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Abstract:  

 

Purpose: This article examines the impact of artificial intelligence (AI) on employee 

engagement, service quality, and job performance inTunisian telecommunications 

companies. An additional objective was to test the moderating role of job security in these 

relationships.  

Design/methodology/approach: The study is based on a quantitative survey conducted 

among 85 employees that works in the main telecommunications operators in Tunisia 

(Tunisie Télécom, Ooredoo, Orange, and Topnet).The targeted respondents included full-

time employees and their supervisors. The data collected were analyzed using Smart PLS 4 

software. 

Findings: The findings reveal that the perceived performance of artificial intelligence has no 

significant effect on job engagement or service quality. Moreover, the study confirms that 

service quality and job engagement have a significant and positive effect on job 

performance. Finally, job insecurity does not appear to play a meaningful moderating role in 

the relationships examined.  

Practical implications: This study adds value to practical debate on the future of work and 

the digital transformation of the telecommunications sector by examining the impact of using 

AI in telecommunications companies in Tunisia affects employee performance. Addressing 

this key topic can shed light on the challenges related to the evolving nature of job, guide 

companies toward effective and ethical AI integration, and provide recommendations 

tailored to the specific challenges of the Tunisian market. 

Originality/value: Our study enriches thecurrent literature on artificial intelligence and 

human resource management by examining the impact of artificial intelligence on employee 

performance. 
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1. Introduction 

 

Advanced information and communication technologies (ICT), such as tools based 

on artificial intelligence (AI), have been widely used in service companies, 

particularly in the telecommunications sector, to improve operational efficiency and 

service delivery quality (Belanche et al., 2020; Huang and Rust, 2018).  

 

Extensive literature reports that AI applications are linked to customer satisfaction, 

experience, engagement, and loyalty (Li et al., 2021; Prentice et al., 2020). Other 

approaches adopt the technology acceptance perspective to examine how the 

adoption of AI technologies is related to consumers’ emotions and their expectations 

toward retailers (Chuah and Yu, 2021; Tran et al., 2021; Yuan et al., 2022). 

 

Although AI is commonly presented as a tool that helps employees enhance their 

efficiency and professional performance (Huang and Rust, 2018; Hughes et al., 

2019), it can expose them to various risks and challenges associated with 

automation, such as job loss, changes in required skills, and the need for employees 

to adapt to complex new technologies. 

 

In Tunisia, the telecommunications sector represents a significant share of the 

national economy and serves as a key driver of its development. With the growing 

emergence of initiatives aimed at integrating AI into this sector, it is essential to 

understand its distinct impact on the performance of employees working within it.  

 

Addressing this key issue would help shed light on the challenges associated with 

the evolving nature of job, guide companies toward effective and ethical AI 

integration, and provide recommendations tailored to the specific challenges of the 

Tunisian market. In-depth research in this area would also contribute to the academic 

and practical debate on the future of job and the digital transformation of 

telecommunications services. 

 

Among the studies that have examined the relationship between AI and job 

performance are those by Huang and Rust (2018), Jarrahi (2018), and Prentice et al. 

(2023). Despite their contributions, these studies have a limited scope, as they 

focused exclusively on developed countries and did not explore the effects of AI on 

employees in emerging economies. The present research aims to fill this gap by 

addressing the specific context of the service sector in Tunisia, where AI adoption is 

on the rise.  

 

More specifically, it seeks to contribute to the existing literature on AI by examining 

their impact on  job engagement, service quality, and job performance in Tunisian 

telecommunications companies. This study seeks to determine whether the use of AI 

positively or negatively influences employee engagement and performance, and to 

identify potential relationships between these variables. 
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This interest stems from our aim to help companies navigate the technological 

transition to AI while enhancing employee well-being, motivation, and performance. 

Accordingly, we seek to answer the following question: To what extent does the 

introduction or use of artificial intelligence in the workplace influence employee 

engagement and performance in the telecommunications sector in Tunisia? 

 

To address this question, we first conduct a theoretical analysis of the concepts of 

artificial intelligence and employee performance, highlighting the links between 

them. Next, based on previous studies related to these concepts, we formulate 

research hypotheses. We then outline the research methodology adopted for our 

empirical investigation. Finally, we present the results obtained, discuss them, and 

provide recommendations as well as directions for future research. 

 

2. Literature Review 

 

AI represents a key tool for helping employees carry out their tasks in the most 

optimal way possible. According to Locke and Latham’s Goal-Setting Theory 

(2001), an action plan is intentionally designed to foster job engagement by 

motivating and guiding an employee or a group toward specific individual 

objectives, with the aim of sustaining overall performance. This mediating logic 

highlights the fundamental role of personal goal-setting as a key motivational lever 

for achieving high professional performance (Latham and Locke, 1991).  

 

In the service sector, employee engagement and service quality supported or 

enhanced by AI-based tools represent the goals that employees set for themselves in 

order to optimize their professional performance. It is therefore important to 

examine the relationships between AI performance, Job engagement, service quality 

delivered by employees, and job performance. 

