling, and route optimization, 

ensuring better fleet utilization and reduced downtime. 

Example: A chatbot can notify managers when a vehicle is due for maintenance, preventing 

unexpected breakdowns and optimizing fleet availability. 

Leading Players in AI Chatbot Development for Transport 

The rise of AI-powered chatbots has transformed the way transport rental platforms manage 

customer interactions. Several companies specialize in developing, integrating, and maintaining 

AI chatbot solutions tailored for this industry. These companies focus on enhancing customer 

engagement, automation, and operational efficiency, helping transport rental businesses improve 

their service offerings. 

AI chatbot development for transport rental platforms: 

1. The NineHertz – AI Chatbot Integration for Seamless User Experience 

The NineHertz is known for developing intelligent chatbot solutions that enhance user 

interaction and automate customer support. Their AI-powered chatbots offer: 

• Advanced NLP (Natural Language Processing) for better conversation flow. 

• Seamless integration with booking systems and payment gateways. 

• Scalability, allowing businesses to expand chatbot capabilities as demand grows. 

 

Example: A chatbot developed by The NineHertz can help a rental platform process bookings, 

confirm payments, and handle customer queries—all in real time. 

2. Mobrilz – Enhancing Customer Engagement Through Multi-Platform Support 

Mobrilz specializes in customer-centric AI chatbots that improve communication across multiple 

channels, including websites, mobile apps, and social media. Their solutions provide: 

 Personalized support tailored to each user’s past interactions. 

 Real-time analytics to track chatbot performance and customer satisfaction. 

 Omnichannel integration, ensuring customers receive assistance no matter which platform they 

use.  

 Example: If a user asks a chatbot about rental availability on a website, then later follows up on 

WhatsApp, the AI assistant remembers the conversation and provides a consistent experience 

across platforms. 

3. Streebo – AI Chatbots for Public Transport & Rental Services 

Streebo focuses on integrating AI chatbots into public transport and rental ecosystems, offering: 

• Real-time multilingual support, allowing users to interact in their preferred language. 

• Integration with transit data, making it easier for users to check fares and schedules. 

• Customizable UI, ensuring smooth user interactions across various transport modes. 
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Example: A chatbot built by Streebo can help a user compare rental prices, suggest the fastest 

transport options, and even provide live traffic updates. 

4. ATOM Mobility – AI-Driven Solutions for Car, Bike, and Scooter Rentals 

ATOM Mobility develops AI chatbot solutions tailored for the car, bike, and scooter rental 

market, focusing on: 

 

 IoT (Internet of Things) integration for vehicle tracking. 

 Dynamic pricing algorithms, adjusting rental rates based on demand and availability. 

 A super-app ecosystem, allowing rental services to be combined with other transport options. 

Example: An AI chatbot powered by ATOM Mobility can suggest alternative rental options if a 

preferred vehicle is unavailable, helping users find the best deal instantly. 

5. Wordsys Tech & ValueCoders – AI for Operational Efficiency & Customer Support 

These companies focus on developing cost-effective AI chatbots that help transport rental 

platforms improve efficiency. Their solutions offer: 

 Machine learning capabilities, allowing chatbots to continuously improve responses based on 

past interactions. 

 CRM (Customer Relationship Management) integration, helping businesses track user 

preferences and provide personalized recommendations. 

 Automated support, reducing the workload on human agents. 

Example: A chatbot developed by Wordsys Tech can automatically handle customer queries 

about pricing, rental policies, and payment options, reducing the need for manual intervention. 

Other Notable Players 

Besides these major companies, several others are pushing innovation in AI chatbot 

development: 

• Haptik – Specializes in AI-driven customer service automation with advanced NLP. 

• Yellow.ai – Focuses on multilingual chatbot solutions, ensuring seamless communication 

across different regions. 

• Verloop – Known for context-aware chatbot interactions, making conversations feel 

more natural. 

These companies are constantly innovating, helping transport rental platforms improve customer 

service, automate operations, and enhance user engagement. 

 

User Perception and Adoption 

AI-powered chatbots are transforming the customer experience in transport rental platforms, but 

their adoption depends on how users perceive their usefulness, reliability, and overall interaction 

quality. Some users embrace chatbots due to their convenience, while others remain skeptical 

https://samagracs.com/samagracs-publication/


                             Innovation and Integrative Research Center Journal 
                          ISSN: 2584-1491 | www.iircj.org 

               Volume-3 | Issue-4 | April - 2025 | Page 233-245 

 

SamagraCS Publication House                                                                                                        
 

 

 

240 

due to concerns about accuracy, trust, and security. Understanding these factors is essential for 

improving chatbot adoption and optimizing their performance. 

a. Factors Influencing Adoption 

1. Ease of Use and Usefulness 

 

One of the biggest factors affecting chatbot adoption is how easy they are to use. If a chatbot is 

intuitive, user-friendly, and provides quick solutions, customers are more likely to rely on it for 

their transport rental needs. A recent survey showed that a majority of users prefer  

chatbots that can quickly answer queries about rental pricing, vehicle availability, and booking 

confirmations without unnecessary complexity. 

