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Abstract   

Artificial Intelligence (AI) has become a key strategic tool for businesses, helping to improve organizational 

performance and change how companies compete in different industries. The growing use of AI-related 

technologies, such as, machine learning, deep learning, natural language processing, predictive analytics, 

recommendation systems, computer vision and intelligent automation has helped organizations make better 

decisions, improve their operational processes, offer more personalized customer experiences and increase 

their competitiveness in the market. As businesses rely more on data-driven customer engagement and 

automated operations, AI tools have expanded into many areas of business. 

 

The present study examines as to how AI is being adopted and its role in driving major changes in modern 

businesses. The study uses a descriptive and analytical approach and  is based entirely on secondary data 

from research papers, industry reports, government publications and international organizations, like, 

McKinsey & Company, Deloitte, the Competition Commission of India, and other reliable sources. The 

paper examines how AI impacts customer experience, operational efficiency, demand forecasting, inventory 

management, marketing effectiveness, fraud detection, business competitiveness and revenue generation. 

 

The study concludes that using AI significantly improves organizational performance by enhancing 

customer engagement, enabling data-driven decision-making, streamlining supply chain and inventory 

management, reducing costs and supporting innovation in the delivery of products and services. AI-powered 

personalization and predictive analytics lead to greater customer satisfaction, higher sales, and stronger 

competitive positions. However, the study also highlights ongoing challenges related to data privacy, cyber 

security, governance, workforce skills, and the ethical use of AI, which continue to affect its adoption. 

 

Keywords: Artificial Intelligence, Customer Experience, Operational Efficiency, Predictive Analytics, 

Machine Learning, Competitive Advantage, Business Intelligence   

 

1. Introduction   

Artificial Intelligence (AI) has become one of the most influential technological advancements of the 21st 

century, fundamentally changing how businesses and organizations operate, compete and create value. The 

rapid growth in computational power, the availability of large datasets and ongoing improvements in 

machine learning algorithms has hastened the adoption of AI across various business functions. AI is no 

longer just an automation tool, it is now a strategic resource for organizations that supports data-driven 

decision-making, process optimization, innovation and sustainable competitive advantage. 
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Businesses across different industries are now increasingly relying on AI technologies, such as, machine 

learning, deep learning, natural language processing, computer vision, predictive analytics, recommendation 

systems and generative AI. These technologies help analyze complex data, automate routine tasks, predict 

market trends, optimize resource allocation, strengthen customer relationships and improve the speed and 

quality of managerial decisions. As a result, AI has become a key part of digital transformation efforts 

around the world. With the widespread use of smartphones, digital payment systems, cloud computing and 

internet-based platforms, competition among businesses has intensified. Companies now need to offer 

highly personalized products and services, while maintaining efficiency. AI allows businesses to understand 

consumer preferences, predict purchasing behaviour, optimize pricing strategies, improve inventory 

management, strengthen fraud detection systems and provide continuous customer support through 

intelligent virtual assistants and chatbots. These capabilities not only enhance customer satisfaction but also 

boost productivity, profitability and long-term business performance.  

 

The increasing strategic importance of AI is seen in its widespread use by leading global companies and 

many smaller businesses, whether operating online or in traditional physical locations. These organizations 

are increasingly integrating AI into marketing, logistics, supply chain management, customer service, 

financial decision-making and product development to strengthen their market position. Industry reports 

show that businesses adopting AI on a large scale have seen improvements in operational efficiency, 

revenue growth, customer engagement, and innovation potential, establishing AI as a crucial factor in 

business success in the digital economy. 

 

The AI market can be segmented based on functions, such as, human resources, marketing and sales, 

product/service deployment, service operation, risk, supply chain management and others. Services hold the 

majority share in the AI market as businesses struggle to improve customer experience, automated 

workflows and all-around efficiencies. Risk Management is expected to grow the most due to the fast-

growing need for proactive threat detection, compliance monitoring and risk assessment. Businesses in all 

sectors are focusing on AI solutions to identify vulnerabilities and reduce risks in real time which is driving 

AI adoption. 

