
International Conference on Artificial Intelligence in Commerce and Management (ICAICM’25) 

 

 

ISBN: 978-93-6163-437-6  93 
 

A STUDY ON EXPLORING CONSUMER ENGAGEMENT 

WITH AI-DRIVEN EXPERIENCES ON NETFLIX 

STREAMING PLATFORM 

 

Mr. N. Abishek 
(23PCO01) Mcom 2nd year 

The American College (Autonomous), Madurai.  

Mail id: abiabi0410@gmail.com 

 

Dr. E. Keren Judi 
Assistant professor, Department of commerce 

The American college, Madurai.  

Mail id: kerenjudi@americancollege.edu.in 

 

DOI: https://doi.org/10.34293/ICAICM-25.ch013 

Abstract 
 This study explores consumer engagement in AI-driven experiences within the context of Netflix 

streaming. As artificial intelligence (AI) plays an increasingly pivotal role in shaping personalized content 

delivery and user interactions, understanding its impact on consumer engagement is essential for optimizing 

user satisfaction and retention. This research investigates how Netflix’s AI algorithms influence viewer 

behavior, content discovery, and overall user engagement. Through qualitative and quantitative methods, 

including surveys, interviews, and data analytics, the study examines key factors such as personalized 

recommendations, AI-powered search features, and content curation in driving consumer engagement. The 

findings reveal insights into how AI technologies enhance user experience, foster deeper engagement, and 

influence decision-making processes related to content consumption. Furthermore, the research addresses 

potential challenges and ethical considerations in the use of AI in streaming platforms. This study contributes 

to the growing body of knowledge on the intersection of AI and consumer behavior, offering actionable 

recommendations for streaming services to enhance engagement and improve user satisfaction through 

innovative AI experiences. 
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Introduction  

 The rapid advancement of Artificial Intelligence (AI) has transformed the digital 

entertainment landscape, with streaming platforms like Netflix has its power to reshape 

consumer experiences. As AI continues to evolve, its integration into content delivery 

systems offers unprecedented opportunities for personalizing user interactions and 

enhancing engagement. For streaming services like Netflix, where content choices are vast 

and user preferences diverse, AI plays a crucial role in ensuring that viewers receive tailored 

recommendations, optimized search results, and personalized experiences that enhance 

satisfaction and drive retention. Netflix, as a leader in the streaming industry, utilizes AI 

technologies to analyze vast amounts of user data to predict preferences, recommend shows 

and movies, and even create original content tailored to specific audience segments. 
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However, while the technological capabilities of AI are widely recognized, the direct impact 

on consumer engagement and behavior within this context remains an area of ongoing 

exploration. 

 Understanding how AI-driven experiences influence consumer interaction with Netflix 

is critical for refining these technologies and ensuring they align with user expectations and 

desires. This study aims to explore consumer engagement in the AI-powered environment 

of Netflix streaming, investigating how AI functionalities—such as recommendation 

algorithms, content curation, and personalized search features—affect user behavior and 

satisfaction. The research focuses on understanding the relationship between AI-enhanced 

experiences and consumer engagement, assessing whether these technologies lead to 

increased content consumption, longer viewing times, and overall user loyalty. 

 

Objectives  

• To assess the role of AI in enhancing Netflix's consumer engagement. 

• To examine consumer perceptions of AI-driven personalization in streaming. 

 To identify challenges and limitations of AI in providing an optimal user experience.  

 

Statement of the Problem  

 The problem this study seeks to address is the limited understanding of how AI-driven 

experiences on Netflix influence consumer engagement. While Netflix leverages artificial 

intelligence to personalize content recommendations, search functionalities, and user 

interactions, there is a lack of comprehensive research on how these AI features impact user 

satisfaction, behavior, and long-term loyalty. Consumers’ varying perceptions of AI, 

including concerns about trust, privacy, and recommendation accuracy, as well as the 

potential ethical implications of data usage, remain underexplored. This study aims to 

investigate the role of AI in shaping consumer engagement, uncovering both the benefits 

and limitations of AI-powered features, and providing insights into how Netflix can 

optimize AI to foster deeper, more sustainable user interactions while addressing potential 

ethical challenges. 

