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Abstract 
The deployment of artificial intelligence (AI) has gained popularity in alter-
ing the operations of customers’ interaction and job positions in small and 
medium enterprises (SMEs). This paper reviews the use of AI receptionists 
in SMEs and how it contributes to workforce transformation. In particular, 
based on modern multidisciplinary sources, the study examines the way in 
which natural language processing, speech recognition, and generative AI al-
low for automation of such processes as answering calls, booking appoint-
ments, and providing 24/7 customer service. As seen from the analysis, due 
to limited resources and costs, small businesses tend to utilize AI systems to 
improve their efficiency, scalability, and service provision. It appears that not 
only are new jobs being created due to AI, but they also change the job design, 
encourage human-AI collaboration, and require new skills related to digital 
abilities and supervision. For organizations, the utilization of such systems 
provides competitive advantage since they contribute to higher efficiency and 
lower costs along with improved customer experience. However, various 
problems exist in the implementation of the technology and include the is-
sues of trust, privacy, and the possibility of losing personal contact with cus-
tomers. The paper develops the conceptual framework for AI adoption, work-
force transformation, and organizational success and suggests practical and 
theoretical implications. 
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1. Introduction 

Rapid advancements in artificial intelligence have become one of the key drivers of 
the evolution of businesses, especially SMEs, where the availability of resources 
makes it highly desirable to automate processes and provide services in a digitally-
oriented manner. In this regard, customer interaction and receptionist AI systems 
can be viewed as an important area of application since it has direct impacts on 
front-office processes (Oyekunle & Boohene, 2024). It should be admitted that the 
phenomenon described is not only related to the technological change, but involves 
organization reconfiguration that requires a new approach to defining jobs, neces-
sary skills and managerial activities (Seppänen, 2025). Workforce transformation 
during the period of intensive introduction of AI is one of the main research topics 
nowadays considering changes introduced by human-machine interaction into the 
mechanisms of keeping productivity and innovation within organizations. It is safe 
to say that AI has become one of the most powerful instruments that changes the 
way business operates. Intelligent technologies integrated into the business process 
can be implemented using such tools as machine learning, natural language pro-
cessing, and predictive analysis that give organizations opportunity to introduce au-
tomation of routine processes, make better decisions and provide more customized 
experience to their clients. The impact of AI covers not only the implementation of 
technologies, but also includes such fundamental business operations as automation 
of processes, implementation of data-driven strategy and customer experience. 
Therefore, organizations benefit from increased efficiency of operations, higher lev-
els of innovation and sustainability. As one may see from Figure 1 below, AI-based 
transformation follows a well-defined path that starts from technological capabili-
ties and ends up with organizational performance outcomes. 

 

 
Figure 1. AI-driven business transformation linking technologies, processes, and organi-
zational outcomes. 
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One critical element of organizational change linked to the implementation of 
AI technology is the growing use of AI-based customer interaction tools. Cus-
tomer interaction tools include chatbots, virtual assistants, recommendation en-
gines, and sentiment analysis software, which are changing how organizations 
communicate with their customers. AI-based customer interaction tools provide 
organizations with personalized, scalable, and around-the-clock interactions with 
their customers, thus improving their experience and engagement (Agbo-
Adediran et al., 2025). Moreover, the use of such tools assists in collecting and 
analyzing vast amounts of data about customers, which helps in developing pre-
dictive analysis and better marketing strategies (Abrokwah-Larbi & Awuku-Larbi, 
2024). In other words, the use of AI technology in customer management is not 
limited to delivering services; it affects the organizational structure and role allo-
cation among employees. 

However, the implementation of AI technologies in SMEs has a number of ad-
vantages for such organizations. Firstly, they are often budget-limited and re-
source-constrained companies operating under the conditions of intense compe-
tition in the digital environment (Lu et al., 2022; Schönberger, 2023). The imple-
mentation of AI technologies helps companies to become more efficient and pro-
ductive, reduce costs and acquire new capacities that were not available before 
(Hokmabadi et al., 2024; Badghish & Soomro, 2024). Besides, the adoption of AI 
technologies leads to greater customer engagement, innovation of business mod-
els and creation of organizational resilience (Hokmabadi et al., 2024; Badghish & 
Soomro, 2024). However, at the same time, SMEs face certain difficulties such as 
a lack of skilled labor force, limited resources and resistance to change which im-
pact both the degree of AI adoption and implementation (Yusuf et al., 2024; Le 
Dinh et al., 2025). This question is especially important to consider for the analysis 
of organizational consequences of AI adoption. 

Given the above information, the current research will conduct the literature 
review regarding the issues of the workforce transformation in the era of AI with 
a special focus on the organizational implications. Thus, the research formulates 
the following three goals for itself: (1) To explore changes in workforce roles, com-
petencies and organizational structure due to business transformation empow-
ered by AI; (2) To analyze the implications of AI-based customer interaction sys-
tems on employee work and customer engagement strategies; (3) To explore the 
opportunities and difficulties associated with the implementation of AI technolo-
gies in SMEs. 

Having considered this information, the following paper aims at reviewing rel-
evant literature regarding workforce transformation in the age of artificial intelli-
gence with a special focus on organizational implications. Three main goals are 
set within the framework of the current research: (1) investigation of changes 
brought about to the workforce roles, competencies, and organizational structure 
due to AI-driven business transformation; (2) analysis of implications of AI-pow-
ered customer interaction systems on employee activities and strategies of cus-
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tomer engagement; and (3) examination of opportunities and challenges related 
to the adoption of AI technologies by SMEs. 

Several major theories provide the framework for the current study. TOE 
framework reveals how the adoption of AI technologies in SMEs takes place in 
relation to technological capabilities, organizational readiness, and environmental 
pressures. RBV framework contributes with the information about how AI capa-
bilities can become strategic resources that contribute to competitive advantage 
and enhance the performance of organizations. In addition, socio-technical sys-
tems theory reveals the high importance of interaction between technological sys-
tems and workforces and highlights the potential of human-AI cooperation in 
making organizational changes. Despite the abundance of literature on adoption 
and digital transformation in SMEs and the adoption of AI technologies, there are 
not many studies considering AI receptionist systems as an integrated system of 
workforce transformation and organizational impact. 

Identifying the literature was done systematically through the search of the rel-
evant academic databases, especially those containing peer-reviewed articles pub-
lished mainly in 2021-2026, with an additional focus on recent literature published 
in 2024-2026. Some older literature had to be considered only selectively if there 
was a need to develop some theoretical foundation or background to the research 
problem. Search terms that included such concepts as “artificial intelligence”, “AI 
receptionist”, “conversational AI”, “chatbot”, “voice assistant”, “customer ser-
vice”, “workforce transformation”, “human-AI collaboration”, and “SMEs” were 
employed to find relevant publications. Publications were included in the system-
atic review when they addressed AI-enabled customer interaction, AI adoption in 
SMEs, workforce and job transformation, organizational performance, or some 
related issues concerning implementation or ethical problems. The literature was 
screened based on its title and abstract, and then analyzed for relevance and con-
tribution to the research topic. Duplicate references, articles out of the scope of 
the literature review, and articles that did not contribute sufficiently to the re-
search objectives were eliminated. 

2. AI in Customer Interaction and Reception Systems  

The management of customer interactions by companies has seen significant 
changes because of the development of artificial intelligence as customer service 
has become automated and intelligent rather than relying on people. Earlier, there 
were only physical receptions and customer support by phone, which were limited 
by time, scalability, and the number of people. With the appearance and improve-
ment of AI technology, companies started developing systems that would be able 
to work with a big number of customers constantly without being limited by hu-
man abilities (Inavolu, 2024; Pathani et al., 2026). This is a part of digital transfor-
mation of enterprises when intelligent systems replace human operations and al-
low them to provide constant service, quick responses, and better results. Initially, 
the automation of the process was done with the help of rule-based systems and 
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interactive voice response (IVR), but now enterprises have systems based on con-
versation AI which is capable of working with more complicated questions. 

