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Abstract 
Customer service and business operations have significantly changed as a result of the introduction of artificial intelligence in the 

mobile telecoms industry. The purpose of this study is to investigate how customers perceive artificial intelligence. The primary 

connection between artificial intelligence technologies and their effects on consumer satisfaction is established by using the 

secondary research approach, which involves reviewing current literature. The results demonstrate how artificial intelligence 

improves customer service effectiveness and personalisation, which in turn influences consumer perception. The purpose of this 

study is to emphasise how crucial it is to strike a balance between ethical concerns and artificial intelligence in order to guarantee 

client loyalty. 
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Introduction 
The rapid growth of AI has evidently restructured the service delivery across different sectors, especially in the mobile 

telecommunication sector. Telecom companies are rapidly embracing AI-powered services like chatbots, virtual assistants, and 

predictive analytics to increase operational efficiency and improve customer experience. These technologies help in faster response 

times, customised services, and round-the-clock customer assistance. Thus, it is restructuring how customers communicate with the 

service providers. As competition grows in the telecom industry, it supports the positive view of customers and promotes long term 

loyalty which have become the pivotal criteria for the long term loyalty for the company’s success.  

 

 
Figure 1: AI in telecom industry 

(Source: https://www.linkedin.com/pulse/revolutionizing-telecommunications-impact-ai-seth-gaul-qrbcc) 

 

The perception of customers plays a significant role in determining how every single customer analyzes the AI-powered services, 

impacting their satisfaction level. AI provides convenience and efficacy, but an awareness rises about the privacy and absence of 

human interactions. Dependency on the system can impact the behaviour of the customers. Simultaneously, these views have effects 

on customer loyalty, which is important for customer retention and maintaining profit margin in the telecom industry.  
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The aim of the study is to discover the effect of AI-powered services on customers' views and loyalty in the context of mobile 

telecommunication.  

 

Literature review  
AI-generated services in Telecommunication. 

AI-enabled chatbots have become important to increase the experience of customers in the telecom sector by offering 24/7 availability. 

It offers instant responses to the customer's queries, like billing and troubleshooting. A significant aspect of this process is 

customisation, which is obtained via Natural Language Processing or NLP and machine learning, which helps the chatbots to choose 

the responses according to the preferences of customers and earlier interactions.  This approach enhances the engagement of 

customers, their satisfaction, and trust, and also enhances brand loyalty (Amerdoul, 2026).  

 
Figure 2: AI generated services in Telecom 

 

(Source: https://masterofcode.com/blog/generative-ai-chatbot-in-telecom-success-stories-and-potential-use-cases) 

The implementation of sentiment analysis helps the chatbots to identify and react according to the emotions of the customers, which 

provides empathetic and contextual responses that build an emotional connection. The multilingual capacity of AI chatbots increases 

accessibility by mitigating language barriers and supporting international customers. AI chatbots can enhance efficiency and offer 

personalized services, and also play a significant role in increasing customer satisfaction, trust, and long-term faith in the telecom 

industry.  

 

Application of AI in the telecom sector 

AI is shifting the telecommunication sector by combining network infrastructure and customer-oriented systems. Telecom operators 

are transforming from using AI optimisation to AI-enabled business models. AI is extensively implemented in the important segments 

like Radio Access Networks (RAN), Core Networks, OSS/BSS systems, CX, and Revenue Assurance. In RAN, AI helps in real-time 

optimization, which enhances the efficiency and decreases operational costs. For example, if resource gain is 30%, the cost reduction 

will be 20%. In the case of core networks, AI helps in anomaly detection, predictive maintenance, and SLA management. OSS/BSS 

processes take benefits from automation with churn prediction, dynamic pricing, and fraud detection (Garg et al., 2023).  
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Figure 3: AI in the telecom sector 

(Source: https://www.solulab.com/generative-ai-in-telecom-industry/) 

 

AI also increases CX via chatbots, customised service and predictive engagement which also decreases the service time and also 

improves the satisfaction. In addition to that AI also helps in detection of fraud with the help of real time anomaly identification. But 

several challenges are there like absence of explainability, regulatory concerns and limitations in set up which also needs advanced 

system and compliance mechanisms.  