 

Review of Literature 

 Kaur, M. H., & Ashfaq, D. R. (2023). “The Impact of Netflix on Viewer Behaviour and 

Media Consumption: An Exploration of the Effects of Streaming Services on Audience 

Engagement and Entertainment Preferences. 

 The impact of streaming services, specifically Netflix, on viewers behaviour and media 

consumption has been explored using both primary and secondary data sources. Primary 

data source include survey with OTT platform users, while secondary data source 

encompasses studies and reports by media research firms and industry analysts. The data 

also shows that personalized recommendation have made it easier for viewers to discover 

new shows and movies. Overall, the data supports the conclusion that streaming services 

have transformed the way people engage with and consumer media. 
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 Lobato, R. (2017). “Streaming services and the changing global geography of 

television”.  

 This chapter uses the case of Netflix to investigate the spatial logics of video-on-demand 

services. Topics discussed include infrastructure, content licensing, regulation, consumer 

circumvention and platform space. The aim is not to provide a comprehensive account of 

these areas, each of which has its own extensive technical literature, but rather to explain 

how key concepts used within television geography can be productively revisited and 

rethought for the streaming age. 

 Martins, M. A. J., & Riyanto, S. (2020). “The effect of user experience on customer 

satisfaction on netflix streaming services in Indonesia”. 

 Technology has become increasingly sophisticated, all forms offered in the development 

of very cutting-edge technology. One that gets attention is the widespread use of online 

streaming media as a basis in an online streaming media streaming plan that is Netflix. This 

research will discuss where the user experience of Netflix Online Streaming Media Customer 

Satisfaction. The results of this study were drawn from 150 respondents who are always 

actively using Netflix online streaming media. This research only focused on the Jakarta 

area, Indonesia, which is the largest city in Indonesia. 

 Lobato, R., & Lotz, A. D. (2020). “Imagining global video: The challenge of Netflix”. 

 This study focuses on Netflix's catalog, cultural status, brand recognition, and market 

power also vary enormously from country to country. For media scholars, these conditions 

present empirical and conceptual challenges related to the general problem of how to study 

a video service that is experienced differently in each country. They also open up 

possibilities for comparative research grounded in specific contexts to better understand 

Netflix in its diverse geographic manifestations. This In Focus dossier is the result of one 

such research experiment. 

 Lamkhede, S., & Das, S. (2019, July). “Challenges in search on streaming services: 

netflix case study”.  

 We discuss salient challenges of building a search experience for a streaming media 

service such as Netflix. We provide an overview of the role of recommendations within the 

search context to aid content discovery and support searches for unavailable (out-of-catalog) 

entities. We also stress the importance of keystroke-level Instant Search experience, and the 

technical challenges associated with implementing it across different devices and languages 

for a global audience. 

 Ismail, H., Joudeh, H., Hamadeh, H., El Zaher, H., & Khalil, A. (2024, May). “Assessing 

the Impact of Virtual Reality on Enhancing Consumer Satisfaction in the Context of 

Streaming Services: The Case of Netflix”.  

 Virtual Reality has revolutionized user experience in various domains. The integration 

of Virtual Reality into e-commerce platforms is rapidly advancing, offering an immersive 

experience beyond traditional interactions. This study examines several important aspects 

of human factors related to VR in the streaming service industry with a focus on Netflix as 

an exemplary platform in this industry. Initially, the usability factors of the VR system are 
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examined in a comparative approach. After that, the impact on user engagement and 

satisfaction is analyzed to assess the impact of VR on the user experience in the domain of 

streaming services. This is achieved through rigorous user studies among 31 participants 

familiar with both platforms. The Standard System Usability Score (SUS) is adapted and 

utilized to quantitively assess the usability of both platforms. Moreover, a consumer 

satisfaction and engagement survey is utilized to measure consumer engagement and 

satisfaction with the experience. 

