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Abstract

The study aimed to examine the impact of Artificial Intelligence (Al) on the
quality of decision-making in organizations through an applied study at a support
services company. To achieve the study objectives, the research adopted the
descriptive-analytical approach and used a questionnaire as the primary data
collection instrument. A convenience sampling technique was employed, and the
study sample consisted of 334 respondents drawn from the study population.

The findings revealed a statistically significant impact of all Al dimensions
collectively—namely expert systems, machine learning, intelligent automation,
data analytics, and neural networks—on the quality of decision-making in a
support services company at a significance level of 0.05. The results also indicated
a high level of Al implementation within the company from the respondents’
perspective, with a mean score of 3.756. Furthermore, all dimensions of Al
achieved a high level of agreement, with intelligent automation ranking first,
followed by machine learning, data analytics, neural networks, and finally expert
systems. The findings also demonstrated a high level of decision-making quality
within the company, with a mean score of 3.562.

The study recommended several practical measures, including the adoption of
expert systems to provide solutions based on accumulated expertise, the utilization
of machine learning systems to learn from historical data and enhance
performance, the implementation of intelligent automation to accelerate routine
tasks and improve organizational efficiency, and the use of data analytics to
support and enhance decision-making processes.

Keywords: Atrtificial Intelligence, Decision-Making Quality, Expert Systems,
Machine Learning, Intelligent Automation, Data Analytics, Neural
Networks.
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