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1. Introduction and Business Problem
Artificial intelligence (AI) is increasingly used in business to process information, respond to customers and complete routine tasks. In customer service, AI tools can suggest responses and help employees handle enquiries. However, their effects on employee job satisfaction remain uncertain.
This proposal focuses on a hypothetical medium-sized UK customer service organisation, Company A, which has introduced AI-supported tools for customer enquiries and administrative tasks. Management expects productivity to improve but does not know how employees experience the technology.
The central problem is that improved productivity does not necessarily mean improved employee wellbeing. Employees may resolve enquiries faster but experience greater pressure, less control over their work or concerns about job security. Alternatively, AI may reduce repetitive tasks and let employees focus on complex customer problems.
Brynjolfsson, Li and Raymond (2025) studied AI assistance among 5,172 customer-support agents and reported an average productivity increase of approximately 15%, measured by customer issues resolved per hour. Benefits varied, with less experienced and lower-skilled workers gaining more. However, these findings come from a particular organisation and AI system, so they cannot automatically be applied to Company A. Higher productivity also does not necessarily mean greater job satisfaction.
This research will examine the relationship between AI use, perceived productivity and job satisfaction, considering training, management support and job security concerns. The findings could help Company A introduce AI while supporting employee wellbeing.

2. Research Aim, Objectives and Questions
2.1 Research aim
To investigate the relationship between AI adoption, employee productivity and job satisfaction in a medium-sized UK customer service organisation, and identify management practices that may support effective implementation.
2.2 Research objectives
1. Measure employees’ AI use and perceptions of its effects on efficiency, workload and service quality.
2. Assess the relationship between reported AI use and job satisfaction through a staff survey.
3. Compare employee experiences according to training, management support and job security concerns.
4. Develop recommendations using survey findings, interviews and available operational data.
2.3 Research questions
1. How do employees perceive the relationship between AI use, productivity and work quality?
2. What relationship exists between AI use and job satisfaction?
3. How do training, management support and job security concerns relate to employees’ experiences?
4. What practical actions could Company A take to support productivity and employee wellbeing?
The study will investigate relationships rather than assume that AI causes particular outcomes.
3. Critical Literature Review
3.1 AI adoption and employee productivity
AI may help customer service employees find information, prepare responses and complete repetitive tasks, potentially reducing costs and waiting times. However, speed alone does not indicate good performance; accuracy, resolution and customer experience also matter.
Brynjolfsson and McAfee (2014) explain how technology changes business processes. However, broad arguments about technological progress cannot show whether a specific AI system will benefit every organisation.
Brynjolfsson, Li and Raymond (2025) found an average productivity increase of approximately 15% in customer support, with larger gains for less experienced and lower-skilled employees. Company A may differ in its customers, processes and staff, so the same improvement cannot be assumed. This research will consider perceived efficiency and available response times, resolution rates and quality scores.
3.2 AI adoption and job satisfaction
Job satisfaction concerns employees’ attitudes towards their jobs and working conditions. Robbins and Judge (2019) explain that workplace experiences and organisational conditions influence employee attitudes and behaviour. AI may improve satisfaction by reducing repetitive tasks and allowing more meaningful work. However, satisfaction may fall if employees feel monitored, face higher targets or fear job loss.
Issues resolved per hour, as measured by Brynjolfsson, Li and Raymond (2025), is not a direct measure of job satisfaction. Employees may become more productive without becoming more satisfied, so Company A’s study will measure these outcomes separately.
3.3 Technological change, training and job security
Susskind (2020) discusses how automation may change employment and the future of work, helping explain why employees may see AI as both an opportunity and a threat. Training may help employees use AI appropriately, recognise inaccurate outputs and understand when human judgement is needed. Without sufficient support, employees may spend extra time correcting errors or rely too heavily on AI-generated suggestions.
Brynjolfsson, Li and Raymond (2025) found that less experienced employees gained more from AI assistance. However, this does not prove that every system develops employee skills; outcomes may depend on the task and training. Company A should examine employees’ preparedness and job security concerns.
3.4 Management support and psychological safety
Clear communication and training may help employees understand AI implementation, while poor communication can reduce trust. Edmondson (2018) describes psychological safety as employees’ ability to ask questions and report mistakes without fear. This matters when staff need to flag inaccurate AI suggestions, although support cannot eliminate system errors or poor task fit.
3.5 Research gap and conceptual framework
Existing literature does not establish how AI use relates to productivity and job satisfaction in Company A’s context. Brynjolfsson, Li and Raymond (2025) provide relevant customer-support evidence, but their findings concern one organisation. This study will examine the outcomes and workplace factors together. Its framework includes:
· Explanatory factors: frequency of AI use and perceived usefulness.
· Main outcomes: perceived productivity and job satisfaction.
· Additional factors: training, management support and job security concerns.
· Contextual factors: employee role, length of service and type of customer enquiry.
AI use may be associated with productivity and satisfaction; training and management support may relate to more positive experiences, while job security concerns may relate to less positive experiences. These are propositions to test, not assumed conclusions.
4. Research Methodology and Design
4.1 Research philosophy and approach
A pragmatic philosophy suits this practical business problem. Mixed methods will combine survey data with interviews. The approach will mainly be deductive, using the conceptual framework to guide analysis while allowing interviews to reveal unexpected issues (Saunders, Lewis and Thornhill, 2019).
4.2 Research strategy and sampling
A single-case study of Company A will be used. Subject to workforce size and access, the target is 60–100 survey respondents and 8–12 interview participants. The survey will aim to include different roles, levels of AI use and lengths of service. Stratified sampling may improve representation across employee groups, while interviewees will be selected purposively to capture varied experiences.
These targets are provisional and depend on workforce size and management approval. Actual participation will be reported, and findings interpreted cautiously. The study will identify patterns within Company A, not represent all UK customer service employees.
4.3 Data collection
Three sources of evidence will be considered.
Employee survey: A questionnaire will cover AI-use frequency, usefulness, productivity, job satisfaction, training, management support and job security concerns. Most questions will use a five-point agreement scale. A small pilot will identify unclear wording before distribution.
Semi-structured interviews: Around 8–12 interviews will explore how AI changes daily tasks, what employees find helpful or difficult, and whether they feel supported. Interviews will allow fuller explanations than fixed survey questions.
Operational data: If access is approved, anonymised response times, resolution rates and quality scores will be examined. Consistent before-and-after measures may provide context, but changes cannot automatically be attributed to AI because customer demand, workload and management decisions may also affect performance.
Permission and ethics approval will be obtained before data collection. Combining sources allows employee perceptions to be compared with operational evidence (Adams et al., 2007; Crowther and Lancaster, 2009).
4.4 Data analysis
Survey responses will be summarised using frequencies, percentages and averages where appropriate. The researcher will examine associations between reported AI use, perceived productivity and job satisfaction. If sample size and data quality are suitable, Pearson correlation may be used when its assumptions are met; otherwise, Spearman’s rank correlation may be more appropriate. Correlation will not be treated as proof of causation.
Interview data will be analysed thematically: transcripts will be reviewed, recurring ideas coded and related codes grouped into themes. Possible themes include reduced repetitive work, performance pressure, training needs, job security and trust in AI.
Survey, interview and available operational findings will then be compared. Interviews may help explain survey patterns, and contradictory findings will also be reported. If operational data are unavailable, this limitation will be acknowledged.
4.5 Reliability, validity and ethics
The questionnaire will be piloted for clarity and consistency. Documenting interview coding will improve transparency, while comparing sources can show where findings agree or differ.
Limitations include differences between perceived and actual productivity, reluctance to answer honestly, and the inability of a one-time survey to establish causation or change over time. A single case also limits generalisability. Anonymous responses, secure data handling and cautious interpretation will help address these issues.
Participation will be voluntary and based on informed consent. Responses will be anonymised or pseudonymised, stored securely and accessed only by authorised people. The study will follow university ethics requirements and relevant data protection law, including the UK GDPR and Data Protection Act 2018. Because job security is sensitive, managers will not receive identifiable individual responses, and participation must not affect performance reviews.
5. Business Relevance and Practical Implications
The research could help Company A make better decisions about AI. If employees report that AI saves time but increases pressure, management could review workload targets and ensure speed does not undermine service quality. If training gaps emerge, the company could provide practical guidance on checking AI-generated responses.
If job security concerns are common, managers could communicate more clearly about changing roles and available support. Involving employees in reviewing AI tools may also help identify problems early.
The findings could support a balanced performance dashboard covering response times, resolution quality, customer outcomes and employee feedback, rather than only the number of enquiries handled. Recommendations will be based on evidence rather than assuming AI is automatically beneficial. Overall, combining employee feedback with operational evidence can help managers make more balanced decisions while recognising research ethics, data quality and the limitations of the findings.
6. Project timeframe and Gantt chart
The research is planned over 12 weeks. The first stage will involve confirming the research question, reviewing relevant literature and obtaining permission from Company A. Ethical approval and organisational permission must be secured before recruiting participants or collecting data. The following stages cover data collection, analysis and preparation of the final report.
Table 1. Proposed 12-week research schedule
	Research activity
	1–2
	3
	4
	5–6
	7–8
	9–10
	11
	12