In this paper, an AI receptionist system is considered an AI-powered front-of-
fice system that will enable the management and coordination of basic reception 
tasks related to dealing with customer questions, making calls/messages, setting 
up meetings, and offering customer support services. This kind of system is dif-
ferent from a text-based chatbot that mostly focuses on text communication and 
from a voice assistant that mostly focuses on voice conversations. It is also unlike 
conventional interactive voice response systems that use fixed menus and rule-
based routing techniques; AI receptionists systems will use advanced tools such as 
natural language processing, speech recognition, machine learning, and genera-
tive AI. This kind of system should not be confused with CRM automation: CRM 
systems are used for organizing customer data and relationships while AI recep-
tionist systems facilitate the interaction process. 

The management of customer interactions by companies has changed greatly 
as it has evolved from customer service by human agents to intelligent and auto-
mated solutions powered by conversational AI. Initially, companies had physical 
reception desks and telephone customer support that limited scalability greatly 
because it was dependent on people. When technologies developed, IVR systems 
and rule-based chatbots appeared and became used to automate particular ac-
tions; however, these systems did not understand the context well enough. In re-
cent years, with the help of AI (natural language processing, machine learning, 
generative AI), the level of such technologies increased. Modern systems provide 
unique experiences for their customers at scale that were impossible before. This 
can be illustrated in Figure 2. 

 

 
Figure 2. Evolution of customer interaction systems from traditional reception to AI-
driven intelligent services. 

 
As a part of this process, two major types of interaction systems powered by 
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artificial intelligence have become popular: chatbots, which work through text-
based interfaces, and AI receptionists using voices, or virtual assistants. The de-
velopment of chatbots started from basic scripts working based on rules and went 
on to advanced AI technologies utilizing machine learning and context (Qureshi, 
2023; Al-Amin et al., 2024). The technology is best suited to handle structured 
questions, respond instantly, and perform customer service at scale. In turn, 
voice-based AI receptionists or virtual assistants, including those used in call cen-
ters and smart devices, make it possible to conduct a conversation in a more nat-
ural way due to the ability to work with natural speech and create dialogues re-
sembling human conversations (Chiddarwar et al., 2025; Jampala et al., 2024). 
Chatbots provide a quick way to deploy interaction systems and handle tasks 
faster than voice-based systems. At the same time, voice-based systems make it 
possible to interact in a more natural way and are preferable for hands-free oper-
ation or instant communication. Therefore, it becomes more common to use hy-
brid systems that combine these types of systems. The integration of AI into re-
ception systems is supported by several complementary technologies that enable 
automated, intelligent, and personalized customer interactions. Table 1 summa-
rizes the core functions of major AI technologies, their applications in reception 
systems, and the corresponding organizational benefits (Olujimi & Ade-Ibijola, 
2023; Le Dinh et al., 2025; Gopalakrishnan, 2025). 

 
Table 1. AI technologies and their business functions. 

AI Technology Core Function 
Application in Reception 

Systems 
Organizational Benefit 

Machine Learning Pattern recognition & prediction Customer query classification Faster response accuracy 

Natural Language 
Processing (NLP) 

Language understanding 
Chatbots, text-based 

interaction 
Improved communication 

quality 

Speech Recognition Voice-to-text conversion Voice assistants, call handling Hands-free interaction 

Generative AI 
Context-aware content 

generation 
Conversational responses 

Personalized customer 
experience 

Predictive Analytics Data-driven forecasting Customer behavior prediction Proactive service delivery 

 
Among many technologies which form the basis of AI-powered customer in-

teraction systems there are three major technologies—NLP, speech recognition 
and generative AI. NLP is a technology which allows machines to understand, 
interpret and analyze human language as well as create content, forming the back-
bone of conversational AI systems such as chatbots and virtual assistants (Abi-
agom & Ijomah, 2024; Shrivastava et al., 2025). Speech recognition complements 
NLP technology by providing means for transforming spoken language into read-
able machine text, thus enabling voice-based customer interaction systems to un-
derstand and provide response to user inputs accurately (Chamola et al., 2024; 
Jampala et al., 2024). Performance of AI-powered customer interaction systems 
has seen great improvements in the recent years. One of the key contributors to 
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the performance improvement of the technology mentioned above has been the 
rise of generative AI, specifically transformer-based models which have allowed 
for creation of conversational AI systems which are capable of generating context-
aware dynamic responses instead of fixed predefined answers (Bansal et al., 2024; 
Jawale, 2025). This development allows AI-based customer interaction systems to 
become much more personalized and context-specific, ensuring greater customer 
satisfaction as well as reduced need for human assistance. 

3. AI Adoption in Small Businesses 

In addition to being relatively young, SMEs can be identified by having strict 
budgetary constraints and small workforces. SMEs usually have few hierarchical 
levels in order to make strategic adjustments quickly. Being limited by personnel 
and technological opportunities, SMEs tend to be relatively weak regarding idea-
tion and implementation of new technologies. Centralized decision making pro-
cess, when all decisions are made by one person or group of people and are usually 
quick due to the mentioned limitations makes it easy to respond to changes on 
the market. Nevertheless, SMEs still depend significantly on the owner or the 
manager when making strategic decisions (Yesuf & Fields, 2025; Schwaeke et al., 
2025). SMEs prove to be proficient in the implementation of emergent technolo-
gies, including artificial intelligence (AI). However, the same properties that make 
it easy for them to implement new technologies are the reason for making them 
vulnerable to the difficulties that arise during the implementation of technologies, 
especially the ones requiring considerable investments or special expertise. 

The use of artificial intelligence by SMEs can be explained by the need to save 
money and operate more efficiently in order to foster growth and minimize risks. 
AI provides automation of the work process and allows using resources effectively 
and making data-based decisions. Therefore, it contributes to saving money and 
improving efficiency. Being involved in decision making process AI becomes in-
creasingly used by SMEs (Aish & Noor, 2025; Sánchez et al., 2025). As it can be 
seen from Table 2, it allows scaling business by increasing services offered to the 
customers, such as customer support and marketing without the proportional rise 
of labor costs (Badghish & Soomro, 2024; Oldemeyer et al., 2025; Zavodna et al., 
2024). It can be useful especially in case of competition and low margins of money 
and other resources. AI helps SMEs increase productivity per each unit of labor 
(Yesuf & Fields, 2025; Sharma et al., 2022). 

The majority of businesses utilize AI to ensure that they are keeping pace with 
current trends due to the digital nature of the market. The application of AI is 
done for purposes of helping customers, developing creative ideas, and reacting 
to change quickly in order to ensure that a competitive edge is retained and good 
customer service is provided through the use of AI (Nwagbala et al., 2025). Despite 
the fact that there are a number of benefits enjoyed by medium-sized companies 
in their implementation of AI, they also face numerous obstacles. These obstacles 
affect how much and how effectively the organization will be able to implement 
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the use of AI. The first obstacle faced by the organizations is that of lacking ade-
quate financial and technological resources. AI involves a great deal of computing 
power which requires financial investment (Oldemeyer et al., 2025). There is also 
the problem of a lack of qualified people who have skills in AI and digital technol-
ogy (Aish & Noor, 2025; Zavodna et al., 2024). 

 
Table 2. Drivers and barriers of AI adoption in SMEs. 

Category Factors Description 

Drivers Cost efficiency Reduces labor and operational costs 

 Scalability 
Enables growth without proportional 

hiring 

 Competitive pressure Need to stay relevant in digital markets 

 Customer expectations Demand for fast and personalized service 

Barriers Financial constraints High initial investment 

 Skill gaps Lack of AI expertise 

 Trust issues Concerns about reliability and privacy 

 Infrastructure limitations Poor digital ecosystem 

 
SMEs face a lot of challenges in the implementation of intelligence besides fi-

nance and skill. The issue of trust in AI becomes very big due to risk. Companies 
have the challenge of data privacy in case the system works properly and issues of 
AI fairness thus they become reluctant to make use of technology. Furthermore, 
there are inadequacies in the infrastructure that limit the strength of digital infra-
structure and quality of data hence making it difficult for artificial intelligence to 
be integrated into the systems. Overall, these become some of the reasons why AI 
cannot be implemented by SMEs. Although the use of artificial intelligence can 
help in improving the operations of medium-size companies, it has to do with 
much more than just having the right tools. SMEs need to be ready to engage in 
strategic thinking and operating in an environment that facilitates the use of tech-
nology. 

