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Introduction
Background
The past industrial revolutions have significantly reshaped the world through economic transformations, social changes, urbanisation, environmental impact, and global influences. Central to the revolutions have been advancements in technology, which were key to the mechanisation of production in the first industrial revolution (1760s–1840s), mass production in the second industrial revolution (1870–1914), and digital developments such as computers and transistors in the third industrial revolution (1960s–1980). Similarly, today, the fourth industrial revolution is increasingly being characterised by the integration of innovative technologies such as the Internet of Things, artificial intelligence, and automation (Oosthuizen, 2022). The continued implementation of these technologies is significantly disrupting conventional business models, changing the production process, and shaping consumer expectations through increased consciousness of value generation (Bock et al., 2020). Against this background, the proposed study aims to focus on the ongoing integration of artificial intelligence (AI) technology in the business environment and assess the impact of these technologies in different aspects of business operations, including production, marketing, and supply chain management. 
Research Rationale
A preliminary literature review indicates that contemporary businesses are increasingly leveraging AI technology to automate repetitive manual tasks such as inputting data, analyse vast amounts of raw data on a real-time basis for effective decision-making, and to generate content such as marketing graphics and videos (Allioui and Mourdi, 2023). However, despite the heightened adoption of AI technologies in different business processes, there is a lack of understanding of the impact of these technologies on businesses. This gap in the current literature hinders organisations from fully capitalising on AI’s potential benefits while mitigating potential risks. In addition, the current studies, such as Allioui and Mourdi’s (2023) and Mishra and Tripathi’s (2021) studies, focus on the impact of AI applications in general business environments without focusing on any specific sector. As such, there are limited insights into the impact of AI technologies in specific industries, such as the retail sector, which would help identify the AI technology opportunities and challenges specific to that sector. Another gap in the literature is the scarcity of longitudinal studies that track the evolution of AI impact over time. Most existing research provides snapshots of AI implementation at specific points, neglecting the dynamic nature of technology adoption and its long-term effects on business operations. Without longitudinal studies, business practitioners may miss critical insights into the long-term effects of AI adoption, hindering their ability to make well-informed decisions regarding the integration of these technologies.
Research objectives and questions
[bookmark: _GoBack]In light of the heightened adoption of AI technologies in business operations and the existing literature gaps, the proposed study will explore the impact of artificial intelligence (AI) on business operations, focusing on a case study of Ocado Group plc. Through an examination of Ocado Group plc, a leading online grocery retailer known for its innovative use of technology (Clarke, 2018), the dissertation will explore how AI implementation, such as robotics, machine learning, and natural language processing, has influenced key business areas such as supply chain management, customer service, and decision-making processes. In the context of this study, AI refers to the application of intelligent technologies that enable machines to learn, reason, and make decisions to automate and improve various aspects of their business operations (Hassani et al., 2020). By analysing both primary and secondary data on Ocado’s strategies, challenges, and outcomes related to AI adoption, the research will provide insights into the opportunities and challenges associated with leveraging AI in modern business operations. Below is a summary of the research objectives and questions that will guide the proposed study.
i. To investigate the impact of artificial intelligence (AI) on business operations, customer experience, and overall business performance with a specific focus on Ocado Group plc as a case study
ii. To explore the challenges and opportunities associated with AI integration in business operations, including issues related to data privacy, ethical considerations, and workforce dynamics.
In line with the above objectives, the study seeks to answer the following questions:
1. Which AI-driven technologies are deployed by retail companies such as Ocado Group plc?
2. What kind of impact does AI have on operational processes, customer service standards, and overall business performance where it has been implemented?