 

2.1 AI, Job Engagement, Service, and Job Performance 

 

Goal-Setting Theory argues that setting goals is a particularly effective approach to 

boosting motivation and improving employee performance within organizations 

(Latham and Locke, 2001). This theory emphasizes the importance of setting goals 

that are both challenging and attainable, in order to help employees thrive 

professionally and enhance their performance. In a context where AI is transforming 

work practices, acquiring new skills becomes essential.  

 

Locke and Latham (2006) emphasize that to achieve a high-level goal, such as 

service excellence, employees must acquire skills that align with the required level 

of performance. On-the-job formal learning plays a central role in this process, 

enabling employees to become familiar with new technologies and enhancing their 

performance (Lan et al., 2021). Nevertheless, professional training programs are 

often costly and time-consuming.  
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Alternative approaches may therefore be preferred to support employees in their 

learning, enabling them to engage fully and quickly in complex tasks. Among these 

alternatives, AI emerges as a timely choice, as it directly drives the continuous 

learning necessary to update work methods (Li et al., 2021; Zaczkiewicz, 2018).  

 

The performance gains resulting from AI-driven learning strengthen job engagement 

by enhancing their interactions with customers. Thanks to its automation and 

advanced analytical capabilities, AI enables employees to deliver more accurate, 

reliable, and faster service, and in some cases, to improve empathy in customer 

relationships (Fu et  al., 2022; Huang and Rust, 2018; Kirkpatrick, 2017). 

 

Research on goal-setting in organizational settings highlights that the achievement of 

personal goals by employees can have a positive impact on overall organizational 

performance. When employees achieve their own goals, their job engagement and 

motivation are strengthened, contributing to organizational effectiveness (Medlin 

and Green, 2009; Shoaib and Kohli, 2017).  

 

Although the achievement of employees’ personal goals largely depends on their 

engagement and individual characteristics, such as their skills and knowledge 

(Latham and Locke, 2001). Organizations are increasingly adopting alternative 

solutions to optimize performance without relying on substantial investments in 

training.  

 

Among these solutions, leveraging AI-powered services proves to be an effective 

approach to enhance employee capabilities and improve their ability to meet 

customer expectations. Thus, we argue that effective AI services can not only 

increase job engagement and facilitate the achievement of their goals but also 

enhance the quality of service provided through technical and technological support 

that complements or assists human interventions. 

 

H1: AI performance is positively correlated with job engagement. 

H2: AI performance is positively correlated with employees’ service quality. 

 

Job engagement is a fundamental psychological process, defined as a positive and 

fulfilling affective-motivational state (Schaufeli and Bakker, 2004). Engaged 

employees demonstrate a strong inclination and ease in managing professional 

demands, regardless of circumstances, which contributes to their resilience and 

operational effectiveness (Costa  et al., 2014). In the context of service interactions, 

this engagement plays a crucial role, as employees directly influence customer 

attitudes and behaviors, thereby shaping their satisfaction and loyalty (Prentice, 

2016; 2019). 

 

That said, every face-to-face service encounter involves emotional elements, which 

are often triggered by the customers themselves (Prentice, 2019). To ensure a 

successful service transaction, employees must not only be engaged in their job but 
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also be aware of the emotional impact it entails. This emotional labor involves 

specific behavioral strategies that allow employees to meet customers’ intuitive 

expectations (Prentice et al., 2013). These behaviors, which encompass emotion and 

interaction management, are closely linked to employees’ service performance 

(Goodwin et al., 2011), which ultimately influences the overall assessment of their 

job performance (Prentice and King, 2013). 

 

In line with this discussion, the following hypotheses are proposed: 

 

H3: Job engagement is positively correlated with employees’ service quality. 

H4: Job engagement is positively correlated with employees’ job performance. 

H5: Employees’ service quality is positively correlated with job performance. 

 

Despite the benefits of AI for professional performance mentioned above, it is often 

perceived as a threat to employment, as it could potentially replace human personnel 

at any time  (Huang and Rust, 2018). Li et al. (2019) show that employees’ 

awareness of AI and advanced technologies impacts their perception of job security 

in the AI era. Consequently, it introduces an additional framing condition to Goal-

Setting Theory: job security as a regulatory factor for job engagement and 

performance.  

 

This integrative approach is based on self-regulation theory, which refers to an 

individual’s ability to consciously manage their thoughts, behaviors, and emotions in 

order to achieve their goals (Baumeister et al., 2007; Mithaug, 1993). It helps 

explain how employees’ perception of job security in the service sector serves as an 

internal force, enabling them to regulate their performance goals. 

 

2.2 The Moderating Role of Job Security 

 

Job security refers to employees’perception of their stability and future position 

within the organization (Kuhnert and Palmer, 1991). A sense of job security tends to 

foster stronger organizational commitment and better job performance, as it creates 

an environment where employees feel more invested and motivated in their tasks 

(Altinay et al., 2019; Kraimer et al., 2005). 

 

Job security takes on particular importance in the face of AI’s rise, which is 

perceived as a potential substitute for human jobs (Bhargava et al., 2021) and a 

threat to the workforce. When this development generates feelings of insecurity 

about future employment, the use of AI-based services may produce negative 

effects. Indeed, this could lead to technological misuse, internal tensions, or even 

counterproductive behaviors.  