 

Customer loyalty in the Telecom sector 

In the telecommunication industry, customer loyalty is rapidly influenced by the combination of AI-powered CRM systems at the 

time of Industry 4. Telecom industries are using AI-powered CRM to increase the engagement of customers, their satisfaction, and 

customer retention with the help of personalised and data-driven interactions. Tools like virtual chatbots, customer voice management, 

and sales analytics-driven companies help get the idea of customers’ behaviour, responses according to their requirement in real time, 

and offering tailored services. All these systems also help in the prevention of churn by finding out the dissatisfying factors of 

customers and providing proactive solutions.  

 

 
Figure 4: AI and Customer satisfaction 

(Source: https://masterofcode.com/blog/generative-ai-chatbot-in-telecom-success-stories-and-potential-use-cases) 
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AI-powered CRM improves service efficiency, decreases human error, and assures consistency in communication throughout different 

channels, which enhances customer trust. Additional characteristics like automated marketing, predictive sales strategies, and 

omnichannel communication support the companies to maintain long-lasting relationships (Garg et al., 2023). By meeting the 

customer’s expectations and offering seamless and customised experiences, telecom companies can positively increase customer 

loyalty and survive the competitive market.  

 

Relationship between AI and customer perception 

The relationship between AI and customer perception in the telecom sector is impacted by the ethical considerations, trust and privacy 

awareness. Ethical AI is featured by the authenticity, accountability, and transparency which play an important role in framing a 

positive view of customers by decreasing bias and increasing the confidence in embracing AI driven services. Transparency in AI 

systems reduces skepticism and increases the acceptance of the customers. Lack of interpretation can badly affect the trust, 

significantly in the data driven telecom environment.. 

 

Privacy concern is still a major feature that impacts the perception, as constant data collection and surveillance-like characteristics 

enhance the risks. According to several studies, 70-80% of customers have expressed their concern regarding data privacy, which 

decreases trust and hinders the adoption of AI (Rahman, 2025). Trust plays the role of mediator where authentic AI systems enhance 

the confidence of customers and their engagement. 

 

Theoretical Framework 
Technological Acceptance Model 

The Technology Acceptance Model states how customers embrace AI-powered services in the telecommunications sector via two key 

features: perceived usefulness and perceived ease of use. According to the context, customers willingly accept AI technologies like 

chatbots and other digital services when they recognise them as impactful service quality, efficiency, and convenience. In addition, 

ease of use is like a simple interface and offers quick response to the services, decreases efforts, and also raises the satisfaction level 

of customers.  

 

According to Nang 2024, a strong and positive relationship is noticed between technology acceptance and user satisfaction, which 

implies that increasing acceptance always leads to a greater level of satisfaction and constant usage (Nang, 2024). Factors like network 

quality, availability of services, and cost impact the decision of acceptance. Hence, TAM focuses on the introduction and adoption of 

AI in the telecom sector, which completely relies on offering effective, user-friendly, reliable services that increase customer 

perspective and loyalty. 

 

UTAUT Model 

The Unified Theory of Acceptance and Use of Technology states how customers embrace and use new technologies by depending on 

four important factors: performance expectancy, effort expectancy, social influence, and facilitating conditions. Performance 

expectancy means that technology enhances the efficiency and results, whereas effort expectancy emphasises ease of use. Social 

influence signifies how others impact the decision of customers, and facilitating conditions are related to the existing support and 

resources. All these factors comprehensively frame the behavioural perception of users and adoption of technology (Sanusi and 

Mauritsius, 2023). According to the context of telecom, the UTAUT model shows that users are willing to adopt AI-enabled services 

when they find them impactful, easy to handle, and socially connected and well supported. 

Figure 5: Theories and Models 

(Source: Self-created) 
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SERVQUAL Model 

The SERVQUAL model explains the service quality on five significant dimensions like reliability, responsiveness, assurance, 

empathy and tangibles which are significant in the telecom industry. According to the context of AI enabled services, dependency 

signifies the consistency and correct delivery of the services whereas responsiveness focuses on the resolution of quick issues via 

chatbots and automation.  Assurance is connected with the trust of customers in AI systems evidently on data security and authenticity. 