3. What challenges and opportunities are posed by the integration of AI technologies in business operations?
4. What do we learn from it, and what kind of recommendations can be made?
The Significance of the Study
Among the key significance of the study will be its contribution to the growing body of knowledge on the impact of AI in business operations. AI technologies such as machine learning, natural language processing, and robotics are quickly evolving, and businesses are swiftly embracing and integrating them into key processes such as marketing, with the aim of becoming fast movers and gaining a competitive edge (Allioui and Mourdi,  2023). As such, it’s important for research to keep pace with these trends by exploring the impact of these technologies and strategies that businesses can ideally adopt for effective integration of the technologies while lowering the risks involved. By highlighting both the benefits and challenges of AI integration, the proposed research will encourage responsible AI development and implementation that prioritises ethical and sustainable considerations alongside technological advancement. Besides, the lessons learned from Ocado’s case study will be valuable for other companies in the retail sector or those considering AI integration.
Literature Review
Allioui and Mourdi (2023) are among the scholars who have recently explored the heightened integration of AI technologies in business operations. Allioui and Mourdi (2023) explore the potential of AI in transforming businesses, particularly from a managerial perspective. The study explores AI capabilities such as predictive analytics, automation, chatbots, machine learning, augmented reality, and natural language processing. Among the key findings of the Allioui and Mourdi (2023) study is that AI technology integration in businesses offers a multitude of benefits, ranging from saving time and costs through the automation of repetitive tasks, effective decision-making through predictive analytics that enable the analysis of vast amounts of data on a real-time basis, and enhanced customer experiences, for instance, through chat bots’ customer support. Similarly, a study by Dash et al. (2019) explored the transformative impact of artificial intelligence (AI) across various business areas, including those focused on value creation. Dash et al.’s (2019) study shows that AI-driven predictive analysis can achieve almost 100% accuracy in predicting customer demand, optimise R&D processes, enhance manufacturing efficiency, and improve customer experience. As such, Dash et al.’s (2019) study emphasises key areas of value creation enabled by AI, including accurate demand forecasting, optimisation of production processes, and ’ smart’ promotion and pricing strategies. However, Allioui and Mourdi (2023) underline the importance of addressing potential challenges and ethical concerns with the integration of AI in business processes, including data privacy, biases, and displacement of employment.
[bookmark: _Toc158597269]Research Methodology
[bookmark: _Toc158597270]Research Philosophy
The proposed study will be guided by the interpretivism research philosophy, which focuses on examining and understanding social phenomena through subjective interpretation and context (Nickerson, 2024). The philosophy’s emphasis on understanding the meaning and context of a phenomenon (Nickerson, 2024) aligns well with the research objectives of exploring the impact of AI on Ocado’s business operations from the company and its stakeholders’ perspectives. The involvement of experts involved in the implementation of AI technologies in business operations will offer insights into the lived experiences, perspectives, and opinions on the integration of AI in business operations. As noted by Nickerson (2024), the interpretivism research philosophy emphasises qualitative data collection methods such as interviews, observations, and document analysis to explore meanings, experiences, and perspectives.
Research Design
In light of the interpretivism research philosophy, the proposed study will leverage a qualitative research design. The researcher will conduct a case study analysis and semi-structured interviews targeting key personnel at Ocado Group plc. As suggested by Kalu and Bwalya (2017), the qualitative research design will offer an in-depth exploration of the implementation, challenges, and impacts of AI technologies in business operations. This is in line with the observation that qualitative research design allows researchers to obtain deeper insights into the subject by exploring participants’ experiences, motivations, and opinions (Kalu and Bwalya, 2017). Besides, the qualitative research design offers researchers flexibility and adaptability, allowing them to adapt their approaches to explore unexpected findings.