 

Such reactions can have a significant impact, not only by reducing employee job 

engagement and the quality of service provided to customers (Abedin, 2022; Fu et 
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al., 2022), but also by compromising organizational performance and the company’s 

reputation (Crolic et al., 2022). 

 

Job insecurity represents a major concern for employees (De Witte, 2005). It is often 

associated with conditions that undermine professional skills and stability within an 

organization (Baabdullah, 2024). In this context, employees frequently job under the 

anxiety of losing their jobs due to external factors, including AI-driven automation.  

 

They often perceive this automation as potentially devaluing or even threatening 

their careers, as it could lead to their positions being replaced by machines or 

technologies (Tschang and Almirall, 2021). Existing literature supports this 

argument by highlighting the fear of automation and job insecurity across various 

sectors, particularly in healthcare, where this concern is especially pronounced 

among nurses.  

 

Numerous studies emphasize that their jobs are perceived as being threatened by 

machines and automated technologies (Dabbous et al., 2022). Other research shows 

that the introduction of AI in the workplace can lead to negative changes in 

employee behavior, contributing to feelings of anxiety and resistance to change 

(Dospinescu and Dospinescu, 2020; Schlogl et al., 2019). These findings explain 

why employees often hesitate to adopt AI tools despite recognizing their beneficial 

effects. 

 

Consequently, the adoption of AI and the optimal use of its potential depend on 

reducing the sense of insecurity it may generate among employees. It is therefore 

essential to prevent the emergence of perceived insecurity, which could lead to 

social issues and negatively impact job performance. 

 

Conversely, a sense of job security strengthens employees’ internal motivation and 

self-regulation, thereby fostering their professional engagement. This mindset 

enhances their performance by providing them with the necessary energy to carry 

out their tasks effectively and fully meet organizational expectations (Baumeister et 

al., 2018 ; Kraimer et al., 2005 ; Wong et al., 2019). 

 

Job security can also amplify the effect of AI service on service quality by fostering 

employees’ confidence that technology complements rather than replaces their 

actions and interventions (Bhargava et al., 2021; Fu et al., 2022). This reasoning 

leads to the following hypothesis: 

 

H6: The relationship between AI performance and job engagement is moderated by 

job security, such that the relationship is stronger when employees perceive high 

levels of job security and weaker when their job security is low. 

 

To gain a more comprehensive understanding of the moderating effect of job 

security in the relationship between AI and employees’ service quality, we draw on 



Amina EL Abed, Anis Jarboui    

  

153  

Mithaug’s (1993) self-regulation theory. This theory posits that the pursuit of a goal 

such as delivering superior service quality requires individuals to sustain a high level 

of willpower and inner strength. This regulatory process is essential for replenishing 

the behavioral, cognitive, and emotional resources depleted throughout job.  

 

According to Baumeister and Vohs (2007), when these resources are preserved 

despite energy-intensive efforts, employees are better able to consistently deliver 

high-quality service, even when facing the challenges associated with the integration 

and routine use of AI. Job security can play a key role in preserving employees’ 

significant levels of resources and energy despite the demanding nature of their tasks 

(Baumeister et al., 2018).  

 

When perceived positively, the expansion of AI-based services can prove valuable. 

It provides employees with additional tools that enable them to better serve their 

clients by delivering faster and more accurate solutions, thereby enhancing service 

quality and, in turn, customer satisfaction (Fu et al., 2022; Huang and Rust, 2018; 

Kirkpatrick, 2017). This effect is particularly pronounced among employees who 

perceive their jobs as secure, as a stable professional position provides them with 

additional energy to effectively leverage the technological tools available to them in 

their interactions with clients (Mukaihata, 2018). 

 

H7: The relationship between AI performance and service quality is moderated by 

job security, such that the relationship is stronger when employees perceive high 

levels of job security and weaker when their job security is low. 

 

Figure 1 below summarizes the relationships between AI performance, job 

engagement, employee-provided service quality, job security, and job performance. 

 

Figure 1. Conceptual model   

 
                                            H1 

 

 

 

 

 

 

 

 

 

 

 

 

 
Source: Prentice et al., 2023 
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3. Research Methodology 

 

3.1 Sample and Data Collection 

 

To test our hypotheses, we collected data from employees of the main 

telecommunications operators in Tunisia (Tunisie Télécom, Ooredoo, Orange, and 

Topnet). The targeted respondents were full-time employees and  their supervisors. 

Questionnaires were distributed to and collected from employees during working 

hours. Participants were informed that the questionnaire aimed to assess the impact 

of AI implementation on their work performance and that their responses would 

remain confidential.  

 

Although potential respondents were randomly selected, screening questions were 

developed to ensure their eligibility. These questions focused on their understanding 

of AI and the tools used to assist them in their professional tasks. Only individuals 

who indicated possessing this knowledge were allowed to participate in the survey.  

 

For the validation of data regarding employees’ annual performance evaluation, we 

consulted their supervisors. After approximately one month of data collection, 85 

eligible responses were obtained. The respondents had diverse profiles (see Table 1 

for a summary of the sample characteristics). The data collected were analyzed using 

Smart PLS 4 software. 