 

Industry wise, the AI market can be segmented into manufacturing, retail, healthcare, automotive, BFSI 

(Banking, Financial Services and Insurance Sector), agriculture, IT and telecom, energy and utilities, 

government and public sector and education. BFSI sector holds the major share of India’s AI market, largely 

due to its early adoption of AI technology for personalized financial solutions, customer service, risk 

management and fraud detection. Reserve Bank of India report suggests that generative AI could enhance 

Indian banking operations by as much as 46%.  

 

The Indian AI market scenario is changing. Companies like Bosch India is implementing AI-powered 

solutions in automation, predictive maintenance and autonomous systems. Persistent Systems is driving 

innovation with its AI-led digital engineering services, focusing on intelligent automation, data-driven 

decision-making, and cloud-native AI platforms for enterprise transformation. Infosys, a global IT leader, is 

leveraging AI through its Infosys Topaz platform by combining AI, analytics and cloud to power business 

agility, operational efficiency in finance, healthcare and retail sectors. (Fortune Business Insights, 2025). 

Government led initiatives such as the IndiaAI Mission, expanding cloud infrastructure, implementation of 

digital payments and increasing availability of skilled technology professionals have also strengthened AI 

adoption. Businesses that effectively integrate AI into their operational and strategic processes are expected 

to improve productivity, enhance customer experience, foster innovation and achieve sustainable 

competitive advantage. Thus, AI is playing a crucial role in shaping the future of business performance and 

digital transformation in India. 
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Indian Consumer’s Engagement with AI: A Global Comparison  

 

Ernest and Young Report 2023, states that 30% of consumers in India had better knowledge and 

understanding of AI as compared to 17% globally. Moreover, 48% of Indians have faith and trust in AI for 

personalized recommendations and deals as compared to 23% of their global counterparts.  The survey also 

highlights that a high percentage (82%) of Indian consumers are willing to improve their purchase decisions 

using AI vis-a vis their global counterparts (58%).  

2. Literature Review 

Artificial Intelligence (AI) has become one of the most extensively researched topics in contemporary 

business and management literature. The increasing integration of AI into organizational processes has 

attracted significant academic attention because of its potential to improve business performance, 

operational efficiency, customer engagement and strategic decision-making. Existing literature indicates that  

AI has evolved from a support technology into a strategic tool that enables organizations to create 

sustainable competitive advantage in an increasingly digital business environment. 

Huang and Rust (2018) proposed the Theory of AI Job Replacement, explaining that AI initially 

complements human capabilities by automating routine activities and then eventually assumes more 

complex analytical functions. However, the authors emphasized that creativity, empathy and intuitive 

judgement continue to remain important human competencies. A number of researchers have examined AI 

from the perspective of organizational performance and strategic management. Soni et al. (2019) observed 

that AI had become a catalyst for technological innovation by reshaping business models, organizational 

structures and value creation mechanisms. Their study highlighted AI's contribution to productivity 

enhancement, innovation capability and competitive differentiation, while simultaneously acknowledging 

challenges associated with workforce displacement, ethical concerns and technological disruption.  

Soni et al. (2020) examined the evolution of artificial intelligence (AI) from research and innovation to 

commercial use, highlighting its transformative impact on business operations, entrepreneurship and 

economic development. They identified AI as a strategic enabler for automation, enrich business intelligence 

and decision-making, while promoting innovation and competitive advantage. The authors also discussed 

the challenges associated with implementation of AI, ethical concerns and workforce transformation. The 

authors concluded that successful AI adoption required strategic planning, organizational readiness and 

continuous technological innovation. 

The application of AI in marketing and customer relationship management has also received considerable 

scholarly attention. Davenport et al. (2020) observed that AI technologies, including predictive analytics, 

chatbots, recommendation systems and personalized marketing, significantly improved customer 

interactions and marketing effectiveness. The authors also observed that AI enhanced customer relationship 

management by facilitating real-time decision-making, improving service quality and enabling organizations 

to deliver highly personalized customer experiences. 