  

Research Methodology 

Research Type: Descriptive research 

Data Collection: Secondary data is used for the data. 

 

AI in Netflix Streaming Platform 

Personalized Recommendations 

 One of the most prominent uses of AI on Netflix is its recommendation system, which is 

powered by machine learning algorithms. Netflix’s recommendation engine analyzes vast 

amounts of user data, including viewing history, ratings, and browsing patterns, to suggest 

movies and TV shows that align with individual tastes. By employing collaborative filtering, 

content-based filtering, and deep learning techniques, the AI system continuously adapts to 

users' evolving preferences, improving its accuracy over time. These personalized 

suggestions are a key factor in user engagement, as they guide viewers to content they are 

most likely to enjoy, thereby encouraging longer viewing times and higher retention rates. 

 

Content Curation and Discovery 

 AI also plays a crucial role in content curation. Netflix uses AI to automatically categorize 

and tag content, grouping similar shows and movies together based on themes, genres, or 

even the mood of the content. This helps streamline content discovery by making it easier 

for users to find new titles that match their interests. AI systems also help in generating 

personalized “collections” or binge-worthy lists based on a viewer's watching habits, 

providing users with curated playlists that align with their preferences and viewing 

patterns. 

 

Search Functionality and Natural Language Processing 

 AI-powered search functionality is another key feature that enhances Netflix’s user 

experience. Natural Language Processing (NLP) algorithms are employed to interpret and 

process user queries more effectively, allowing for more accurate and context-aware results. 

For example, when a user types in a search term like “romantic comedies from the 90s,” the 

AI system can understand the query's intent and provide a list of relevant titles. This ability 

to understand complex, nuanced language helps users find content more easily, improving 

the overall search experience. 
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Predictive Analytics for Content Creation 

 Beyond content recommendation and discovery, Netflix uses AI in its content creation 

strategy. By analyzing user data, AI helps the platform predict which types of shows or 

movies will resonate with audiences, influencing decisions about which original content to 

produce. For instance, AI can analyze viewer demographics, engagement patterns, and even 

social media conversations to identify trending topics or popular genres. This data-driven 

approach to content creation has enabled Netflix to produce successful original content. 

 

AI-Driven Optimization of Streaming Quality 

 AI is also utilized to optimize streaming quality across various devices and network 

conditions. Netflix’s AI algorithms automatically adjust video quality based on factors such 

as available bandwidth, screen size, and device type, ensuring smooth and uninterrupted 

viewing experiences. By predicting the best possible quality settings in real-time, AI reduces 

buffering and enhances user satisfaction. 

 

Enhanced User Interface and Personalization 

 The AI-driven personalization of the user interface (UI) is another important feature. 

Based on viewing history, interactions with the platform, and user preferences, Netflix’s UI 

dynamically changes to display content most relevant to each individual. This could include 

highlighting specific genres, displaying shows similar to previously watched titles, or even 

suggesting content based on specific moods, such as “feel-good” or “thriller.” This 

personalized approach creates a more intuitive and engaging experience, keeping users 

connected to the platform. 

 

Consumer Engagement with AI- Driven Netflix Services 

Binge-Watching and AI-Driven User Retention 

 AI has a significant influence on binge-watching behavior, a phenomenon that is central 

to Netflix's user engagement strategy. By analyzing patterns in user behavior, Netflix’s AI is 

able to suggest series and movies that encourage users to keep watching. The system not 

only recommends shows based on past viewing habits but also takes into account the user’s 

likelihood of watching multiple episodes or entire seasons in one sitting. 

 The AI system can automatically queue up the next episode in a series, making it easy 

for users to continue watching without any effort. This seamless transition from one episode 

to the next plays a key role in increasing time spent on the platform, with users often 

returning for hours of continuous viewing. This binge-watching behavior strengthens 

emotional attachment to the platform, creating a cycle of engagement that drives long-term 

retention. 

