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Abstract

This study aimed to explore the role of artificial intelligence (AI) in improving
supplier performance in call centers at Mobily Company. The study employed a descriptive-
analytical methodology. The study sample consisted of 180 employees working at Mobily
Company. A questionnaire was used as the primary tool for data collection .The results
indicated that the level of Al application in Mobily’s call centers was high, with an overall
mean of 4.04 and an agreement level of “Agree,” and a standard deviation of 1.08. This
demonstrates a high level of Al implementation in the call centers from the perspective of
the employees. Similarly, the level of supplier performance improvement in the call centers
was also high, with an overall mean of 4.06, an agreement level of “Agree,” and a standard
deviation of 1.11, indicating a significant enhancement in supplier performance from the
employees’ perspective .Furthermore, the study revealed a strong positive effect of Al on
improving supplier performance in the call centers, statistically significant at the 0.05 level.
No statistically significant differences were found between male and female respondents
regarding the role of Al in improving supplier performance.

Keywords: Role of Artificial Intelligence — Supplier Performance — Call Centers —
Mobily Company .
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