Consumer-oriented studies also indicate that AI positively influences customer experience and purchase 

behaviour. Singh (2021), for example, based on a survey of online consumers, concluded that AI-driven 

personalization, efficient information processing and intelligent recommendation systems contributed 

significantly to customer satisfaction and business growth. However, the study highlighted concerns 

regarding data privacy, cyber security, consumer profiling and responsible use of personal information, 

suggesting that sustainable AI adoption required balancing technological innovation with ethical 

considerations. 

Cheng et al. (2022), on the other hand, demonstrated that consumers' trust in AI-enabled chatbots depended 

largely on perceived empathy, transparency and communication quality. They concluded that higher trust 

levels encouraged greater acceptance of AI-assisted services and improved customer satisfaction. 

Bawack et al. (2022), through a comprehensive bibliometric review of AI research in e-commerce, identified 

recommendation systems, personalization, sentiment analysis, optimization, and consumer trust as the 
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dominant research themes. The authors concluded that AI applications have progressively shifted from 

supporting isolated business functions to becoming integral part of digital business strategies. Similarly, 

Chugh and Jain (2024), using bibliometric and content analysis of Scopus-indexed publications, observed a 

sharp increase in AI-related research after 2017. Their findings revealed that contemporary research was 

primarily focused on intelligent customer support, product recommendation systems, predictive analytics, 

and data-driven decision-making. 

 

Industry reports also reinforce the findings of academic research by demonstrating that there was 

improvement in organizational performance resulting from AI adoption. Deloitte Insights (2024), for 

example, reported that AI enabled the retailers to improve demand forecasting, optimize inventory 

management, personalize customer experiences, strengthen supply chain and support dynamic pricing 

strategies. The report further observed that generative AI had expanded organizational capabilities by 

enhancing customer service, accelerating product innovation and improving operational efficiency across the 

retail value chain. Similarly, Farris and Hayes (2024) emphasized that AI facilitated customer retention, 

operational excellence and data-driven business decision-making in both business-to-business (B2B) and 

business-to-consumer (B2C) environments. However, they identified transparency, consumer trust, and data 

security as essential prerequisites for successful AI implementation. 

Orynkhanova (2025) reported that AI contributed substantially to customer personalization, supply chain 

optimization, operational efficiency, fraud detection, cyber security and ethical governance. The study 

highlighted that predictive analytics, recommendation engines and conversational AI are expected to be the 

major drivers of digital business transformation in the times to come. 

McKinsey & Company (2025) reported that organizations integrating AI into their core business processes 

achieved greater productivity, operational efficiency and innovation than firms adopting AI in isolated 

functions. According to the report, organizations that redesign workflows and establish effective governance 

mechanisms derive significantly greater value from AI investments. Similarly, the World Economic Forum 

(2025) emphasized that the widespread adoption of AI has transformed labour markets and organizational 

skill requirements, creating increasing demand for advanced digital, analytical and AI-related competencies.  

 

3. Research Gap 

 

Although there is a growing body of literature on AI, much of the existing research has focused on 

individual applications such as recommendation systems, chatbots, predictive analytics or customer 

behavior. A number of studies have concentrated on technological developments rather than assessing how 

AI contributed to overall business growth and organizational performance. While digital commerce has 

received significant academic attention, there are relatively few studies that combine evidence on how AI 

collectively affects operational efficiency, customer experience, competitive advantage and overall business 

performance, particularly for traditional businesses. Against this backdrop, the present study examines 

Artificial Intelligence (AI) as a driver of paradigm shift in businesses.  

 

4. Objectives of the Study 

 

1. To review the existing academic literature and industry evidence relating to use of AI in businesses. 

2. To examine the role of Artificial Intelligence in improving customer experience, operational 

efficiency, marketing effectiveness, organizational decision-making, revenue generation and 

competitive advantage. 