4. AI Receptionist Systems: Functional and Operational  
Dimensions  

AI receptionist systems can be viewed as a change in the management of front-
office operations in organizations. They use AI and automation in order to per-
form the same duties as receptionists but with greater efficiency. One of the key 
features of AI receptionist systems is communication management. It is accom-
plished by using AI-based voice assistants and chatbots which perform the task of 
answering calls and sending messages, distributing them to proper employees, and 
answering simple questions. Unlike human receptionists, who have limits in terms 
of working time and concentration, AI receptionist systems can conduct a lot of 
interactions at once, thus decreasing the response time and minimizing patient 
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waiting for getting information. That is why, AI receptionist systems are very use-
ful for organizations because they are able to maintain constant operational read-
iness regardless of human schedule. They provide round-the-clock assistance in 
front-office activities, which helps companies in case of the necessity of constant 
office-management activity (Malali, 2024; Lharti, 2026). The systems use scalable 
approaches in customer interaction management. In particular, they are really 
good at appointment scheduling and integration with Customer Relationship Man-
agement (CRM) systems which contributes to organizational efficiency and deci-
sion-making processes. With the help of AI receptionist systems, organizations 
can automatically make, change, and confirm appointments by synchronizing 
with calendar and other platforms. If AI receptionists are combined with CRM 
systems, they can know the whole history of customers’ interaction and their pref-
erences and can answer appropriately (Inavolu, 2024). That is how this collabora-
tion not only improves organizational efficiency but is used as a basis for deliver-
ing personalized services and managing relationships with clients. 

One of the major benefits of the AI receptionist is that it is capable of offering 
round-the-clock customer assistance. This makes it possible to offer help at all 
times, which cannot be done by a human receptionist. The always on feature of 
the AI receptionist system makes it possible for companies to give assistance to 
their customers any time, thereby making the customers happy. Such availability 
makes it easier for the company to interact better with its customers, especially 
those from distant places, who conduct business on the internet and need help. 
The AI receptionist is always available to offer help to the customers of the busi-
ness organization, making it a major benefit of the system (Çeltek, 2024; Dutta, 
2024). AI receptionist systems integrate multiple AI capabilities to automate and 
enhance front-office and customer-facing activities. These systems can support 
functions ranging from call handling and appointment scheduling to personal-
ized, multilingual, and continuous customer assistance. Table 3 summarizes the 
major functional capabilities of AI reception systems and their potential business 
impacts (Kedi et al., 2024; Uzoka et al., 2024; Iyelolu et al., 2024). 

 
Table 3. Functional capabilities of AI reception systems. 

Function Description AI Capability Business Impact 

Call Handling Managing inbound/outbound calls Voice AI, NLP Reduced workload 

Appointment Scheduling 
Booking and managing 

appointments 
Automation + CRM integration Improved efficiency 

Customer Support Responding to queries Chatbots, generative AI 24/7 service 

Personalization Tailored responses Machine learning Enhanced CX 

Multilingual Support Multiple language interaction NLP models Global reach 

 
AI receptionists offer multilingual capability and facilitate processing of multi-

ple languages. Thus, these systems allow users to experience greater convenience 
and accessibility of services. Such systems use machine learning algorithms and 
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natural language processing to customize user communication depending on 
his/her preferences and past experience while taking into account context in order 
to tailor the services delivered. Research shows that such systems are capable of 
delivering effective user support in different situations (Sharma et al., 2026). The 
ability to function multilingually enables companies to interact with diverse con-
sumer groups and attract new clients without employing additional personnel 
(Youssef et al., 2024). 

The cost-benefit analysis of implementation of AI receptionists compared to 
human receptionists is an important factor from the strategic perspective. Such a 
system allows to significantly decrease the costs associated with labor through au-
tomation of routine activities thus giving people a chance to deal with other tasks 
(Dutta, 2024; Malali, 2024). Besides, they provide consistency in service delivery 
and scalability. However, even though there are many benefits of using AI sys-
tems, they do not possess emotional intelligence, problem-solving skills, and hu-
man qualities of interaction which are important in some situations (Shvai-
kovskaia, 2022). This is why many businesses opt for the hybrid model that en-
sures efficiency and effectiveness of work. Overall, AI receptionist systems are rev-
olutionizing office processes by making them more efficient and allowing the or-
ganization to grow and develop while offering better customer experience. They 
affect both organizational process flows and office layout. 

5. Workforce Transformation in Small Businesses 

There are various ways how the use of AI technology in SMEs may bring about 
changes in the labor force. These changes may include job augmentation, job re-
design, and even the displacement or automation of certain activities. In many 
instances, AI is used to automate routine and repetitive tasks, and hence workers 
can concentrate more on tasks that involve problem-solving, decision-making, 
dealing with customers, and using their own judgment. Nevertheless, one should 
not conclude from this observation that AI technology does not displace people 
but merely augments human labor in all instances. The ratio of augmentation ver-
sus substitution may vary depending on the task, occupation, level of implemen-
tation of AI technology, skills of employees, and labor environment. Therefore, in 
the case of SMEs where employees tend to do various tasks, AI may help automate 
some of these tasks while at the same time redesign or augment others (Oliveira 
et al., 2025). This results in a significant change of job roles. In some organiza-
tional contexts, artificial intelligence may supplement human labor by handling 
more of the mundane or information-based jobs, with workers concentrating on 
tasks that require reasoning, decision making, communication skills, and moni-
toring. The degree to which such enhancement can occur will vary, depending on 
the types of tasks involved and how the AI is utilized in the organization. This 
means that firms have to take into account the consequences for work design and 
organization. AI expands the scope of human activity (Çeltek, 2024; Sharma et al., 
2026). 
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Intelligence incorporated into small businesses is reflected in new ways of work-
ing. The emphasis is now no longer on completing the tasks but on participating 
in other important activities. It is worth mentioning that artificial intelligence 
does not substitute humans; instead, it assists people in some tasks to enable them 
to use their time for making decisions, solving problems, and communicating with 
clients. People and artificial intelligence work together, and it leads to the emer-
gence of jobs that involve the usage of technology, mathematical thinking, and 
communication skills. In organizations, routine activities are substituted with 
substantial ones, as shown in Figure 3. It happens due to the progress of artificial 
intelligence and development of related skills by employees. The cooperation of 
artificial intelligence with humans continues constantly, which brings about changes 
in small businesses and in people’s job. Generally, artificial intelligence contrib-
utes to the performance of value-added activities. 

The key element of this development is the partnership between humans and 
artificial intelligence. Artificial intelligence systems are now incorporated in deci-
sion support systems, customer services, and other activities. This makes humans 
more efficient because there are fewer mistakes when doing a job, and the job itself 
gets done better. Humans are not doing the jobs by themselves any more; instead, 
they supervise automated processes and understand the meaning behind them, 
and then use intelligence-provided information for making significant decisions 
(Seppänen, 2025). In SMEs where the workforce is smaller and therefore scarce, 
the synergy between humans and artificial intelligence helps achieve higher produc-
tivity without increasing the staff proportionally. Thus, AI helps people make de-
cisions rather than makes decisions on its own (Jain et al., 2025; Callari & Lohse, 
2025). 

Such change creates a lot of requirements concerning learning and adaptation. 
Employees have to adjust themselves to the new technology and methods of work. 
It is necessary to possess computer skills, namely, understanding and using com-
puter systems, analyzing data, and having knowledge about how the artificial in-
telligence systems work. Moreover, people should show the skills of communi-
cating with others, flexibility, and critical thinking (D’Costa, 2025). The employ-
ees will be responsible for some functions and for the right work of artificial intel-
ligence systems, that means controlling the system and its correct use. It is a trend 
of developing such blend of skills as not only the knowledge of the technology, but 
also good communication and managerial skills. Such focus is especially noticea-
ble in SMEs (small- and medium-sized enterprises) (Challoumis, 2024). 

The effect of Artificial Intelligence is felt in support positions, whereby auto-
mation greatly influences the process involved. The artificial intelligence system 
carries out functions like entering data, scheduling, record keeping, and customer 
contact. Thus, these functions can be done at a faster rate and in a more accurate 
manner. But this does not mean that these positions are wiped away; instead, they 
become important positions where people supervise the system. 

There is involvement of administrative staff in relation to technology and pro-
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cesses. It makes sure of the proper functioning of the components and use of the 
tools for Artificial Intelligence. In organizations, there is change in the workforce 
because people are being moved to work which involves dynamism and technol-
ogy. There is need of working together, flexibility and learning due to continuous 
changes in Artificial Intelligence. Artificial intelligence has changed workplace ac-
tivities and is making administrative tasks shift towards technological collabora-
tion. 

