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Abstract

Objective

Escalating competition and environmental uncertainty drive business owners towards
adopting agile and intelligent communication functions with customers. Also, due to the
vital importance of the customer in the success or failure of businesses, it is necessary to
pay special attention to agility and flexibility in the communication activities with the
customers. The use of new technologies such as artificial intelligence, especially when
faced with a huge amount of data, with high data processing capacity, rapid response
speeds, and the potential for personalization and customization, helps organizations in
achieving efficiency and effectiveness of processes. Artificial intelligence, as one of the
top technological trends of the fourth industrial revolution and fifth-generation marketing
creates extensive capacity and benefits for businesses by integrating into customer
relationship management systems. A fundamental aspect in this domain revolves around
the acceptance of technology. Considering the novelty of using artificial intelligence in
customer relationship management, the purpose of this research is to investigate the effect
of some organizational factors on the adoption of intelligent customer relationship
management systems and to provide appropriate solutions for improving these factors for
the successful adoption, deployment, and institutionalization of intelligent technologies.

Methodology

To align with the research topic and ensure compatibility with the common characteristics
of the studied community, data collection involved surveying a sample of 384 businesses
specializing in the sale of goods. The selection was made using simple random sampling,
and the investigation was conducted by administering a standard questionnaire. To test
the research hypotheses, structural equations were tested using a partial least squares
approach, employing the third version of SMART-PLS software.

Findings
The results showed that Al empowerment (including technology roadmap, attitude, and
professional expertise) and Al readiness (including awareness, infrastructure, and
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technical level) affect adopting artificial intelligence integrated with customer
relationship management systems. Based on these findings, business organizations should
prioritize certain factors within the organization, particularly in the context of artificial
intelligence enablers or activators. These include developing a technology roadmap,
fostering a positive attitude toward technology, and acquiring the necessary expertise
through training or leveraging experts in the field. Also, in terms of organizational
readiness, increasing the level of awareness, creating the required infrastructure, and
organizational understanding regarding the technical level and complexity of these
systems are required for establishing a solid foundation for the successful adoption and
deployment of intelligent systems. Business owners can enjoy the extensive benefits of
intelligentizing customer communication processes with a conscious decision.

Conclusion

According to the obtained results, Al readiness with a path coefficient of 0.641 has a
positive and significant effect on the acceptance of customer relationship management
systems integrated with artificial intelligence. It was also confirmed that Al enablers with
a path coefficient of 0.315 have a positive and significant effect on the adoption of these
systems. Business organizations can enhance their readiness for artificial intelligence
adoption and implementation by prioritizing two main strategies. Firstly, they can focus
on strengthening their organizational readiness for artificial intelligence by improving
their understanding of the technical aspects and complexity of Al systems, establishing
the necessary infrastructure, and raising awareness among stakeholders. Secondly, they
can concentrate on empowering their organization with artificial intelligence capabilities
by fostering a positive attitude towards technology, developing a technology roadmap,
and acquiring the necessary expertise to successfully implement and manage Al systems.
By integrating customer relations with artificial intelligence, businesses can leverage its
extensive benefits to take proactive action and derive value. In terms of existing
limitations such as time and financial limitations as well as human resources required for
quick response and establishing online communication, the use of communication and
response programs based on artificial intelligence seems to be an efficient and effective
alternative that can improve the financial and non-financial performance of the
organization.
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