3. To find the challenges of use of AI in businesses. 
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5. Research Methodology 

 

This study is descriptive and analytical in nature, based on secondary data collected from research journals, 

Industry and company reports, government publications and research databases. The use of academic and 

reliable industry sources enhances the reliability and comprehensiveness of the analysis, while providing a 

thorough understanding of the strategic role of AI in improving business performance. 

 

6.  Analysis and Discussion 

 

I. Adoption and Contribution of Artificial Intelligence: Global Scenario  

AI has experienced remarkable growth over the past decade, emerging as a key enabler of organizational 

performance across industries. The increasing availability of digital data, advances in machine learning 

algorithms, expansion of cloud computing and growing investment in digital transformation have 

accelerated AI adoption worldwide. Organizations are increasingly integrating AI into their business 

processes to enhance operational efficiency, improve customer engagement, optimize decision-making and 

strengthen competitive positioning. Consequently, AI has evolved from a technological innovation into a 

strategic business capability that contributes significantly to long-term organizational performance. 

 

AI-powered technologies such as recommendation systems, predictive analytics and intelligent search, 

dynamic pricing, automated customer support and fraud detection are used to improve business outcomes. 

These technologies enable organizations to process large volumes of customer and operational data in real 

time, resulting in faster decision-making, greater operational efficiency, and better customer experiences. 

 

Table 6.1 A: Global Artificial Intelligence Market Size 

 

Year Market Size (USD 

Billion) 

2025 390.9 

2026 

(Estimated) 

539.5 

2033 

(Projected) 

3,497.3 

 

            Source: Author's compilation based on Grand View Research (2026) 

 

Table 6.1 A shows that the global AI market is rapidly expanding. The global AI market was valued at USD 

390.9 billion in 2025 and is estimated to reach USD 539.5 billion in 2026. It is projected to expand to USD 

3,497.3 billion by 2033, representing a compound annual growth rate (CAGR) of 30.6% during the forecast 

period This considerable growth is primarily driven by enterprise-wide acceptance of generative AI, 

machine learning, intelligent automation and AI-powered analytics across manufacturing, finance, 

healthcare, retail, logistics and professional services. As per Grand View Research 2026, the upward trend 

implies that AI is increasingly viewed as a strategic business capability rather than merely a technological 

innovation, enabling organizations to improve operational efficiency, enhance customer value, accelerate 

innovation and achieve sustainable competitive advantage.  

 

Table 6.1B: Projected Global Artificial Intelligence Market Size 

Year Market Size (USD Billion) 

2026 539.45 
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2027 704.61 

2028 920.41 

2029 1,202.30 

2030 1,570.35 

2033 3,497.29 

       Source: Author's compilation from Grand View Research (2026)    

Table 6.1 B shows an exceptional projected expansion of the global AI market. It is expected to increase 

from USD 539.45 billion in 2026 to approximately USD 3,497.29 billion by 2033, reflecting a compound 

annual growth rate (CAGR) of 30.6%. This rapid growth is driven by widespread adoption of AI across 

manufacturing, banking, healthcare, retail, logistics, education and professional services. Increasing 

investments in generative AI, machine learning, intelligent automation, cloud computing and advanced 

analytics are enabling organizations to improve productivity, accelerate innovation, optimize business 

processes and enhance customer value. This shows the growing acknowledgment of AI as a strategic 

business investment rather than merely an operational technology.  

The projected growth also suggests that future business competitiveness will increasingly depend on 

organizations' ability to integrate AI into their strategic and operational decision-making processes. 

Businesses with successful AI adoption are likely to achieve more efficiency and stronger market 

responsiveness compared to the businesses relying solely on conventional business practices. 

II. Regional Distribution of AI Adoption 

The regional distribution of AI adoption is closely associated with digital infrastructure, innovation 

capability, investment in emerging technologies and supportive regulatory ecosystems. As AI becomes 

increasingly embedded in organizational processes, regional disparities are expected to narrow, with 

emerging economies playing a progressively larger role in the global AI-driven business landscape. 