Empathy is increased via customised and emotion centric communication (Hasibuan, 2024).  Tangibles means the digital interfaces 

and services. As a whole SERVQUAL supports in accessing how AI influences the perception of customers, satisfaction and loyalty 

in the telecom industry.  

 

Expectation Confirmation Theory 

Expectation Confirmation Theory states about the customer satisfaction and constant use of AI powered services in the telecom sector 

by comparing the primary expectations with actual performance. If AI services like chatbots and customised recommendations fulfill 

or exceed the expectation of customers, users willingly like to continue the services. Conversely if those expectations are not fulfilled, 

it leads to the unsatisfactory level and decreases the usage. Key constraints with expectations, perceived performance, confirmation 

and satisfaction (Hasibuan, 2024). In telecom, ECT focuses on the constant and stable service quality and authentic AI performances 

which are crucial for structuring positive view of customers and increases the customer satisfaction and increases the long term loyalty. 

 

Research gap 

 A few studies on AI-enabled services. 

 Lack of a combined analysis of perspectives and loyalty 

 Less emphasis on long term impact of loyalty 

 Less discussion about ethics, privacy, and trust issues 

 Limited studies about the real telecom work context 

 Absence of demographic and regional comparisons.  

   

Research Methodology 
Research design and philosophy 

This study embraced a qualitative secondary research design to evaluate the effect of AI-driven services on the perceptions of 

customers and their loyalty in the mobile telecommunication industry.  A qualitative approach is apt as the research emphasises 

pointing out patterns, interpretations, and relationships derived from current literature instead of gathering new numerical data. The 

study is primarily exploratory and descriptive; the purpose is to sum up the existing knowledge and offer a combined understanding 

of how AI impacts the behaviour of the customer in the telecom services. 

 

Interpretivism is the foundation of this research’s philosophy. This philosophical perception focuses on the understanding of the 

meaning, perception, and view of individuals. Perception of customers,loyalty is obtained by their personal experiences and their 

expectations (Saggu, 2025). Interpretivism helps with an in-depth analysis of how customers analyze AI-supported interactions. It 

helps to evaluate different views in the studies and also helps to find out the patterns in different scenarios. 

Figure 6: Research philosophy 

(Source: Self-created) 
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In addition to that, elements of positivism are indirectly implemented with the inclusion of empirical studies, which use quantitative 

methods. By analysing or reviewing the studies, the research combines several measurable relationships, such as AI usage and the 

satisfaction level of customers, but it still speaks about the interpretive stance (Mehrotra et al., 2024). The integration assures an 

equilibrium and comprehensive view of the topic. 

 

This research is conducted by a systematic literature review approach, which includes the identification, evaluation, and 

summarization of related academic sources. This design states that the entire study is well structured, transparent, and replicable. It 

also supports the researcher to assess the findings and reach a conclusion related to the role of AI in framing the perception of 

customers and their loyalty in the telecom industry. 

 

Data collection method and search strategy 

The study completely depends on the secondary data sources along with peer-reviewed journals, articles, conference papers, industry 

reports, and scholarly publications connected to AI, customers’ perception, and customer loyalty in telecommunications. Secondaryy 

data is perfect to conduct this research as it offers extensive access to existing studies, which enables a combined and cost-effective 

analysis.ysi.s. 

 

All the data was gathered from the academic databases like Google scholar which assures the authenticity and dependency of the 

sources. These databases were chosen as they offer the access to get the high quality, peer reviewed literature in several disciplines 

which includes technology, business and marketing. A proper and systematic search strategy was incorporated to find out the relevant 

studies. It includes the usage of particular keywords and Boolean operators to modify the search results. Key result terms are “AI 

enabled services AND telecommunications”, "chatbots andAND customer satisfaction”, “AI AND customer loyalty”, and “AI 

customer service AND telecom sector”. Boolean operators such as AND, OR NOT were implemented to extend or narrow down the 

search as it is needed.  