 

Table 1. Sample characteristics 

Variable Percentage 

Gender  

• Female  

• Male  

 

49,4 

50,6 

Work experience in the 

organization 

• Less than 1 year 

• 1-3 years 

• 3-5 years 

• Above 5 years 

 

23,5 

23,5 

28,2 

24,7 

Employee types 

• Operational staff 

• Supervisor 

• Managerial staff 

 

37,6 

29,4 

32,9 

Source: Authors’ descriptions. 

 

3.2 Measures 

 

Artificial intelligence performance was assessed using 9items from Prentice and 

Nguyen (2020). Job engagement was measured with an adapted version of the scale 

developed by Rich et al. (2010), including the 12 items. We measured employee 
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service performance using adapted scale from the original SERVQUAL measure 

(Parasuraman et al., 1991; Prentice and Nguyen, 2020), with 24 items. The adapted 

scale has four dimensions, employee reliability, employee empathy, employee 

responsiveness, and employee  assurance. Job security was measured using an 

adapted scale from Probst (2003), that included 6 items and focused on employees’ 

perceptions of their professional stability in light of the introduction of AI 

technologies in their job environment. 

 

Job performance was measured with  3 items from the task performance scale 

proposed by Williams and Anderson’s (1991), and 7 items from the organizational 

citizenship behavior  (OCB) scale, proposed by Lee and Allen’s (2002). All items 

were measured using a five-point Likert scale, ranging from 1 (strongly disagree) to 

5 (strongly agree). Each scale demonstrated adequate reliability, with a Cronbach’s 

alpha greater than 0.7 (Table 2). 

 

4. Results and Discussion 

 

4.1 Validity Testing 

 

A confirmatory factor analysis (CFA) was conducted to test the reliability and 

validity of the study variables. The results indicated that each item had a factor 

loading greater than 0.50, with the average variance extracted (AVE) for each scale 

exceeding 0.50, suggesting convergent validity. 

 

The square root of the AVEs presented in Table 2 also exceeded the respective 

pairwise correlations, there by demonstrating discriminant validity. The correlation 

analysis shows that the relationships among the study constructs were not always 

significantly correlated with each other (Table 2). Multicollinearity was also 

assessed. The results indicated that all variance inflation factors (VIFs) were below 

2.0. Therefore, collinearity was not an issue in this study. 

 

Table 2. The mean, standard deviation, and correlations for the study variables 
 Mean S.D α 1 2 3 4 5 

1. Job engagement 3,487 0,860 0,837 0,813     

2. AI performance 3,333 0,859 0,789 0,156 0,907    

3. Job performance 3,890 0,660 0,770 -0,290 0,083 0,900   
4. Employee service 

quality 

3,536 0,793 0,798 -0,101 -0,111 0,253 0,785  

5. Job security 3,299 0,728 0,708 -0,212 -0,043 0,072 0,246 0,731 

Notes: S.D. = standard deviation; α = Cronbach's Alpha; The square root of AVEs were 

presented on the diagonals ; AVE= Average Variance Extracted.  

Source: Authors’ calculations. 

 

4.2 Hypothesis Testing 

 

Hypothesis 1 posited a positive relationship between perceived AI performance and 

employee work engagement. However, the results in Table 3 indicate that perceived 
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AI performance does not have a significant direct effect on employee engagement, 

with β = 0.137 (p > 0.05), contradicting this hypothesis. This suggests that, in the 

studied context, AI integration does not significantly influence employee motivation 

or engagement.  

 

Hypothesis 2 posited a positive relationship between AI service performance and 

employee service quality. This hypothesis was not supported (β = -0.099, p > 0.05), 

indicating that AI does not appear to have a direct effect on the perceived quality of 

service provided by employees.  

 

Hypothesis 3 proposed a positive correlation between job engagement and service 

quality. This correlation was not supported (β = 0.041, p > 0.05). Contrary to what 

the literature suggests, job engagement does not have a significant impact on 

perceived service quality in this context. This lack of effect may be related to the 

limited sample size, the variability of responses, or the influence of other factors, 

such as work organization or available resources. 

 

Hypothesis 4 posited that job engagement is positively related to job performance. In 

line with this hypothesis, the results (β = 0.275, p < 0.05)  indicate that job 

engagement has a positive and significant effect on job performance.  

 

Hypothesis 5 proposed a positive relationship between employee service quality and 

job performance. The results support this hypothesis, with β = 0.218 (p < 0.05). 

Service quality has a positive and significant effect on job performance, confirming 

the idea that, in service activities, delivering high-quality service directly contributes 

to better overall performance. 

 

Hypothesis 6 proposed a moderating effect of job security on the relationship 

between AI performance and employee work engagement. The results contradict this 

hypothesis, with β = 0.100 (p > 0.05). This indicates that job insecurity does not 

significantly moderate the relationship between AI performance and employee 

engagement.  

 

Similarly, Hypothesis 7 posited that the relationship between AI performance and 

service quality is moderated by job security, such that the relationship is stronger 

when employees perceive high levels of job security and weaker when job security is 

low. The results do not support this hypothesis (β = 0.034, p > 0.05), indicating that 

job insecurity also does not moderate the relationship between AI performance and 

service quality. 