 

 
Figure 3. Workforce transformation in small businesses: from routine task automation to human AI collaboration, hybrid roles, 
and evolving skill requirements. 

6. Organizational Impacts of AI Reception Systems 

The use of AI receptionist systems affects the workings of organizations. This hap-
pens due to the fact that such systems facilitate a smooth flow of work and help in 
lowering costs. They do this through activities like answering calls, scheduling ap-
pointments, and helping customers. Through such actions, organizations may 
need less human labor to carry out these activities. AI receptionist systems are 
capable of carrying out various activities at once, with consistent levels of preci-
sion, hence minimizing mistakes and increasing efficiency (Kedi et al., 2024). In 
addition to this, they help organizations cut down costs through reducing their 
staffing needs and allocating their resources efficiently, making them very useful 
to SMEs with budget limitations (Ali et al., 2024; Fahad & Hamilton, 2024). Im-
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pact of AI receptionist systems on organizations is explained by the way in which 
technology usage affects the business of the organization. AI receptionist systems 
affect the different processes in an organization. They increase efficiency, enhance 
customer satisfaction, and boost business growth. All these factors cumulatively 
aid in increasing competitiveness of small businesses in today’s digital world. As 
it is depicted in Figure 4, the usage of AI receptionist systems creates organiza-
tional outcomes which boost performance and growth of organizations. 

 

 
Figure 4. Conceptual framework of organizational impacts of AI receptionist systems on 
efficiency, customer experience, scalability, and competitive advantage. 

 
AI-based reception systems positively affect the customer experience and con-

tribute to an improved service quality. This effect stems from a more consistent 
and personalized experience provided to customers. Responses to customers’ in-
quiries are given thanks to the usage of chatbots and other intelligent virtual as-
sistants, thereby reducing waiting times and providing customers with easy access 
to services. Moreover, when AI receptionist systems are used together with CRM 
systems and data analytics, experiences can be made more personalized since in-
dividual histories and preferences of customers are analyzed. Thus, interactions 
become more personalized and engaging for customers. AI reception systems 
make these improvements possible, thus implying positive effects for customer 
experience and service quality (Gupta, 2025; Uzoka et al., 2024). Additionally, the 
availability of services at all times as well as their multilingual nature increases 
customer satisfaction due to the fact that services are provided continuously and 
inclusively for various kinds of users (Iyelolu et al., 2024). 

Another important aspect of the influence of AI on organizations concerns the 
possibility of making business scalable. Scalability means that businesses do not 
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face a necessity to increase their costs as the number of customers grows. As a 
result, AI receptionist systems allow companies to grow and provide a consistently 
high quality of service at a time. It is especially true for growing small businesses 
and for those companies operating in dynamic markets where such kind of capa-
bility helps to maintain the quality of service despite increased demand. The 
cloud-based AI solutions and AI-as-a-service model help organizations to achieve 
scalability more easily (Le Dinh et al., 2025). 

Lastly, AI receptionist systems help small companies create competitive ad-
vantage through provision of high-level and technologically advanced services 
comparable to those provided by larger companies. Small companies are able to 
improve their customer engagement and response time and become more com-
petitive in this way using AI tools like chatbots and virtual assistants (Kamruz-
zaman et al., 2025). AI implementation is necessary for innovative and strategic 
purposes that help small firms to be more agile and meet new customer demands 
and changing market conditions. 

7. Challenges and Ethical Considerations  

However, while discussing AI receptionist systems, people focus on their ad-
vantages while considering the challenges of implementing such tools at the same 
time. The following are among the challenges that become apparent when AI re-
ceptionists are implemented in an organization. First, one should consider user 
trust. People feel uncomfortable about dealing with a company via an AI recep-
tionist if their question has some personal character. People have doubts about 
using such services because the trust in this technology depends on its reliability, 
honesty, and the possibility of resolving problems if any occurred. Good problem 
resolution is important in order to build users’ trust since it depends on the per-
formance and problem-solving skills of the system (Adam et al., 2021; Mozafari 
et al., 2022). Therefore, trust in such technologies depends not only on the system 
itself but also on its ability to handle problems. Some research shows that prob-
lems with handling conversations in case of using chatbots could lead to decreased 
trust and dissatisfaction (Seeger & Heinzl, 2021). Another important challenge 
related to the use of such technology is the necessity to work with large amounts 
of data. It brings some risks to the security and privacy of users since their per-
sonal data could be used. The users are afraid that their information will be mis-
used especially if it includes financial data or any sensitive information (Bouhia et 
al., 2022; Giordani, 2024). Users want to know how and why the information is 
being used by this technology. If users are not satisfied with it, then the adoption 
process could be complicated. 

Moreover, the problem of accountability concerning the mistakes made by AI 
technologies brings about significant ethical and operational concerns. Being 
based on machine learning and generative technologies, AI technologies make 
mistakes, show certain biases, and produce the wrong output, leading to the 
spread of misleading information or unsuitable responses during interactions 

https://doi.org/10.4236/ajibm.2026.168047


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 913 American Journal of Industrial and Business Management 
 

with customers (Bhagra, 2024; Izadi & Forouzanfar, 2024). It is difficult to deter-
mine who is accountable for the problems arising because it is not always evident 
whether it is the developer, organization, or AI technology that is responsible for 
the mistake (Murtarelli et al., 2021; Sarwar & Irshad Hashmi, 2026). For this rea-
son, organizations need to develop governance strategies involving monitoring 
and human involvement in order to address potential risks linked with AI deploy-
ment. 

Besides, the increase in the number of AI-based reception systems causes ethi-
cal concerns about reducing the presence of humans in customer service. AI tech-
nologies are efficient and scalable, but, unlike human employees, they lack the 
ability to show emotional intelligence and empathy (Blümel et al., 2024). Although 
attempts to develop conversational AI aim at creating human-like communica-
tion, making AI technologies empathic is still a difficult task. For this reason, 
many scientists support a hybrid service strategy implying the combination of the 
advantages of AI technologies and human interaction in order to preserve the 
quality of relationships with customers (Dhaigude & Baishya, 2025). 

8. Synthesis and Conceptual Framework 

From the analysis of the literature under review, the concept of AI receptionist 
system adoption as a technology that acts beyond being an innovation, as a trans-
formation tool changing workforce structure and leading to organizational per-
formance, becomes apparent. Based on the analysis of prior research in the fields 
of AI adoption, digital transformation, and service automation, a theoretical se-
quence may be identified in which the adoption of AI reception system acts as the 
main trigger causing workforce transformation that eventually results in organi-
zational performance, including efficiency, customer experience (CX), and busi-
ness growth. This theoretical framework fits the existing research on organization 
change induced by technologies whereby the effect of AI adoption is achieved 
through organizational and human change. Specifically, the use of AI receptionist 
systems via automation, personalization, and continuity of services causes changes 
in the way work is organized, performed, and managed. 

The use of AI reception systems at the first stage of the proposed model be-
comes an independent variable, including implementation of chatbots, voice as-
sistants, and integration of reception management systems based on CRM sys-
tems. The existing studies suggest that adoption of AI technologies is motivated 
by cost-effectiveness, scalability, and competition, especially among SMEs (Aish 
& Noor, 2025; Le Dinh et al., 2025). Nevertheless, adoption of any technology does 
not immediately produce any organizational gains; rather, it generates results 
through workforce transformation. 

The second phase focuses on workforce transformation, which acts as an im-
portant mediating process between the use of AI and organization’s performance. 
In light of the introduction of AI-based receptionist systems, employees move from 
traditional jobs to jobs that involve more monitoring, dealing with exceptions, and 
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managing customer relations. This is indicative of human-machine collaboration 
and new ways of job design, where humans are working with AI instead of compet-
ing (Marcineková et al., 2025; Seppänen, 2025). It is crucial to note that the effi-
ciency of this process depends on some mediating factors such as skills of employees 
and organizational readiness for adoption. Digital competence, AI competency, and 
soft skills including communication and adaptability affect the ability of workers to 
collaborate with AI, whereas organizational readiness plays an important role in im-
plementation (Challoumis, 2024; Marcineková et al., 2025). 