	Define research problem and objectives
	●
	
	
	
	
	
	
	

	Literature review
	●
	●
	
	
	
	
	
	

	Obtain organisational permission and ethical approval
	●
	●
	●
	
	
	
	
	

	Design and pilot research instruments
	
	●
	●
	
	
	
	
	

	Recruit participants and collect data
	
	
	
	●
	
	
	
	

	Analyse survey and interview data
	
	
	
	
	●
	●
	
	

	Interpret findings and develop recommendations
	
	
	
	
	
	●
	●
	

	Write, edit and submit final report
	
	
	
	
	
	
	●
	●


The schedule provides time for both quantitative and qualitative data collection and analysis. Some activities may overlap to keep the project within the 12-week period. However, delays in receiving organisational permission or recruiting employees could affect the timetable. If this happens, the researcher will prioritise the core research questions and discuss any necessary adjustments with the project supervisor. Data collection will not begin until the required permissions and ethical safeguards are in place.
7. Conclusion
This proposal examines the relationship between AI adoption, employee productivity and job satisfaction in a medium-sized UK customer service organisation. Existing research suggests that AI assistance can improve customer-support productivity, but benefits may vary between employees and cannot automatically be assumed in every workplace.
A mixed-methods case study using surveys, interviews and available organisational data is proposed. This approach should provide a more balanced understanding than relying on performance figures or employee opinions alone. The research will investigate relationships and experiences rather than claim to prove that AI directly causes changes in productivity or satisfaction.
The practical value is to help Company A identify the benefits employees experience and the support they need. By considering productivity, work quality and job satisfaction together, the organisation may be better placed to introduce AI responsibly. Findings will remain limited by the sample, single-organisation setting and availability of performance data. These limitations will be acknowledged when conclusions and recommendations are developed.
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