 

Table 3. Results of the hypothesis testing 
Hypotheses β S.E Results P-values 

H1: AI performance →Job engagement 0,137 0,106 Not Significant 0,195 

H2: AI performance → Employee 

service quality 

-0,099 0,136 Not Significant 0,466 
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H3: Job engagement → Employee 

service quality 

0,041 0,171 Not Significant 0,810 

H4: Job engagement → Job 

performance 

0,275 0,112 Significant 0,014 

H5: Employee service quality → Job 

performance 

0,218 0,107 Significant 0,041 

H6: AI performance *Job security→ 

Job engagement 

0,100 0,094 Not Significant 0,288 

H7: AI performance * Job security→ 

Employee service quality 

0,034 0,113 Not Significant 0,762 

Notes: S.E. = standard error; β = Estimates. 

Source: Authors’ calculations. 

 

5. Discussion  

 

Although artificial intelligence is often portrayed as a tool that enables employees to 

enhance their efficiency and professional performance (Huang and Rust, 2018; 

Hughes et al., 2019), its adoption may also pose certain risks and challenges related 

to automation, such as potential job loss.  

 

Our study, conducted with four telecommunications operators based in Tunisia, 

reveals that AI has no significant impact on job engagement. This lack of effect may 

be explained by the low visibility of AI tools or by employees’ limited adoption of 

them. The findings also indicate that AI does not directly influence the quality of 

service delivered by employees. This suggests that service quality remains primarily 

driven by relational and human skills rather than technological tools. 

 

The results of our study further indicate that job engagement has no impact on 

employees’ service quality. These findings contrast with Prentice (2019), who 

argues that every personal service encounter involves emotional elements that are 

often triggered by customers themselves.  

 

However, the results show that job engagement has a positive and significant impact 

on performance. Thus, the quality of service provided by employees positively and 

significantly affects job performance. This observation is consistent with Prentice 

and King (2013), who argue that employees’ service performance shapes the overall 

assessment of their job performance. 

 

Moreover, the results of our study reveal no moderating effect of job security in the 

relationship between AI and job engagement. This suggests that, in this context, 

feelings of job insecurity do not alter the way AI influences engagement. These 

findings differ from those of Bhargava et al. (2021) and Fu et al. (2022), who argue 

that job security can strengthen the positive impact of AI-based tasks on service 

quality by fostering employees’ confidence that technology complements rather than 

replaces their actions and interventions.  
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Similarly, the results indicate that job insecurity does not moderate the relationship 

between AI performance and service quality. Employees do not appear to associate 

their perception of service quality with potential risks linked to automation. These 

findings diverge from Mukaihata (2018), who suggests that a stable professional 

position provides employees with additional energy to effectively leverage 

technological tools in their interactions with customers. 

 

6. Conclusion 

 

This article examines the impact of artificial intelligence on job performance in the 

telecommunications sector in Tunisia. More specifically, it seeks to investigate 

whether the perceived performance of AI influences employee engagement and 

service quality, as well as to assess the extent to which these two dimensions 

contribute to overall job performance.  

 

An additional objective was to test the moderating role of job insecurity in these 

relationships. Through this approach, the study aims to provide empirical insights 

into the integration of AI within a strategic and highly competitive sector, while 

identifying both the opportunities and the limitations associated with its adoption in 

the Tunisian context. 

 

This study highlights several important findings. On the one hand, the perceived 

performance of artificial intelligence shows no significant effect on either job 

engagement or service quality, suggesting that its integration into the operational 

practices of Tunisian telecommunications remains limited.  

 

On the other hand, the study confirms that service quality and work commitment are 

two key determinants of job performance.Finally, job insecurity does not appear to 

be an influential moderator in the relationships examined, indicating that AI is not 

yet perceived as a direct threat to job stability in this sector. 

 

The results of this study offer several implications for stakeholders in the Tunisian 

telecommunications sector. First, they highlight the need for companies not only to 

introduce artificial intelligence tools but also to support their implementation with 

training and awareness strategies to promote employee adoption.  

 

At the same time, the confirmed importance of service quality in enhancing 

performance encourages managers to strengthen monitoring, evaluation, and 

employee support systems, particularly by recognizing their relational skills and 

fostering closer connections with customers.  

 

Finally, the absence of a significant effect of job insecurity underscores the 

importance of maintaining a climate of trust and professional security, which is 

essential for AI to be perceived as an opportunity rather than a threat. This study 

highlights the still limited role of artificial intelligence in the Tunisian 
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telecommunications sector. This research contributes to the literature by highlighting 

that, although AI is often heralded as a major driver of transformation, it does not 

yet have a direct effect on engagement or service quality, while job performance 

remains strongly dependent on service quality. It thus underscores the need to 

further integrate AI into organizational practices while considering contextual 

specificities, paving the way for future investigations into the conditions for 

successful adoption. 

 

This study has certain limitations, notably that it focuses exclusively on the 

telecommunications sector in Tunisia, which restricts the generalizability of the 

findings. Future research could expand the scope to other sectors and incorporate 

additional variables to deepen the understanding of AI’s effects. 

 

References: 

 
Abedin, B. 2022. Managing the tension between opposing effects of explainability of 

artificial intelligence: a contingency theory perspective. Internet Research, 32(2), pp. 

425-453. https://doi.org/10.1108/INTR-05-2020-0300. 