At the end stage, the above-described changes become the organizational ben-
efits, which include higher operational efficiency, better customer experience, and 
scalability and growth opportunities for businesses. The automated processes 
through AI help save money and time, while continuous communication with 
customers increases their satisfaction (Gupta, 2025; Marcineková et al., 2025). 
Moreover, the opportunity to grow a business without an equal number of people 
is another important advantage that allows small companies to succeed (Carayan-
nis et al., 2025). 

 
Table 4. Conceptual framework summary. 

Component Description 

Independent Variable AI Reception System Adoption 

Mediators Employee skills, organizational readiness 

Moderators Business size, industry 

Dependent Variables Efficiency, customer experience, growth 

Mechanism Workforce transformation 

 
The model also includes key moderators, such as size of business and industry 

setting, that determine the degree and nature of the relationship (Table 4). Smaller 
companies will be impacted by increased efficiency, whereas large companies will 
reap benefits from scaling and integration. Likewise, the industry characteristics 
such as the extent of customer interaction, service complexity, and regulations will 
influence the implementation and acceptance of AI receptionist system (Carayan-
nis et al., 2025; Hokmabadi et al., 2024). Sectors like healthcare, hospitality, and 
retail where services are more critical will face more influence on the customer 
experience compared to more transaction-based sectors for efficiency (Carayan-
nis et al., 2025; Hokmabadi et al., 2024). To make the framework analytically 
stronger, the following propositions are developed: 
 P1: AI receptionist system adoption positively influences workforce transfor-

mation in SMEs.  
 P2: Workforce transformation positively impacts organizational outcomes, 

including efficiency, customer experience, and business growth.  
 P3: Employee skills and organizational readiness mediate the relationship be-

tween AI adoption and workforce transformation.  
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 P4: Business size and industry context moderate the relationship between 
workforce transformation and organizational outcomes. 

9. Managerial Implications and Future Research 

The increasing prevalence of AI receptionists brings a number of managerial im-
plications, especially regarding implementation approaches, readiness of the work 
force, and future innovation management. First, a phased implementation strat-
egy is required for small businesses because SMEs have to begin using the tech-
nology through choosing relevant use cases, which involve automation of some 
processes and are followed by further development. This will decrease risks and 
allow managers to understand better what the technology can offer and how it 
meets their business needs (Fan et al., 2026; Le Dinh et al., 2025). It is also vital 
for SMEs to pay special attention to the choice of technology, making sure that it 
is compatible with other systems like CRMs to provide data consistency and in-
crease efficiency of operations (Schönberger, 2023). 

Training and change management emerge as an important element in making 
sure that AI will be successfully implemented. The readiness of the workforce will 
have a direct impact on the results of the implementation process. Many SMEs 
experience problems including employee reluctance, technical knowledge short-
age, and vagueness in the definition of tasks; therefore, change management is 
vital in such cases (Fan et al., 2026). Appropriate ways of doing so may include 
the use of training programs for employees, acquisition of digital and AI skills by 
them, and proper communication regarding the nature of AI as a means of aug-
mentation, not replacement. According to the empirical data, personalized train-
ing programs and active involvement of employees in the process of implementa-
tion of the new system have a significant potential for increasing acceptance and 
reducing technostress. Another important factor in this regard is the involvement 
of leaders in the creation of an innovative atmosphere within the company (Hu et 
al., 2025). 

In terms of future considerations, there are a few research directions and tech-
nological trends that will impact AI receptionist systems. One of the major re-
search directions includes voice-based AI, which enables more human-like and 
real-time interactions, particularly in customer service and reception domains. 
These voice-based systems are currently becoming popular among SMEs due to 
increased convenience and usability, especially when using hands-free or mobile 
devices (Le Dinh et al., 2025; Iyelolu et al., 2024). The other emerging area con-
cerns emotion AI or affective computing that aims at identifying users’ emotional 
state through the use of vocal tone, facial expressions, or textual sentiment analysis 
and overcoming the current limitations associated with a perception of AI as a 
technology that lacks empathy (Castelli et al., 2025). This innovation has great 
potential for improving customers’ experience through more intelligent emo-
tional interaction. Moreover, the trend of moving towards hyper-personalization 
through advanced data analytics and machine learning and generative AI provides 
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opportunities for businesses to provide personalized experiences (Okeke et al., 
2024; Agbo-Adediran et al., 2025). 

It would therefore be important for future research to focus on empirical inves-
tigation of the long-term impact that receptionist AI systems have on organiza-
tional practices and performance, especially in terms of small and medium enter-
prises from different sectors and geographies. In addition, it would be important 
to assess the ethical and societal ramifications of advanced capabilities of AI tech-
nology, including its ability to recognize emotions and make decisions inde-
pendently, as well as the effectiveness of human-computer service delivery collab-
oration models. In summary, it can be said that the combination of management 
strategies and innovation technologies will play an essential role. 

10. Conclusion 

In the current review, the attention is paid to the impact of artificial intelligence 
on changes in the structure of the workforce and organizational performance. In 
particular, special focus is made on the receptionists who use AI systems in small 
businesses. According to the findings, the adoption of AI results in more than 
automation; instead, it affects the reconfiguration of jobs, fosters human-AI team-
work, and creates new skills. According to the literature that has been analyzed, 
the use of AI leads not only to automation but can also cause restructuring of jobs, 
interaction between humans and AI and changes in skills. Nevertheless, there is 
no homogeneous effect on the workforce. AI receptionist systems will enhance 
human work through the automation of some tasks, so people would be able to 
concentrate on high value-added activities, however, they could also decrease la-
bor needs or replace some task-specialists because automation is possible. From 
an organizational perspective, AI receptionist solutions could be used to increase 
efficiency, decrease costs, improve customer satisfaction, and scalability. These 
benefits could help SMEs to become more competitive. On the other hand, issues 
related to distrust, data security, accountability, and decreased human interac-
tions need to be considered. 

From the academic point of view, the paper offers valuable insights into the 
connection between AI adoption and transformation of workforce and organiza-
tional performance as well as mediating and moderating variables in the frame-
work. Practically, the article presents useful guidelines for SME managers about 
how to implement AI and prepare the workforce for such implementation. While 
there are some valuable insights provided, it should be acknowledged that the 
study suffers from the use of secondary data only. As a topic for further research, 
it is possible to consider an empirical validation of the model and examination of 
emerging trends, such as emotion AI, voice technology, and hyper-personaliza-
tion of customers’ interactions with companies. 

Author Contributions 

Shiivaan Chaturvedi: Conceptualization, literature survey, data collection, analy-

https://doi.org/10.4236/ajibm.2026.168047


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 917 American Journal of Industrial and Business Management 
 

sis, and preparation of the original manuscript draft. Sananjay Biswas: Supervi-
sion, critical review and editing, scientific interpretation, and overall guidance of 
the manuscript. As the corresponding author, S.B. was responsible for coordinat-
ing the manuscript submission and communication with the journal. 

Conflicts of Interest 

The authors declare no conflicts of interest regarding the publication of this paper. 

References 
Abiagom, C. N., & Ijomah, T. I. (2024). Enhancing Customer Experience through AI-

Driven Language Processing in Service Interactions. Open Access Research Journal of 
Engineering and Technology, 7, 14-21. https://doi.org/10.53022/oarjet.2024.7.1.0027 

Abrokwah-Larbi, K., & Awuku-Larbi, Y. (2024). The Impact of Artificial Intelligence in 
Marketing on the Performance of Business Organizations: Evidence from SMEs in an 
Emerging Economy. Journal of Entrepreneurship in Emerging Economies, 16, 1090-1117. 
https://doi.org/10.1108/jeee-07-2022-0207 

Adam, M., Wessel, M., & Benlian, A. (2021). AI-Based Chatbots in Customer Service and 
Their Effects on User Compliance. Electronic Markets, 31, 427-445.  
https://doi.org/10.1007/s12525-020-00414-7 

Agbo-Adediran, I., Adeusi, O. C., Bello, A. B., & Afolabi, O. N. (2025). Analyzing the Im-
pact of AI Adoption and ICT Platforms in Improving Customer Engagement of Small 
and Medium-Sized Enterprises (SMEs). Applied Sciences, Computing, and Energy, 2, 
284-298. 