Key aspects that improve usability include: 

 Simple and clear interface – Users should be able to interact with the chatbot effortlessly without 

complicated commands. 

 Quick response time – A chatbot that delivers instant answers keeps users engaged. 

 Accurate and relevant responses – Users expect chatbots to provide useful information that helps 

them make booking decisions faster. 

Example: A user trying to book a last-minute rental should be able to ask a chatbot about 

available vehicles, receive a clear response within seconds, and complete the booking process—

all without confusion. 

If chatbots are perceived as fast, reliable, and effective, customers will prefer using them over 

traditional customer support methods. 

2. Perceived Enjoyment 

Beyond being useful, chatbots that provide a pleasant and engaging experience are more likely 

to be adopted by users. Many customers appreciate when AI chatbots feel less robotic and more 

interactive, making conversations enjoyable rather than purely transactional. 

Features that enhance user engagement include: 

 Conversational tone – Instead of sounding robotic, chatbots with a friendly tone improve 

interaction quality. 

 Personalized responses – Chatbots that remember past user interactions and provide tailored 

suggestions enhance the experience. 

 Use of emojis, GIFs, and humor – Adding subtle elements of personality makes conversations 

feel more natural. 

Example: A chatbot helping a user rent a vehicle might say, "Looking for a ride?          Here are 

some great options!" instead of just displaying a list of rentals. This makes interactions feel more 

engaging and user-friendly.  

Trust and Reliability Concerns 
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While AI chatbots offer many advantages, trust and reliability are critical for ensuring long-term 

user adoption. Customers need to feel confident that chatbots can handle their queries accurately 

and securely. 

1. Handling Complex Queries 

One major challenge is that chatbots sometimes struggle with complex or multi-step queries. 

While AI assistants are great at answering basic questions, users may become frustrated if 

chatbots fail to understand more detailed requests or lose context in long conversations. 

Common user frustrations include: 

Chatbots failing to understand intent – If a user asks a detailed question, the chatbot should be 

able to process and respond correctly. 

Lack of memory in conversations – If a user asks multiple questions, the chatbot should 

remember previous details to avoid repetition. 

 Inability to handle exceptions – Users expect chatbots to guide them when they have issues 

instead of providing generic responses. 

Example: If a customer asks, "Can I book a car from this location, drop it at another, and pay 

using my rewards points?", a poorly designed chatbot might respond "I don’t understand", 

frustrating the user. A well-optimized chatbot would instead confirm availability, explain drop-

off charges, and apply rewards if eligible. 

To improve chatbot reliability, developers are continuously enhancing Natural Language 

Processing (NLP) capabilities, enabling AI chatbots to better understand complex queries and 

maintain conversation context. 

2. Data Privacy and Security 

Since AI chatbots handle sensitive user information, security is a major concern. Customers 

worry about how their data is stored, who has access to it, and whether it is safe from cyber 

threats. 

Key security concerns include: 

Unauthorized access – Users want to ensure their personal details (such as contact information 

and payment details) are protected. 

Data misuse – Customers are concerned about whether their information is shared with third 

parties. 

Lack of transparency – Users expect platforms to clearly state how their data is being used. 

Example: A user entering credit card details for a rental payment may hesitate if the chatbot does 

not display a security confirmation message, reducing trust in the platform. 

 

To address these concerns, rental platforms must implement strict data protection measures, 

including: 

 End-to-end encryption – Ensuring that customer information is securely transmitted and stored. 
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 User authentication – Verifying customer identity for sensitive transactions. 

 Clear privacy policies – Informing users about how their data is used and giving them control 

over their information. 

By prioritizing security and transparency, transport rental platforms can build user trust and 

encourage higher adoption of AI chatbots. 

3. Ethical Considerations 

Users also worry about bias in AI-driven decision-making. Since AI chatbots rely on data to 

generate responses, any bias in their training models can lead to unfair or inaccurate 

recommendations. 

Potential AI biases include: 

• Unfair pricing recommendations – If a chatbot unintentionally favors certain rental 

options over others. 

• Limited responses based on past interactions – If a chatbot only suggests certain 

vehicle types because a user previously rented them, limiting choices. 

• Inaccurate service prioritization – If some customer queries are given more 

importance based on AI assumptions, rather than genuine user needs. 

 

 Example: If a chatbot frequently suggests higher-priced rentals instead of budget-friendly 

options, users may feel they are being pushed toward more expensive choices rather than 

receiving neutral recommendations. 

To avoid such biases, developers must: 

Train chatbots on diverse datasets to ensure fair recommendations. 