Adekia, A.A. 2016. Change, customer satisfaction and competition: issues from the strategic 

management context. International Journal of Economics, Business and 

Management Studies, 3(2), pp. 55-66. https://doi.org/10.20448/802.3.2.55.66. 

Altinay, L., Dai, Y.D., Chang, J., Lee, C.H., Zhuang, W.L. and Liu, Y.C. 2019. How to 

facilitate hotel employees’ work engagement. International Journal of Contemporary 

Hospitality Management, 31(3), pp. 1525-1542. https://doi.org/10.1108/IJCHM-10-

2017-0613. 

Baabdullah, A.M. 2024. The precursors of AI adoption in business: Towards an efficient 

decision-making and functional performance. International Journal of Information 

Management, 75, 102745. https://doi.org/10.1016/j.ijinfomgt.2023.102745. 

Baumeister, R.F., Schmeichel, B.J., Vohs, K.D. 2007. Self-regulation and the executive 

function: the self as controlling agent. In: Social Psychology: Handbook of Basic 

Principles, 2nd ed. The Guilford Press, pp. 516-539. 

Baumeister, R.F., Tice, D.M., Vohs, K.D. 2018. The strength model of self-regulation: 

conclusions from the second decade of willpower research. Perspectives on 

Psychological Science, 13(2), pp. 141-145. 

https://doi.org/10.1177/1745691617716946. 

Baumeister, R.F., Vohs, K.D. 2007. Self-regulation, ego depletion, and motivation. Social 

and Personality Psychology Compass, 1(1), pp. 115-128. 

https://doi.org/10.1111/j.1751-9004.2007.00001.x. 

Bhargava, A., Bester, M., Bolton, L. 2021. Employees’ perceptions of the implementation of 

robotics, artificial intelligence, and automation (RAIA) on job satisfaction, job 

security, and employability. Journal of Technology in Behavioral Science, 6(1), pp. 

106-113. https://doi.org/10.1007/s41347-020-00153-8. 

Chuah, S.H.W., Yu, J. 2021. The future of service: the power of emotion in human-robot 

interaction. Journal of Retailing and Consumer Services, 61, 102551. 

https://doi.org/10.1016/j.jretconser.2021.102551. 

Costa, P.L., Passos, A.M., Bakker, A.B. 2014. Team work engagement: a model of 

emergence. Journal of Occupational and Organizational Psychology, 87, pp. 414-

436. 

https://doi.org/10.1108/INTR-05-2020-0300
https://doi.org/10.20448/802.3.2.55.66
https://doi.org/10.1108/IJCHM-10-2017-0613
https://doi.org/10.1108/IJCHM-10-2017-0613
https://doi.org/10.1016/j.ijinfomgt.2023.102745
https://doi.org/10.1177/1745691617716946
https://doi.org/10.1111/j.1751-9004.2007.00001.x
https://doi.org/10.1007/s41347-020-00153-8
https://doi.org/10.1016/j.jretconser.2021.102551


The Impact of Artificial Intelligence on Job Performance in Tunisian  

Telecommunications Companies  

160  

 

 

Crolic, C., Thomaz, F., Hadi, R., Stephen, A.T. 2022. Blame the bot: anthropomorphism and 

anger in customer–chatbot interactions. Journal of Marketing, 86(1), pp. 132-148. 

https://doi.org/10.1177/00222429211045687. 

Dabbous, A., Aoun Barakat, K., Merhej Sayegh, M. 2022. Enabling organizational use of 

artificial intelligence: An employee perspective. Journal of Asia Business Studies, 

16(2), pp. 245-266. https://doi.org/10.1108/JABS-09-2020-0372. 

De Witte, H. 2005. Job insecurity: Review of the international literature on definitions, 

prevalence, antecedents and consequences. SA Journal of Industrial Psychology, 

31(4), pp. 1-6. https://doi.org/10.4102/sajip.v31i4.200. 

Dospinescu, O., Dospinescu, N. 2020. Workaholism in IT: An analysis of the influence 

factors. Administrative Sciences, 10(4), p. 96. 

https://doi.org/10.3390/admsci10040096. 

Fu, S., Zheng, X., Wong, I.A. 2022. The perils of hotel technology: the robot usage 

resistance model. International Journal of Hospitality Management, 102, 103174. 

https://doi.org/10.1016/j.ijhm.2022.103174. 

Goodwin, R.E., Groth, M., Frenkel, S.J. 2011. Relationships between emotional labor, job 

performance, and turnover. Journal of Vocational Behavior, 79(2), pp. 538-548. 

https://doi.org/10.1016/j.jvb.2011.03.001. 

Huang, M.H., Rust, R.T. 2018. Artificial intelligence in service. Journal of Service Research, 

21(2), pp. 155-172. https://doi.org/10.1177/1094670517752459. 

Hughes, C., Robert, L., Frady, K., Arroyos, A. 2019. Artificial intelligence, employee 

engagement, fairness, and job outcomes. In: Managing Technology and Middle- and 

Low-Skilled Employees. Emerald Publishing Limited, pp. 61-68. 

Jarrahi, M.H. 2018. Artificial Intelligence and the Future of Work: Human-AI Symbiosis in 

Organizational Decision Making. Business Horizons, 61, pp. 577-586. 

https://doi.org/10.1016/j.bushor.2018.03.007. 