 

The search procedure also implemented a particular time filter by emphasizing the studies published between 2022 and 2026. It states 

that the research shows the current developments in AI technology and their application in the telecommunications industry 

(Vinokurov and Sadovskaya, 2023). In addition to that, reference lists of selected journals or articles were also reviewed to find out 

the related studies, increasing the integrity of the data collection procedure.  The gathered studies are screened based on their 

connectivity to the research objectives. The title and the abstract were primarily reviewed, and then the full text analysis was done on 

the selected journals to ensure their relevance for inclusion in the research (Igwe-Nmaju et al., 2023). 

 

Inclusion and exclusion criteria 

For maintaining the quality and connectivity of the research, specific inclusion and exclusion criteria are followed. 

Inclusion criteria 

 Peer-reviewed journals, articles, and conference papers will be followed. 

 Emphasizing AI, customer perception, and customer loyalty 

 Articles that are published in English 

 Articles that are published between 2022 and 2026 

 Only those research papers will be followed that are relevant to telecommunications or indirectly related to the service sector. 

 

These requirements state that all the selected studies are authentic, relevant, and reflect ongoing      trends in terms of AI and customer 

trends.  

 

Exclusion criteria  

 Sources like blogs, opinion articles and unverified websites means those are non-academic won’t be considered. 

 Studies that are not related to AI or customer behaviour 

 Research emphasizes industries with different dynamics, like production. 

 Studies that were published before 2022, which offer any foundational theoretical perceptions. 

 

Ethical framework 

Ethics brings transparency to the research and also establishes the authenticity of the research. As the study is based on secondary 

data, it does not possess the follow-up of human responses. But different ethical principles are strictly adhered to.  

Academic integrity is maintained throughout by reviewing all the sources via proper citation and referencing. It eradicates the issue 

of plagiarism and gives credit to the actual authors. 

 

Ethical considerations play a crucial role in ensuring the integrity and credibility of the research. Since this study is based on secondary 

data, it does not involve direct interaction with human participants. However, several ethical principles were strictly followed (Demaci, 

http://www.fishtaxa.com/


 

276 

  

 

 

 

FishTaxa - Journal of Fish Taxonomy 
Vol 37, ISSN: 2458-942X 

Journal homepage: www.fishtaxa.com 

 
© 2025 FISHTAXA. All rights reserved 

2022). 

 

The study must ensure the implementation of reliable sources. Only the peer-reviewed and correct academic publications were 

included to offer a proper analysis, which can reduce the chances of providing wrong information.  

 

Focus was given to reducing the bias in data selection and analysis. A dynamic range of studies with different opinions was included 

to offer a proper analysis. Comparative findings were also reviewed to remove one-sided conclusions.  

 

Conceptual framework 

 
Figure 7: Conceptual Framework 

(Source: Self-created) 

 

Data analysis 

Trending patterns in AI adoption across Telecom studies 

Current studies have shown a specific trend toward the growing combination of AI in core telecom operations, which includes the 

network management, customer service, and detection of fraud. Telecom companies are transforming from implementing AI as a 

support system to an AI-driven strategic decision-making and digital transformation initiatives. A remarkable pattern is the increasing 

dependency on predictive analytics and automation to increase efficiency, reduce downtime, and improve customer experience.  

 

Another current trend is the significance of technological and organisational swiftness, where infrastructure, skilled employees, and 

support of leadership impact the success of AI adoption. In addition to that, there is a growth in partnership-oriented adoption models 

where the telecom companies make a partnership with the international technological brand for offering AI credibility (Mumpanshya 

and Mbale, 2025). But adoption becomes uneven in the development of regions due to the gap in infrastructure, financial limitations, 

and regulatory challenges, which frame a gradual and scenario-based adoption pattern. 

 

Function of AI and IT in increasing Telecom services 

AI systems are described as algorithms credible for completing human-like perceptual, cognitive and conversational works, and are 

constantly shifting the service's activity. In telecommunications and relevant fields AI is extensively applied in the areas like 

forecasting of demands, pricing strategy, quality analysis and automated decision making. Current growth highlights the AI’s role in 

“customer centric interactions”, especially via chatbots and voice based systems which impacts the behaviour of customers, dynamics 

of pricing and purchasing decisions. IT supports the services by helping in automation, customer segmentation and real time 

customisation which enhance the efficacy of services (Wang et al., 2023). In different call centres conventional systems are still in 

use like Interactive Voice Response but those are getting replaced by AI based systems. This system helps more processed and 
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conversational interactions, which decreases the call length and enhances the service delivery and still they can enhance the complexity 

of interactions. Moreover, AI enabled services have reshaped the customer experience and operational activity in the telecom industry 

(Jreissat et al., 2024). 

