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Abstract
Examines the role of Artificial Intelligence (AI) in
transforming retail
Focuses on customer experience and operational
efficiency
Uses a Systematic Literature Review (SLR) to analyse recent
academic research
Identifies key applications, benefits, and challenges of AI
adoption
Findings show AI improves personalisation, efficiency, and
decision-making
Highlights ethical concerns including data privacy and
algorithmic bias
Provides recommendations for effective and responsible AI
implementation

LITERATURE REVIEW
AI enhances customer experience through personalisation
Recommendation systems improve engagement and
satisfaction
Chatbots and virtual assistants increase service efficiency
AI supports predictive analytics and customer behaviour
insights
Operational benefits include inventory optimisation and
forecasting
Data-driven decision-making improves organisational
performance
Key concerns include:
Data privacy risks
Algorithmic bias
Lack of transparency

Results (Key Findings)
Customer Experience:

AI enables personalised recommendations
Improves customer engagement and satisfaction
Chatbots provide instant support and availability
Omnichannel integration enhances convenience
Over-personalisation may reduce trust

Operational Efficiency:
Improves demand forecasting accuracy
Enhances inventory management
Supports faster, data-driven decisions
Automation reduces manual errors
Increases overall productivity

Ethical Challenges:
Data privacy concerns affect customer trust
Algorithmic bias can create unfair outcomes
Lack of transparency in AI decision-making
Potential job displacement due to automation

Methodology
Systematic Literature Review (SLR) used
PRISMA framework ensures structured and transparent
process
Databases:
Google Scholar
Scopus
ScienceDirect
Timeframe: 2020–2025
Initial sources identified: ~150
Final studies included: 40 peer-reviewed articles
Inclusion/exclusion criteria applied for quality and
relevance
Thematic analysis used to identify key research themes:
Customer experience
Operational efficiency
Ethical challenges

Introduction
Retail sector is rapidly evolving due to AI integration
AI enables data-driven insights and automation
Enhances both customer-facing and operational
processes
Shift from traditional retail to digital ecosystems
Creates opportunities but also introduces ethical and
implementation challenges

Research aim
To examine how AI impacts customer experience and
operational efficiency

Research questions
How does AI enhance customer experience?
What is the impact of AI on operational efficiency?
What challenges and ethical issues arise from AI
adoption?

Discussion
AI provides significant benefits but is not
automatically effective
Success depends on
Consumer trust
Data quality
Ethical implementation
Human-AI balance is essential for customer
satisfaction
Smaller retailers face barriers such as cost
and complexity
Ethical issues must be addressed to ensure
long-term success

CONCLUSION
AI significantly enhances
retail performance
Improves both customer
experience and operational
efficiency
Requires responsible and
ethical implementation
Organisations must balance
automation with human
interaction
Long-term success
depends on trust, strategy,
and continuous evaluationHuang & Rust (2021) Grewal et al. (2021) Martin et al. (2020)   Marinagi et al. (2023)
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