Kirkpatrick, K. 2017. AI in contact centers: artificial intelligence technologies are being 

deployed to improve the customer service experience. Communications of the ACM, 

60(8), pp. 18-19. https://doi.org/10.1145/3105442. 

Kraimer, M.L., Wayne, S.J., Liden, R.C., Sparrowe, R.T. 2005. The role of job security in 

understanding the relationship between employees’ perceptions of temporary 

workers and employees’ performance. Journal of Applied Psychology, 90(2), pp. 

389-398. https://doi.org/10.1037/0021-9010.90.2.389. 

Kuhnert, K.W., Palmer, D.R. 1991. Job security, health and the intrinsic and extrinsic 

characteristics of work. Group & Organization Studies, 16(2), pp. 178-192. 

Lan, J., Wong, I.A., Guo, J.W. 2021. Service training intervention and time-variant personal 

growth. International Journal of Hospitality Management, 98, 103036. 

https://doi.org/10.1016/j.ijhm.2021.103036. 

Latham, G.P., Locke, E.A. 1991. Self-regulation through goal setting. Organizational 

Behavior and Human Decision Processes, 50(2), pp. 212-247. 

https://doi.org/10.1016/0749-5978(91)90021-K. 

Latham, G.P., Locke, E.A. 2001. Goal setting – a motivational technique that works. In: 

Natemeyer, W.E., McMahon, J.T. (eds.) Classics of Organizational Behavior, 3rd 

ed. Waveland, pp. 129-140. 

Lee, K., Allen, N.J. 2002. Organizational citizenship behavior and workplace deviance: The 

role of affect and cognition. Journal of Applied Psychology, 87, pp. 131-142. 

Locke, E.A., Latham, G.P. 2006. New directions in goal-setting theory. Current Directions in 

Psychological Science, 15(5), pp. 265-268. https://doi.org/10.1111/j.1467-

8721.2006.00449.x. 

https://doi.org/10.1177/00222429211045687
https://doi.org/10.1108/JABS-09-2020-0372
https://doi.org/10.4102/sajip.v31i4.200
https://doi.org/10.3390/admsci10040096
https://doi.org/10.1016/j.ijhm.2022.103174
https://doi.org/10.1016/j.jvb.2011.03.001
https://doi.org/10.1177/1094670517752459
https://doi.org/10.1016/j.bushor.2018.03.007
https://doi.org/10.1145/3105442
https://doi.org/10.1037/0021-9010.90.2.389
https://doi.org/10.1016/j.ijhm.2021.103036
https://doi.org/10.1016/0749-5978(91)90021-K
https://doi.org/10.1111/j.1467-8721.2006.00449.x
https://doi.org/10.1111/j.1467-8721.2006.00449.x


Amina EL Abed, Anis Jarboui    

  

161  

Li, J., Bonn, M.A., Ye, B.H. 2019. Hotel employees’ artificial intelligence and robotics 

awareness and its impact on turnover intention: the moderating roles of perceived 

organizational support and competitive psychological climate. Tourism 

Management, 73, pp. 172-181. https://doi.org/10.1016/j.tourman.2019.02.006. 

Li, M., Yin, D., Qiu, H., Bai, B. 2021. A systematic review of AI technology-based service 

encounters: implications for hospitality and tourism operations. International Journal 

of Hospitality Management, 95, 102930. https://doi.org/10.1016/j.ijhm.2021.102930. 

Medlin, B., Green, K.W. 2009. Enhancing performance through goal setting, engagement, 

and optimism. Industrial Management & Data Systems, 109(7), pp. 943-956. 

https://doi.org/10.1108/02635570910982292. 

Mithaug, D.E. 1993. Self-regulation Theory: How Optimal Adjustment Maximizes Gain. 

Praeger Publishers/Greenwood Publishing Group. 

Mukaihata, T. 2018. Correlation between job security as motivation and career maturity 

among Japanese nursing students. Journal of Rural Medicine, 13(2), pp. 168-171. 

https://doi.org/10.2185/jrm.2961. 

Nekmahmud, M., Rahman, S. 2018. Measuring the competitiveness factors in 

telecommunication markets. In: Khajeheian, D. et al. (eds.) Competitiveness in 

Emerging Markets, Contributions to Management Science, pp. 339-372. 

Parasuraman, A., Berry, L.L., Zeithaml, V.A. 1991. Refinement and reassessment of the 

SERVQUAL scale. Journal of Retailing, 67(4), pp. 420-450. 

Prentice, C. 2016. Leveraging employee emotional intelligence in casino profitability. 

Journal of Retailing and Consumer Services, 33, pp. 127-134. 

https://doi.org/10.1016/j.jretconser.2016.08.011. 

Prentice, C. 2019. Managing service encounters with emotional intelligence. Journal of 

Retailing and Consumer Services, 51, pp. 344-351. 

https://doi.org/10.1016/j.jretconser.2019.07.001. 

Prentice, C., King, B.E.M. 2013. Impacts of personality, emotional intelligence and 

adaptiveness on service performance of casino hosts: a hierarchical approach. 