Continuously audit AI decision-making to detect and remove biases. 

Allow users to provide feedback on chatbot interactions to improve accuracy. Addressing 

ethical concerns helps increase user confidence, ensuring that AI chatbots remain fair, unbiased, 

and customer-friendly. 

Challenges and Improvement Strategies 

While the introduction of AI chatbots into transport rental platforms has yielded observable 

benefits, it has also revealed several areas requiring attention. Specifically, technical integration 

and user experience have presented challenges. [5]The resolution of these issues is critical to the 

successful and consistent provision of chatbot-mediated customer assistance. 

1. Technical Stuff 

Many transport rental platforms utilize older software systems, which were not designed for AI 

integration. This incompatibility creates difficulties for chatbot connectivity, resulting in delays 

and errors. 

Challenges: 
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Slow response times – Older systems take longer to fetch real-time availability and pricing 

details. 

Limited compatibility – Some legacy platforms don’t support modern chatbot features. 

Security concerns – Older software may not meet today’s security standards, increasing risks for 

data breaches. 

Solution: Upgrading IT infrastructure over time is key. Moving to cloud-based solutions and 

using API-driven systems allows rental platforms to seamlessly integrate AI chatbots without 

major disruptions. 

Compatibility with Other Services 

Most transport rental businesses rely on third-party services like payment gateways, booking 

systems, and customer support tools. Ensuring smooth communication between chatbots and 

these systems can be challenging. 

Challenges: 

Different data formats – Booking details, pricing, and availability may be stored differently 

across platforms. 

Frequent updates – Changes in third-party systems can sometimes break chatbot functionality. 

Solution: Developers should build adaptive chatbots that can work with multiple systems. Using 

middleware solutions—a technology that helps different systems communicate—can prevent 

compatibility issues and ensure smooth operations. 

Maintaining Context in Conversations 

The big problem we're seeing is context. Basically, the chatbots aren't holding onto the 

conversation. This means customers get answers that are either repetitive or just plain off-topic. 

Which is a huge issue for a smooth customer experience. 

Challenges: 

Forgetting past messages – Some chatbots treat each query separately, requiring users to repeat 

information. 

Confusing responses – Chatbots may not always connect follow-up questions with earlier parts 

of the conversation. 

Solution: AI chatbots should use memory retention and advanced Natural Language Processing 

(NLP) to keep track of ongoing conversations. This allows them to provide consistent, 

personalized responses and improve user satisfaction. 

2. User Experience Challenges 

So, people ask all sorts of questions, right? And sometimes they don't explain things perfectly. 

Which, you know, is normal. But the chatbots seem to get stuck when it's not a super simple 

question. It's like they can't figure out what the person really wants to know. 

Challenges: 
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Misinterpreting requests – Irrelevant responses are a consequence of chatbot misinterpretation. 

Generic replies stem from insufficient training. 

"Real customer data training and multi-turn query decomposition are key for improved accuracy 

Challenges: 

Data privacy concerns – Users may not feel comfortable sharing personal details with AI. 

Lack of transparency – Some worry that chatbots prioritize certain rental options over others. 

 Solution: Platforms should ensure end-to-end encryption for secure transactions and 

clearly communicate privacy policies. Providing an option to switch to human support when 

needed can also build trust and reassure customers. 

Making Chatbots Feel More Human 

While users do express a preference for chatbot interactions which are natural and engaging, as 

opposed to robotic or overly scripted, it should be noted that a conversational, friendly chatbot 

can indeed significantly enhance the customer experience. 

Challenges: 

Rigid, robotic responses – Some chatbots lack a natural flow, making conversations feel 

unnatural. 

Lack of personalization – Generic answers can make customers feel like they’re not being heard. 

Solution: AI chatbots should use natural language capabilities to create engaging, human-like 

conversations. Adding personalized recommendations based on past interactions can make the 

experience feel more intuitive and helpful. 

Conclusion 

AI chatbots are transforming customer service in transport rental platforms by providing real-

time, 24/7 support, reducing response times, and automating routine tasks. Their ability to offer 

personalized interactions enhances user experience, while automation improves operational 

efficiency and cost-effectiveness, reducing expenses by up to 40%. 

Despite these benefits, challenges remain. Legacy system integration is a major hurdle, as many 

platforms operate on outdated infrastructures that make seamless chatbot adoption difficult. Data 

privacy and security concerns must also be addressed, ensuring that customer information is 

handled securely. Additionally, chatbots must improve their ability to understand complex 

queries and maintain conversational context for a smoother user experience. As AI technology 

advances, chatbots will continue to set new standards for efficiency, customer engagement, and 

automation in transport rental platforms. By enhancing chatbot integration, improving AI 

capabilities, and prioritizing security, businesses can create a more intelligent, seamless, and 

customer-friendly rental experience. 
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