Research approach
The research approach refers to the overall strategy or plan that will guide how a researcher conducts a study (Creswell, 2017). In this case, the research approach entails two key areas, including a systematic review of the company’s publications and conducting semi-structured interviews targeting key personnel at Ocado Group Plc, including managers, IT experts, and employees involved in AI projects. The research will begin by systematically analysing relevant documents, reports, publications, and internal data from Ocado Group plc to gain insights into AI strategies, implementations, challenges, and outcomes. The secondary data will provide the much-needed background information on the implementation of various AI technologies at Ocado Group. On the other hand, conducting semi-structured interviews with key personnel at Ocado Group plc, including managers, employees engaged in AI projects, and IT specialists, will complete the findings from the reviewed publications by providing a valuable opportunity to capture diverse expert perspectives and experiences regarding the utilisation of AI technologies. Unlike secondary data, which may have a time lag or limited scope, primary data will provide real-time and up-to-date information (Rabianski, 2003). This is particularly important when studying dynamic phenomena like AI adoption, which is likely to undergo quick changes in line with advances in technology and shifts in business goals and resources. Therefore,  the integration of primary data allows the researcher to capture the current state of affairs and trends within Ocado Group plc.
Data Collection Process
The data collection process will entail various phases, starting with literature or document analysis. The researcher will gather relevant documents, reports, publications, and internal data from Ocado Group plc related to AI strategies, implementation plans, performance metrics, and case studies. On the other hand, to collect the primary data, the researcher will begin by identifying potential research participants, including key personnel at Ocado Group plc involved in AI projects, such as managers, IT experts, and employees working directly with AI technologies. The researcher will then contact these individuals and discuss with them the aim of the study and its significance, with the goal of persuading them to participate in the study. Once the participants have been identified, the researcher will conduct semi-structured interviews with these individuals using open-ended questions, which offer a multitude of benefits compared to close-ended questions that simply provide a set of answer choices (Adams, 2015). The interviews will be conducted in person, over the phone, or through video conferencing, depending on the participants’ availability and preferences. In addition, the interviews will be recorded with the participant’s consent to ensure that no important information will be missed during the data analysis process.
Data Analysis
The analysis of the collected data will mainly take the form of thematic and content analysis. The data analysis will begin with reviewing and summarising relevant secondary sources such as academic articles, industry reports, news articles, and case studies related to AI in business operations and the retail sector. The review will identify key themes, topics, and patterns within the secondary data that are relevant to the research objectives. Similarly, the recorded responses from the semi-structured interviews will be reviewed to identify key topics and themes. To accurately identify key themes in the primary data, the researcher will familiarise himself with the interview data by reading through the transcripts multiple times to gain a deep understanding of the content. Following the guide by Caulfield (2019), the researcher will then develop a coding framework to categorise both the primary and secondary data using a descriptive and inductive approach, allowing themes and topics to emerge from the data rather than imposing preconceived categories. The code will later be analysed to identify trends, commonalities, discrepancies, and emerging insights related to the impact of AI on business operations at the Ocado organisation and the retail sector at large.
Ethical considerations 
Through the study processes, ranging from the literature review to the data collection and analysis, the researcher will follow numerous research ethics principles. Among these principles is informed consent, which as explained by Steinke (2004), involves providing the targeted research participants with a clear explanation of the research objectives, data collection methods, how the data will be used, and their rights as participants. As such, the researcher will obtain informed consent from all interview participants before conducting the interviews. Through this process, the researcher will also explain how the researchers’ anonymity and confidentiality will be maintained throughout the study. In line with the guidelines by Bell and Waters (2018), the respondents’ confidentiality and anonymity will be ensured by not using their real names or any other identifiable information in writing the dissertations. Besides, the interview recordings will be stored securely and will later be destroyed after the completion of the study to maintain confidentiality (Bell and Waters, 2018). The participants will also be provided with the freedom to ask questions and withdraw from the study at any point. Before undertaking the study, the researcher will seek approval of the research proposal from the university, which is critical in ensuring that the study conforms to the institutional policies regarding the collection and analysis of data, particularly the primary data.
Timeline
The Gantt Chart below illustrates the timeline for the key milestones of the proposed study, showing the time allocated for each activity and the interdependence between the different tasks.
[image: ]
[image: ]
Figure 1: Dissertation Timeline
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