 

Trust information in AI-driven interactions 

AI-enabled customer support evidently impacts trust by increasing efficiency, personalisation, and responsiveness. Technologies like 

chatbots, virtual assistants, and voice assistants provide support 24/7, which decreases the waiting period and enhances the dependency 

of service. Trust is enhanced when AI provides correct, detailed, and scenario-oriented responses supported by Natural Language 

Processing, Natural Language Understanding, and Large Language Models (Puneet, 2023).  

 

 
Figure 8:  Trust information in AI-driven interactions 

(Source: https://www.maximizemarketresearch.com/wp-content/uploads/2019/09/AI-in-Telecommunication-Market-1.webp) 

 

Customisation also plays an important role as AI criticises the customer’s data to narrow down the interactions which make them feel 

valued (Inavolu, 2024). Automation tools like AI routed algorithms and workflow engines enhance the consistency in the services 

and decrease the errors which also strengthen trust. Trust relied on the credibility of the system to solve the complex queries and 

maintain transparency. When AI systems develop reliability, empathy and responsiveness they boost the confidence of customers and 

maintain long term relationships in the telecom sector. 

 

Trust building in AI-driven interactions 

Trust in the AI powered communication is framed by an amalgamation of technical design, and user oriented factors. Key features 

like transparency, explainability, authenticity and dependency on the system play a pivotal role in building of cognitive trust while 

emotional parameters like security, control and experience of users impact the trust. Studies also show that the concept of trust is 

dynamic and changes over time which depends on the interactions of users, previous experiences and performance of the systems (Ou 

et al., 2026). 
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Figure 9: Human’s trust on AI 

(Source: https://www.tanla.com/blog-posts/trusting-ai-in-telecom-myths-realities-the-road-ahead) 

 

 In conversational AI, trust is increased via adaptability, empathy and controllability where the system offers a customised and human 

type interactions. Risks like bias, privacy concerts and misleading outcomes can shatter the trust if not managed effectively. Building 

trust requires transparency, mechanism of user feedback and practice of ethical designs.  

 

Conclusion  
This research evaluates the influence of AI-enabled services on the perception of customers and loyalty in the telecommunication 

industry through a compact analysis of current literature. The findings and analysis point out that AI technologies like chatbots and 

virtual assistants have increased the efficiency, responsiveness, and customization of the services. These improvisations influence 

customer satisfaction, which is a significant aspect of customer loyalty.  Besides this, the study also focuses on the customer 

perception, which is structured not only by the performance of technology but also by parameters like trust, transparency, and the 

credibility of AI systems to analyse human interactions.  

 

The analysis also highlights different challenges for adoption of AI. Problems like absence of emotional intelligence, privacy and 

inaccuracy in the system can badly impact the thoughts of customers, it can hold the effectiveness of AI for creating a long term 

customer relationship if it is not identified correctly.  The study concludes that AI has the potentiality to increase customer loyalty, 

their success and effectiveness solely depends on the equilibrium of automation and human touch. Telecom companies need to 

emphasize on increasing trust by strengthening data security by adding human support where it is required for increasing the 

effectiveness of AI and promotion of sustainable customer relationships.  

 

Future direction  

Future studies emphasises on implementing primary data to prioritize the relationships noticed in this study. Especially within a 

specific telecom market. Longitudinal studies can offer valuable and in depth insights how customer perceptions and loyalty change 

over the time with the adoption of AI. Additionally, ethical considerations, data privacy and algorithmic transparency are essential. 

The researcher can also evaluate the importance of hybrid service models which integrate AI and human interactions. From the 

practical point of view, telecom companies must make investment on customisation of AI, which enhances the trust of customers and 

offer a flawless amalgamation of technology and human support system.   
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