Aish, A., & Noor, N. A. M. (2025). Determining Factors Related to Artificial Intelligence 
Adoption among Small and Medium Size Businesses: A Systematic Literature Review. 
International Journal of Mining Science and Technology, 30, 20-33. 

Al-Amin, M., Ali, M. S., Salam, A., Khan, A., Ali, A., Ullah, A., Alam, M. N., & Chow-
dhury, S. K. (2024). History of Generative Artificial Intelligence (AI) Chatbots: Past, Pre-
sent, and Future Development. arXiv: 2402.05122. 

Ali, F., Sener, G., Petkovic, Z., & Ali, L. (2024). Chatbots as Catalysts for Operational Ex-
cellence in Service Industries. Aledari, 45, 115-158. https://doi.org/10.63355/ytew5916 

Badghish, S., & Soomro, Y. A. (2024). Artificial Intelligence Adoption by SMEs to Achieve 
Sustainable Business Performance: Application of Technology-Organization-Environ-
ment Framework. Sustainability, 16, Article 1864. https://doi.org/10.3390/su16051864 

Bansal, G., Chamola, V., Hussain, A., Guizani, M., & Niyato, D. (2024). Transforming Con-
versations with AI—A Comprehensive Study of ChatGPT. Cognitive Computation, 16, 
2487-2510. https://doi.org/10.1007/s12559-023-10236-2 

Bhagra, L. (2024). The ‘Dark Side’ of Conversational AI: Ethical and Privacy Concerns. 
SSRN Electronic Journal. https://ssrn.com/abstract=5261300  

Blümel, J. H., Zaki, M., & Bohné, T. (2024). Personal Touch in Digital Customer Service: A 
Conceptual Framework of Relational Personalization for Conversational AI. Journal of 
Service Theory and Practice, 34, 33-65. https://doi.org/10.1108/jstp-03-2023-0098 

Bouhia, M., Rajaobelina, L., PromTep, S., Arcand, M., & Ricard, L. (2022). Drivers of Pri-
vacy Concerns When Interacting with a Chatbot in a Customer Service Encounter. In-
ternational Journal of Bank Marketing, 40, 1159-1181.  
https://doi.org/10.1108/ijbm-09-2021-0442 

Callari, T. C., & Lohse, N. (2025). Reframing the Narrative of Workers’ Agency in Industry 

https://doi.org/10.4236/ajibm.2026.168047
https://doi.org/10.53022/oarjet.2024.7.1.0027
https://doi.org/10.1108/jeee-07-2022-0207
https://doi.org/10.1007/s12525-020-00414-7
https://doi.org/10.63355/ytew5916
https://doi.org/10.3390/su16051864
https://doi.org/10.1007/s12559-023-10236-2
https://ssrn.com/abstract=5261300
https://doi.org/10.1108/jstp-03-2023-0098
https://doi.org/10.1108/ijbm-09-2021-0442


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 918 American Journal of Industrial and Business Management 
 

5.0 Manufacturing through Reskilling, Upskilling and Craftsmanship. Journal of Work-
place Learning, 38, 402-419. https://doi.org/10.1108/jwl-05-2025-0154 

Carayannis, E. G., Dumitrescu, R., Falkowski, T., Papamichail, G., & Zota, N. R. (2025). 
Enhancing SME Resilience through Artificial Intelligence and Strategic Foresight: A 
Framework for Sustainable Competitiveness. Technology in Society, 81, Article ID: 
102835. https://doi.org/10.1016/j.techsoc.2025.102835 

Castelli, L., Salvador, A., Sartorato, P., & Olmedo, E. (2025). The AI Revolution in SMEs: 
Intelligent Personalization and Segmentation in Digital Marketing. In S. Ajour El Zein, 
& C. Morillo (Eds.), Business Entrepreneurship and Innovation (pp. 143-156). Springer.  
https://doi.org/10.1007/978-3-032-05730-3_9 

Çeltek, E. (2024). Unmanned Smart Hotel: Applications and Examples. Worldwide Hospi-
tality and Tourism Themes, 16, 611-626. https://doi.org/10.1108/whatt-06-2024-0137 

Challoumis, C. (2024). The Imperative of Skill Development in an AI Revolution. In XIX 
International Scientific Conference (pp. 132-168).  

Chamola, V., Sai, S., Sai, R., Hussain, A., & Sikdar, B. (2024). Generative AI for Consumer 
Electronics: Enhancing User Experience with Cognitive and Semantic Computing. IEEE 
Consumer Electronics Magazine, 14, 10-19. https://doi.org/10.1109/mce.2024.3387049 

Chiddarwar, G., Bhabad, S., & Indalkar, A. (2025). Advancements in Conversational AI: A 
Survey of Chatbots and Voice Assistants. In 2025 1st International Conference on AIML-
Applications for Engineering & Technology (ICAET) (pp. 1-8). IEEE.  
https://doi.org/10.1109/icaet63349.2025.10932324 

D’Costa, C. S. (2025). The Role of AI in the Digital Skill Development of Employees in 
SMEs. Master’s Thesis, University of Vaasa. 

Dhaigude, S. A., & Baishya, K. (2025). The Dark Side of AI Chatbots: Ethics, Privacy and 
Responsible Data Usage in Digital Marketing. In Proceedings of the 1st Engineering Data 
Analytics and Management Conference (EAMCON 2025) (pp. 211-222). Atlantis Press 
International BV. https://doi.org/10.2991/978-94-6463-978-0_19 

Dutta, S. (2024). Chatbot Effectiveness in Enhancing Guest Communication: Insights from 
Secondary Data. Tuijin Jishu/Journal of Propulsion Technology, 45, 2137-2150.  
https://doi.org/10.52783/tjjpt.v45.i04.8497 

Fahad, N., & Hamilton, J. (2024). Advanced AI and Machine Learning Applications in 
SMEs: Enhancing Operational Efficiency and Reducing Risks.  
https://www.researchgate.net/profile/Jenson-
Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Application
s_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13
d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-
Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf   

Fan, M., Soomro, S., Soomro, S., Sohu, J. M., Shah, S. B., & Shaikh, S. N. (2026). The Human 
Side of AI Adoption: Exploring Technostress, Training and Employee Well-Being in 
Manufacturing SMEs. Journal of Manufacturing Technology Management, 37, 273-294.  
https://doi.org/10.1108/jmtm-02-2025-0120 

Giordani, J. (2024). Mitigating Chatbots AI Data Privacy Violations in the Banking Sector: 
A Qualitative Grounded Theory Study. European Journal of Applied Science, Engineer-
ing and Technology, 2, 14-65. https://doi.org/10.59324/ejaset.2024.2(4).02 

Gopalakrishnan, R. (2025). Conversational AI in Customer Service: Transforming User In-
teractions with NLP and Machine Learning. World Journal of Advanced Engineering 
Technology and Sciences, 15, 2785-2791. https://doi.org/10.30574/wjaets.2025.15.2.0834 

Gupta, A. S. (2025). Artificial Intelligence in Commerce: A Holistic Analysis of Opera-

https://doi.org/10.4236/ajibm.2026.168047
https://doi.org/10.1108/jwl-05-2025-0154
https://doi.org/10.1016/j.techsoc.2025.102835
https://doi.org/10.1007/978-3-032-05730-3_9
https://doi.org/10.1108/whatt-06-2024-0137
https://doi.org/10.1109/mce.2024.3387049
https://doi.org/10.1109/icaet63349.2025.10932324
https://doi.org/10.2991/978-94-6463-978-0_19
https://doi.org/10.52783/tjjpt.v45.i04.8497
https://www.researchgate.net/profile/Jenson-Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Applications_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf
https://www.researchgate.net/profile/Jenson-Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Applications_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf
https://www.researchgate.net/profile/Jenson-Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Applications_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf
https://www.researchgate.net/profile/Jenson-Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Applications_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf
https://www.researchgate.net/profile/Jenson-Hamilton/publication/386409957_Advanced_AI_and_Machine_Learning_Applications_in_SMEs_Enhancing_Operational_Efficiency_and_Reducing_Risks/links/675022c13d17281c7df7a92f/Advanced-AI-and-Machine-Learning-Applications-in-SMEs-Enhancing-Operational-Efficiency-and-Reducing-Risks.pdf
https://doi.org/10.1108/jmtm-02-2025-0120
https://doi.org/10.59324/ejaset.2024.2(4).02
https://doi.org/10.30574/wjaets.2025.15.2.0834


