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ABSTRACT

The Impact of Organizational Culture on Al Readiness in Customer Service:
Evidence from Saudi Arabia
Ruba Tulaimat

This article examines the impact of artificial intelligence (AI) implementation on the culture within
customer service organizations in commodity supply companies in Saudi Arabia. When companies
rely on customer satisfaction and interpersonal communication for success, digital transformation
initiatives often encounter challenges as individuals resist change and technology conflicts with
existing practices. As Al technologies increasingly integrate into business, particularly in customer
service positions, it's crucial to recognize the human and cultural influences that impact how
individuals engage with Al. The General Attitudes toward Artificial Intelligence Scale (GAAIS)
and the Perceived Support for Innovation (PSI) scale are two recognized measurement methods
utilized in this study. These tools serve to determine how an organization's culture influences
employees' mental readiness to engage with Al technologies. We employed a quantitative, cross-
sectional research approach and collected 306 valid responses from individuals employed in
diverse sectors, including retail, hospitality, manufacturing, import/export, and cottage food
production. The questionnaire was translated into Arabic to ensure it was culturally and
linguistically suitable. It was subsequently provided to a team of workers of varying ages, genders,
and degrees of professional experience. The design enables us to examine how internal
organizational dynamics, particularly the engagement of leadership and the receptiveness to new
ideas, influence employee perceptions of Al in customer service

English Keywords: Artificial Intelligence, Organizational Culture, Customer Service, Al
Readiness, Attitudes Toward Al
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OZET

ORGANIZASYON KULTURUNUN MUSTERI HIZMETLERINDE YAPAY ZEKAYA
HAZIRLIK UZERINDEKI ETKISI: SUUDI ARABISTAN’DAN KANITLAR

Ruba Tulaimat

Bu makale, Suudi Arabistan'daki emtia tedarik sirketlerindeki miisteri hizmetleri organizasyonlari
icindeki kiiltiir tizerinde yapay zeka (YZ) uygulamasinin etkisini incelemektedir. Sirketler basar
icin miisteri memnuniyetine ve kisilerarasi iletisime giivendiginde, dijital doniisiim girisimleri
genellikle bireylerin degisime direnmesi ve teknolojinin mevcut uygulamalarla catigmasi
nedeniyle zorluklarla karsilasmaktadir. YZ teknolojileri giderek daha fazla isletmeye entegre
olurken, 6zellikle miisteri hizmetleri pozisyonlarinda, bireylerin YZ ile nasil etkilesim kurdugunu
etkileyen insan ve kiiltiirel etkileri tanimak ¢ok dnemlidir. Yapay Zeka'ya Yonelik Genel Tutumlar
Olgegi (GAAIS) ve Yenilige Algilanan Destek (PSI) l¢egi, bu ¢alismada kullanilan iki taninmis
Olctim yontemidir. Bu araglar, bir organizasyonun Kkiiltiiriiniin ¢alisanlarin YZ teknolojileriyle
etkilesime girmeye yonelik zihinsel hazir bulunuslugunu nasil etkiledigini belirlemeye yarar.
Nicel, kesitsel bir arastirma yaklasimi kullandik ve perakende, misafirperverlik, imalat,
ithalat/ihracat ve ev yapimi gida iiretimi gibi ¢esitli sektorlerde ¢alisan kisilerden 306 gecerli yanit
topladik. Anket, kiiltiirel ve dilsel olarak uygun oldugundan emin olmak i¢in Arapgaya cevrildi.
Daha sonra farkli yas, cinsiyet ve mesleki deneyim derecelerine sahip bir ¢alisan ekibine saglandi.
Tasarim, oOzellikle liderligin katilimi ve yeni fikirlere agik olma gibi i¢ organizasyonel
dinamiklerin, calisanlarin miisteri hizmetlerindeki yapay zeka algilarini nasil etkiledigini

incelememizi sagliyor

Anahtar Kkelimeler: Yapay Zeka, Orgiitsel Kiiltiir, Miisteri Hizmetleri, Yapay Zekiya
Hazirhik, Yapay Zeka'ya Yonelik Tutumlar.
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