Table 6.2 below shows considerable differences in the adoption of AI-enabled business technologies across 

regions. North America accounts for the largest share of the global market (35.5%) followed by the Asia-

Pacific region (26.6%) and Europe (24.2%). The leadership of North America can largely be attributed to 

substantial investments in AI research and development, advanced digital infrastructure, supportive 

innovation ecosystems and the presence of leading technology companies. Europe continues to strengthen 

AI adoption through regulatory frameworks promoting responsible AI and increased investments in digital 

transformation initiatives. 

Meanwhile, the Asia-Pacific region has emerged as one of the fastest-growing markets owing to rapid 

digitalization, expanding internet penetration, increasing smartphone usage and accelerated growth of online 

commerce. This can also be attributed to strong government initiatives in countries, such as, China, India, 

Japan and South Korea.  

 

Table 6.2: Regional Distribution of the Global Artificial Intelligence Market (2025) 

Region Market Share (%) 

North America 35.5 

Asia-Pacific 26.6 

Europe 24.2 

Middle East & 

Africa 

6.3 

Latin America 7.4 

Total 100.0 

    Source: Author's compilation based on Grand View Research (2026) 



© 2026 IJRAR June 2026, Volume 13, Issue 2                     www.ijrar.org (E-ISSN 2348-1269, P- ISSN 2349-5138) 

 

IJRAR26B3712 International Journal of Research and Analytical Reviews (IJRAR) www.ijrar.org 586 
 

 

Further, as per Grand View Research (2026), Latin America and the Middle East & Africa, although 

accounting for relatively smaller shares, are witnessing growing AI adoption across financial services, 

healthcare, retail, logistics, manufacturing and public administration. These regional variations indicate that 

technological readiness, digital infrastructure, investment capability and government policy significantly 

influence the pace of AI adoption and its contribution to business performance. 

III. Growth of AI in Indian Business  

India has emerged as one of the fastest-growing markets for AI adoption, driven by expanding digital 

infrastructure, widespread smartphone usage, increasing internet connectivity, rapid growth of digital 

payments and government initiatives promoting digital transformation.  In India, businesses are increasingly 

integrating AI into customer relationship management, logistics, inventory planning, marketing automation, 

fraud detection and analytics to improve operational performance and customer satisfaction. 

The rapid expansion of online retail into Tier-II and Tier-III cities has further improved AI adoption among 

Indian businesses. Machine learning algorithms are widely used for demand forecasting and inventory 

optimization, while natural language processing facilitates multilingual customer interactions and intelligent 

virtual assistants. These technological developments have enabled businesses to improve service quality, 

reduce operational costs and expand market reach. 

                      Table 6.3 A: Artificial Intelligence Market Size in India 

Year Market Size (USD Billion) 

2024    9.51 

2025     13.05 

2032 (Projected)    130.63 

                      Source: Author's compilation from Fortune Business Insights (2025) 

Table 6.3 A indicates that AI market in India is experiencing rapid expansion, driven by increasing 

digitalization, adoption of AI technologies by enterprises, government initiatives and increasing 

investments in data-driven innovation. AI market size in India was valued at USD 9.51 billion in 2024 and 

is projected to grow from USD 13.05 billion in 2025 to USD 130.63 billion by 2032, registering a CAGR of 

39%. 

According to Times of India, India is the second-largest adopter of Generative AI globally. Generative AI 

helps businesses enhance their efficiency, enables automation of work and also provides more 

personalization and customization. Indian Government has taken initiatives to boost AI and societal 

investment in AI infrastructure. Government-fueled growth and socially responsible AI are expected to be 

key drivers for AI growth.  