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 919 American Journal of Industrial and Business Management 
 

tional, Customer Experience, and Competitive Strategy Transformations among SMEs 
and Emerging Markets. International Journal for Multidisciplinary Research, 7, 1-13.  
https://doi.org/10.36948/ijfmr.2025.v07i05.56071 

Hokmabadi, H., Rezvani, S. M. H. S., & de Matos, C. A. (2024). Business Resilience for 
Small and Medium Enterprises and Startups by Digital Transformation and the Role of 
Marketing Capabilities—A Systematic Review. Systems, 12, Article 220.  
https://doi.org/10.3390/systems12060220 

Hu, C., Mohi Ud Din, Q., & Tahir, A. (2025). Artificial Intelligence Symbolic Leadership 
in Small and Medium-Sized Enterprises: Enhancing Employee Flexibility and Technol-
ogy Adoption. Systems, 13, Article 216.  
https://doi.org/10.3390/systems13040216 

Inavolu, S. M. (2024). Exploring AI-Driven Customer Service: Evolution, Architectures, 
Opportunities, Challenges and Future Directions. International Journal of Engineering 
and Advanced Technology, 13, 156-163. 

Iyelolu, T. V., Agu, E. E., Idemudia, C., & Ijomah, T. I. (2024). Improving Customer En-
gagement and CRM for SMEs with AI Driven Solutions and Future Enhancements. In-
ternational Journal of Engineering Research and Development, 20, 1150-1168. 

Izadi, S., & Forouzanfar, M. (2024). Error Correction and Adaptation in Conversational 
AI: A Review of Techniques and Applications in Chatbots. AI, 5, 803-841.  
https://doi.org/10.3390/ai5020041 

Jain, A., Kakade, K. S., & Vispute, S. A. (2025). The Role of Artificial Intelligence (AI) in 
the Transformation of Small- and Medium-Sized Businesses: Challenges and Opportu-
nities. In S. Dixit, M. Maurya, V. Jain, & G. Subramaniam (Eds.), Artificial Intelligence-
Enabled Businesses: How to Develop Strategies for Innovation (pp. 209-226). Wiley. 

Jampala, R., Kola, D. S., Gummadi, A. N., Bhavanam, M., & Rani Pannerselvam, I. (2024). 
The Evolution of Voice Assistants: From Text-to-Speech to Conversational AI. In 2024 
2nd International Conference on Intelligent Data Communication Technologies and In-
ternet of Things (IDCIoT) (pp. 1332-1338). IEEE.  
https://doi.org/10.1109/idciot59759.2024.10467739 

Jawale, H. (2025). A Review of Generative AI-Driven Chatbots for Modern Customer Ser-
vice Support Systems. International Journal of Core Engineering & Management, 8, 196-
209. 

Kamruzzaman, M., Saha, S., Siddiki, M. S., Mondal, R. S., & Bhuiyan, M. N. A. (2025). 
Applications of Artificial Intelligence in Small and Medium Scale Business. Journal of 
Business and Management Studies, 7, 314-325.  
https://doi.org/10.32996/jbms.2025.7.4.20.21 

Kedi, W. E., Ejimuda, C., Idemudia, C., & Ijomah, T. I. (2024). AI Chatbot Integration in 
SME Marketing Platforms: Improving Customer Interaction and Service Efficiency. In-
ternational Journal of Management & Entrepreneurship Research, 6, 2332-2341.  
https://doi.org/10.51594/ijmer.v6i7.1327 

Le Dinh, T., Vu, M., & Tran, G. T. C. (2025). Artificial Intelligence in SMEs: Enhancing 
Business Functions through Technologies and Applications. Information, 16, Article 
415. https://doi.org/10.3390/info16050415 

Lharti, R. (2026). Value Co-Creation and Modern Artificial Intelligence in the Hospitality 
Sector. In M. Khosrow-Pour (Ed.), Encyclopedia of Modern Artificial Intelligence (pp. 
1828-1855). IGI Global Scientific Publishing. https://doi.org/10.4018/406750 

Lu, X., Wijayaratna, K., Huang, Y., & Qiu, A. (2022). AI-Enabled Opportunities and Trans-
formation Challenges for SMEs in the Post-Pandemic Era: A Review and Research Agenda. 

https://doi.org/10.4236/ajibm.2026.168047
https://doi.org/10.36948/ijfmr.2025.v07i05.56071
https://doi.org/10.3390/systems12060220
https://doi.org/10.3390/systems13040216
https://doi.org/10.3390/ai5020041
https://doi.org/10.1109/idciot59759.2024.10467739
https://doi.org/10.32996/jbms.2025.7.4.20.21
https://doi.org/10.51594/ijmer.v6i7.1327
https://doi.org/10.3390/info16050415
https://doi.org/10.4018/406750


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 920 American Journal of Industrial and Business Management 
 

Frontiers in Public Health, 10, Article 885067.  
https://doi.org/10.3389/fpubh.2022.885067 

Malali, N. (2024). Digital Transformation and IVR-v5 19-9-24-Final Paperback.  
https://www.researchgate.net/profile/Nihar-
Malali/publication/390746818_Digital_Transformation_and_IVR-_v5_19-9-24-
final_Paperback/links/67fc36bf60241d51400bc330/Digital-Transformation-and-IVR-
v5-19-9-24-final-Paperback.pdf  

Marcineková, K., Sujová, A. J., & Ďurica, R. (2025). Implementing AI Chatbots in Cus-
tomer Service Optimization—A Case Study in Micro-Enterprise. Information, 16, Arti-
cle 1078. https://doi.org/10.3390/info16121078 

Mozafari, N., Weiger, W. H., & Hammerschmidt, M. (2022). Trust Me, I’m a Bot—Reper-
cussions of Chatbot Disclosure in Different Service Frontline Settings. Journal of Service 
Management, 33, 221-245. https://doi.org/10.1108/josm-10-2020-0380 

Murtarelli, G., Gregory, A., & Romenti, S. (2021). A Conversation-Based Perspective for 
Shaping Ethical Human-Machine Interactions: The Particular Challenge of Chatbots. 
Journal of Business Research, 129, 927-935. https://doi.org/10.1016/j.jbusres.2020.09.018 

Nwagbala, S. C., Ezeanokwasa, F. N., Nwachukwu, R., Uzodike, N. J., & Nwosu, O. P. (2025). 
AI Adoption and Sustainability of SMES in Africa: Opportunities and Challenges. Inter-
national Journal of Science and Research Archive, 14, 467-475.  
https://doi.org/10.30574/ijsra.2025.14.1.0009 

Okeke, N. I., Alabi, O. A., Igwe, A. N., Ofodile, O. C., & Ewim, C. P. M. (2024). AI-Driven 
Personalization Framework for SMES: Revolutionizing Customer Engagement and Re-
tention. World Journal of Advanced Research and Reviews, 24, 2019-2035.  
https://doi.org/10.30574/wjarr.2024.24.1.3208 

Oldemeyer, L., Jede, A., & Teuteberg, F. (2025). Investigation of Artificial Intelligence in 
SMEs: A Systematic Review of the State of the Art and the Main Implementation Chal-
lenges. Management Review Quarterly, 75, 1185-1227.  
https://doi.org/10.1007/s11301-024-00405-4 

Oliveira, P., Carvalho, J. M. S., & Faria, S. (2025). AI Integration in Organisational Work-
flows: A Case Study on Job Reconfiguration, Efficiency, and Workforce Adaptation. In-
formation, 16, Article 764. https://doi.org/10.3390/info16090764 

Olujimi, P. A., & Ade-Ibijola, A. (2023). NLP Techniques for Automating Responses to 
Customer Queries: A Systematic Review. Discover Artificial Intelligence, 3, Article No. 
20. https://doi.org/10.1007/s44163-023-00065-5 

Oyekunle, D., & Boohene, D. (2024). Digital Transformation Potential: The Role of Artifi-
cial Intelligence in Business. International Journal of Professional Business Review, 9, 
e04499. https://doi.org/10.26668/businessreview/2024.v9i3.4499 

Pathani, A. K., Dasari, A., Chilakapati, V. K., Keshireddy, S. R., Nagumotu, V. T., & Ka-
vuluri, H. V. R. (2026). Transforming Customer Support with AI: Emerging Tools, 
Trends and Their Service Effectiveness. Journal of Contemporary Science and Technol-
ogy Management, 2, 1-12. https://doi.org/10.66592/jcstm.02.01.01 

Qureshi, A. (2023). Evolution of Chatbots: From Simple Bots to Advanced AI Assistants in 
Customer Service and beyond. International Journal of Science, Engineering and Inno-
vative Research, 3, 23-40. 