 

Emotional and Behavioral Engagement 

 AI on Netflix also helps drive emotional engagement by tailoring the content experience 

to users' moods and preferences. For instance, AI may recommend specific genres or types 
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of content based on the time of day or the user's previous interactions. If a user has 

consistently watched light-hearted comedies in the evenings or intense thrillers during 

weekends, AI can suggest similar content based on these habits, allowing users to 

emotionally connect with the platform through content that suits their current mood. 

 Additionally, Netflix’s recommendation engine adapts over time to match a user’s 

evolving tastes. For example, if a user starts watching a new genre or theme, Netflix’s AI 

quickly adjusts to these shifts, ensuring that recommendations remain fresh and relevant. 

This dynamic personalization ensures users remain emotionally engaged, continually 

discovering new content that resonates with them. 

 

Challenges and Ethical Considerations 

 While AI enhances engagement, there are also important ethical considerations related 

to its use. Issues like data privacy, algorithmic bias, and transparency are increasingly 

important as consumers become more aware of how their data is being used. Netflix collects 

vast amounts of personal data to improve recommendations, and while this allows for better 

personalization, it also raises concerns about how much data is being collected and how it is 

being used. 

Algorithmic Bias: AI systems can inadvertently perpetuate biases, such as favoring content 

from specific regions or underrepresenting certain groups or cultures. Ensuring that AI 

recommendations are inclusive and diverse is essential for maintaining trust and keeping 

the platform engaging for a global audience. 

 To address these concerns, Netflix must be transparent about its AI systems, offering 

users more control over their data and recommendations. This could include giving users 

the ability to adjust their recommendation settings or opt out of certain data-driven features. 

 

Impact on Long-Term Engagement and Loyalty 

 AI-driven features play a crucial role in retaining subscribers and fostering long-term 

engagement on Netflix. By providing an intuitive, personalized, and frictionless experience, 

AI makes it easier for users to stay engaged with the platform. The continuous refinement 

of Netflix’s recommendation engine ensures that the content remains relevant to users’ 

shifting tastes, keeping them invested in the platform for extended periods. 

 AI also encourages users to explore new content, helping to maintain the novelty and 

excitement of the Netflix experience. When users feel that the platform “understands” their 

preferences and constantly offers fresh, appealing content, they are more likely to continue 

using the service and recommend it to others. 

 

Conclusion 

 In conclusion, AI is a powerful tool that has transformed the way Netflix interacts with 

its users, providing a highly personalized and engaging experience. For Netflix to sustain 

and build upon this success, it must focus on continuously optimizing its AI capabilities, 

addressing ethical concerns, and maintaining transparency with users. As AI continues to 
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evolve, the platform must remain agile in adapting to new trends and technologies, ensuring 

that its engagement strategies not only enhance the user experience but also foster long-term 

relationships with its global audience. 

 This study has explored the multifaceted role of Artificial Intelligence (AI) in shaping 

consumer engagement on the Netflix streaming platform. AI technologies, particularly in 

the form of personalized content recommendations, content discovery, and seamless user 

experiences, have proven to be crucial in fostering deeper, more sustained engagement. 

Through advanced algorithms that analyze user data, Netflix is able to offer tailored 

recommendations that resonate with individual preferences, encouraging longer viewing 

times and enhancing overall user satisfaction. 

 However, the study also highlights several challenges that Netflix must address in order 

to maintain and further enhance consumer engagement. Issues related to privacy, 

algorithmic bias, and content diversity remain critical concerns that need to be carefully 

managed. Transparent data usage practices, algorithmic fairness, and inclusivity in content 

recommendations are essential to ensure that AI continues to be a positive force for 

engagement, while also maintaining user trust. The continuous refinement of Netflix’s AI 

algorithms ensures that recommendations remain relevant, thereby fostering a cycle of 

engagement that increases both loyalty and retention. 
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