Journal of Business Research, 66(9), pp. 1637-1643. 

https://doi.org/10.1016/j.jbusres.2012.12.009. 

Prentice, C., Nguyen, M. 2020. Engaging and retaining customers with AI and employee 

service. Journal of Retailing and Consumer Services, 56, 102186. 

https://doi.org/10.1016/j.jretconser.2020.102186. 

Prentice, C., Wong, I.A., Lin, Z. 2023. Artificial intelligence as a boundary-crossing object 

for employee engagement and performance. Journal of Retailing and Consumer 

Services, 73, 103376. https://doi.org/10.1016/j.jretconser.2023.103376. 

Probst, T.M. 2003. Development and validation of the job security index and the job security 

satisfaction scale: a classical test theory and IRT approach. Journal of Occupational 

and Organizational Psychology, 76(4), pp. 451-467. 

https://doi.org/10.1348/096317903322591587. 

Rich, B.L., LePine, J.A., Crawford, E.R. 2010. Job engagement: antecedents and effects on 

job performance. Academy of Management Journal, 53(3), pp. 617-635. 

https://doi.org/10.5465/AMJ.2010.51468988. 

Schaufeli, W.B., Bakker, A.B. 2004. Job demands, job resources, and their relationship with 

burnout and engagement: a multi-sample study. Journal of Organizational Behavior, 

25(3), pp. 293-315. https://doi.org/10.1002/job.248. 

Schlogl, S., Postulka, C., Bernsteiner, R., Ploder, C. 2019. Artificial intelligence tool 

penetration in business: Adoption, challenges and fears. In: Knowledge Management 

https://doi.org/10.1016/j.tourman.2019.02.006
https://doi.org/10.1016/j.ijhm.2021.102930
https://doi.org/10.1108/02635570910982292
https://doi.org/10.2185/jrm.2961
https://doi.org/10.1016/j.jretconser.2016.08.011
https://doi.org/10.1016/j.jretconser.2019.07.001
https://doi.org/10.1016/j.jbusres.2012.12.009
https://doi.org/10.1016/j.jretconser.2020.102186
https://doi.org/10.1016/j.jretconser.2023.103376
https://doi.org/10.1348/096317903322591587
https://doi.org/10.5465/AMJ.2010.51468988
https://doi.org/10.1002/job.248


The Impact of Artificial Intelligence on Job Performance in Tunisian  

Telecommunications Companies  

162  

 

 

in Organizations: 14th International Conference, KMO 2019, Zamora, Spain, July 

15–18, Proceedings 14, pp. 259-270. 

Shoaib, F., Kohli, N. 2017. Employee engagement and goal setting theory. Indian Journal of 

Health and Wellbeing, 8(8), pp. 877-880. Available at: 

https://search.ebscohost.com/login.aspx?direct=true&db=asn&AN=125143076&lan

g=zh-tw&site=ehost-live. 

Tran, A.D., Pallant, J.I., Johnson, L.W. 2021. Exploring the impact of chatbots on consumer 

sentiment and expectations in retail. Journal of Retailing and Consumer Services, 63, 

102718. https://doi.org/10.1016/j.jretconser.2021.102718. 

Tschang, F.T., Almirall, E. 2021. Artificial intelligence as augmenting automation: 

Implications for employment. Academy of Management Perspectives, 35(4), pp. 

642-659. https://doi.org/10.5465/amp.2019.0062. 

Williams, L.J., Anderson, S.E. 1991. Job satisfaction and organizational commitment as 

predictors of organizational citizenship and in-role behaviors. Journal of 

Management, 17, pp. 601-617. 

Wong, I.A., Ma, E., Chan, S.H.G., Huang, G.I., Zhao, T. 2019. When do satisfied employees 

become more committed? A multilevel investigation of the role of internal service 

climate. International Journal of Hospitality Management, 82, pp. 125-135. 

https://doi.org/10.1016/j.ijhm.2019.03.014. 

Yuan, C., Zhang, C., Wang, S. 2022. Social anxiety as a moderator in consumer willingness 

to accept AI assistants based on utilitarian and hedonic values. Journal of Retailing 

and Consumer Services, 65, 102878. 

https://doi.org/10.1016/j.jretconser.2021.102878. 

Zaczkiewicz, A. 2018. Part of the cachine: how machine learning, artificial intelligence and 

other technology solutions can increase personalization and build brand loyalty. 

Footwear News, 74(7), pp. 13-14. Available at: 

http://libezproxy.must.edu.mo/login?url=http://search.ebscohost.com/login.aspx?dire

ct=true&db=bth&AN=128114969&site=ehost-live. 

 

https://search.ebscohost.com/login.aspx?direct=true&db=asn&AN=125143076&lang=zh-tw&site=ehost-live
https://search.ebscohost.com/login.aspx?direct=true&db=asn&AN=125143076&lang=zh-tw&site=ehost-live
https://doi.org/10.1016/j.jretconser.2021.102718
https://doi.org/10.5465/amp.2019.0062
https://doi.org/10.1016/j.ijhm.2019.03.014
https://doi.org/10.1016/j.jretconser.2021.102878
http://libezproxy.must.edu.mo/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=128114969&site=ehost-live
http://libezproxy.must.edu.mo/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=128114969&site=ehost-live