Sánchez, E., Calderón, R., & Herrera, F. (2025). Artificial Intelligence Adoption in SMEs: 
Survey Based on TOE–DOI Framework, Primary Methodology and Challenges. Applied 
Sciences, 15, Article 6465. https://doi.org/10.3390/app15126465 

Sarwar, B., & Irshad Hashmi, J. (2026). Conversational AI in Customer Support: Revolu-

https://doi.org/10.4236/ajibm.2026.168047
https://doi.org/10.3389/fpubh.2022.885067
https://www.researchgate.net/profile/Nihar-Malali/publication/390746818_Digital_Transformation_and_IVR-_v5_19-9-24-final_Paperback/links/67fc36bf60241d51400bc330/Digital-Transformation-and-IVR-v5-19-9-24-final-Paperback.pdf
https://www.researchgate.net/profile/Nihar-Malali/publication/390746818_Digital_Transformation_and_IVR-_v5_19-9-24-final_Paperback/links/67fc36bf60241d51400bc330/Digital-Transformation-and-IVR-v5-19-9-24-final-Paperback.pdf
https://www.researchgate.net/profile/Nihar-Malali/publication/390746818_Digital_Transformation_and_IVR-_v5_19-9-24-final_Paperback/links/67fc36bf60241d51400bc330/Digital-Transformation-and-IVR-v5-19-9-24-final-Paperback.pdf
https://www.researchgate.net/profile/Nihar-Malali/publication/390746818_Digital_Transformation_and_IVR-_v5_19-9-24-final_Paperback/links/67fc36bf60241d51400bc330/Digital-Transformation-and-IVR-v5-19-9-24-final-Paperback.pdf
https://doi.org/10.3390/info16121078
https://doi.org/10.1108/josm-10-2020-0380
https://doi.org/10.1016/j.jbusres.2020.09.018
https://doi.org/10.30574/ijsra.2025.14.1.0009
https://doi.org/10.30574/wjarr.2024.24.1.3208
https://doi.org/10.1007/s11301-024-00405-4
https://doi.org/10.3390/info16090764
https://doi.org/10.1007/s44163-023-00065-5
https://doi.org/10.26668/businessreview/2024.v9i3.4499
https://doi.org/10.66592/jcstm.02.01.01
https://doi.org/10.3390/app15126465


S. Chaturvedi, S. Biswas 
 

 

DOI: 10.4236/ajibm.2026.168047 921 American Journal of Industrial and Business Management 
 

tion or Risk? AI and Ethics, 6, Article No. 67.  
https://doi.org/10.1007/s43681-025-00893-4 

Schönberger, M. (2023). Artificial Intelligence for Small and Medium-Sized Enterprises: 
Identifying Key Applications and Challenges. Journal of Business Management, 21, 89-
112. https://doi.org/10.32025/jbm23004 

Schwaeke, J., Peters, A., Kanbach, D. K., Kraus, S., & Jones, P. (2025). The New Normal: 
The Status Quo of AI Adoption in SMEs. Journal of Small Business Management, 63, 
1297-1331. https://doi.org/10.1080/00472778.2024.2379999 

Seeger, A. M., & Heinzl, A. (2021). Chatbots Often Fail! Can Anthropomorphic Design 
Mitigate Trust Loss in Conversational Agents for Customer Service? CIS 2021 Research 
Papers. 12. 

Seppänen, S. (2025). Digital Transformation in SMEs: Drivers, Challenges, and the Impact 
of Emerging Technologies on Decision-Making and Management Control. Ph.D. Thesis, 
LUT University. 

Sharma, S., Singh, G., Islam, N., & Dhir, A. (2022). Why Do SMEs Adopt Artificial Intelli-
gence-Based Chatbots? IEEE Transactions on Engineering Management, 71, 1773-1786.  
https://doi.org/10.1109/tem.2022.3203469 

Sharma, V., Singh, S., Vashishth, T. K., Chaudhary, S., Verma, P. K., & Ahamad, S. (2026). 
AI-Driven Smart Room Assistants. In A. Shukla, N. Yadav, R. Chauhan, A. Ghai, & V. 
Verma (Eds.), Robotics in Hotel Services: Housekeeping, Reception, and Concierge Ser-
vices (pp. 153-180). IGI Global Scientific Publishing.  
https://doi.org/10.4018/979-8-3373-6541-1.ch007 

Shrivastava, N., Tewari, P., Sujatha, S., Bogireddy, S. R., Varshney, N., & Sharma, V. (2025). 
Natural Language Processing for Conversational AI: Chatbots and Virtual Assistants. In 
2025 IEEE International Conference on Interdisciplinary Approaches in Technology and 
Management for Social Innovation (IATMSI) (pp. 1-6). IEEE.  
https://doi.org/10.1109/iatmsi64286.2025.10984818 

Shvaikovskaia, E. (2022). Artificial Intelligence for Innovative Service Design and Guest 
Experience: Case: Hotels in Germany. Bachelor Thesis, LAB University of Applied Sci-
ences. 

Uzoka, A., Cadet, E., & Ojukwu, P. U. (2024). Leveraging Ai-Powered Chatbots to Enhance 
Customer Service Efficiency and Future Opportunities in Automated Support. Com-
puter Science & IT Research Journal, 5, 2485-2510.  
https://doi.org/10.51594/csitrj.v5i10.1676 

Yesuf, Y., & Fields, Z. (2025). Artificial Intelligence Adoption as a Driver of Innovation and 
Competitiveness in SMEs: A Bibliometric and Systematic Review. F1000Research, 14, 
Article 1187. https://doi.org/10.12688/f1000research.171494.1 

Youssef, A. B., Dutta, P. K., Doshi, R., & Sajnani, M. (2024). AI, Blockchain, and Metaverse 
in Hospitality and Tourism Industry 4.0: Case Studies and Analysis. CRC Press. 

Yusuf, S. O., Durodola, R. L., Ocran, G., Abubakar, J. E., Echere, A. Z., & Paul-Adeleye, A. 
H. (2024). Challenges and Opportunities in AI and Digital Transformation for SMEs: A 
Cross-Continental Perspective. World Journal of Advanced Research and Reviews, 23, 
668-678. https://doi.org/10.30574/wjarr.2024.23.3.2511 

Zavodna, L. S., Überwimmer, M., & Frankus, E. (2024). Barriers to the Implementation of 
Artificial Intelligence in Small and Medium Sized Enterprises: Pilot Study. Journal of 
Economics and Management, 46, 331-352. https://doi.org/10.22367/jem.2024.46.13 

https://doi.org/10.4236/ajibm.2026.168047
https://doi.org/10.1007/s43681-025-00893-4
https://doi.org/10.32025/jbm23004
https://doi.org/10.1080/00472778.2024.2379999
https://doi.org/10.1109/tem.2022.3203469
https://doi.org/10.4018/979-8-3373-6541-1.ch007
https://doi.org/10.1109/iatmsi64286.2025.10984818
https://doi.org/10.51594/csitrj.v5i10.1676
https://doi.org/10.12688/f1000research.171494.1
https://doi.org/10.30574/wjarr.2024.23.3.2511
https://doi.org/10.22367/jem.2024.46.13

	Workforce Transformation in the Age of AI: A Review of AI Receptionist Systems and Organizational Impacts in SMEs
	Abstract
	Keywords
	1. Introduction
	2. AI in Customer Interaction and Reception Systems 
	3. AI Adoption in Small Businesses
	4. AI Receptionist Systems: Functional and Operational Dimensions 
	5. Workforce Transformation in Small Businesses
	6. Organizational Impacts of AI Reception Systems
	7. Challenges and Ethical Considerations 
	8. Synthesis and Conceptual Framework
	9. Managerial Implications and Future Research
	10. Conclusion
	Author Contributions
	Conflicts of Interest
	References