Also, India is undergoing growth in data center and cloud infrastructure, particularly in metropolitan hub 

locations, such as, Mumbai, Bengaluru, Hyderabad and Pune. Big technology companies, such as, 

Microsoft and Google are investing heavily in the metropolitan regions to develop best-in-class data 

centers, which will provide the required computing power for the new and advanced AI workloads, 

resulting in AI market growth. According to Bloomberg News (September 2025), OpenAI has announced 

plans to set up a one-gigawatt data center in India. The data center may be part of OpenAI’s ‘Stargate’ AI 

infrastructure project, backed by Microsoft, SoftBank, and Oracle. (Fortune Business Insights, 2025). 

However, one of the main limitations of growth of AI market in India is the high cost of implementation, 

which is particularly challenging for small and medium-sized enterprises (SMEs). It has been observed that 

there is considerable interest in SMEs adopting AI, but the financial implications are often a barrier to entry 

for SMEs with limited budgets (Fortune Business Insights, 2025).  

 

Thus, the analysis of both global and Indian market trends clearly demonstrates that AI has progressed into a 

major driver of businesses. AI adoption is not just to automate routine tasks, rather AI is entrenched within 

core business strategies to improve operational efficiency, support informed managerial decision-making, 
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enhance customer experience, strengthen competitive advantage and generate sustainable business value. 

Table 6.3 B below lists some of the business benefits of AI adoption as per different reliable reports 

available on surveys conducted by different market research organizations. 

Table 6.3 B: Business Benefits of Artificial Intelligence Adoption in India 

Business Performance Indicator Finding Source 

Organizations that use AI in at least one business function 65% McKinsey & Company, The State 

of AI (2025) 

Enterprises that reported improvement in operational 

efficiency after AI adoption 

62% Deloitte India, State of AI in India 

(2024) 

Organizations that use AI for customer service and 

customer experience 

56% IDC India AI Survey (2024) 

Businesses that use AI for predictive analytics and business 

intelligence 

54% EY India, AIdea of India (2025) 

Organizations that reported faster decision-making through 

use of AI 

59% PwC India, AI Business Survey 

(2024) 

Enterprises that adopted Generative AI to improve 

employee productivity 

68% Microsoft–LinkedIn, Work Trend 

Index (2024) 

Organizations that expected AI to increase revenue  71% IBM Global AI Adoption Index 

(2024) 

Source: Author's compilation based on McKinsey & Company (2025), Deloitte India (2024), IDC India 

(2024), EY India (2025), PwC India (2024), Microsoft–LinkedIn (2024), and IBM (2024). 

The data presented in Table 6.3 B demonstrate that Artificial Intelligence is increasingly contributing to 

business performance in India. A significant proportion of organizations have integrated AI into one or more 

business functions to improve operational efficiency, customer engagement, decision-making and workforce 

productivity. AI-enabled predictive analytics and business intelligence are facilitating more accurate 

forecasting, optimized resource allocation, and data-driven strategic planning. Furthermore, the growing 

adoption of Generative AI indicates that Indian enterprises are increasingly leveraging AI to enhance 

employee productivity and innovation. The expectation of higher revenue growth among the organizations 

adopting AI confirms the view that Artificial Intelligence strengthens organizational competitiveness and 

supports sustainable business performance. As per McKinsey’s report (2024), organizations are getting 

substantial benefits, cost reduction and increased revenue from the use of Gen AI. 

The estimates reported by different market research organizations may vary because of differences in 

methodology and market coverage. But the available evidence consistently indicates a strong upward 

trajectory in AI adoption. The findings, thus suggest that Indian organizations increasingly perceive AI as a 

strategic resource capable of improving organizational productivity, customer engagement, operational 

efficiency, and long-term competitiveness.  

Deloitte (2026) conducted The State of AI in the Enterprise survey of over 200 business and technology 

leaders across India Inc. directly involved in shaping organisational AI initiatives. The results of the survey 

showed that Indian enterprises report 40% significant or full AI usage, compared to a global average of 

approximately 28%, indicating that Indian organizations are operationalizing AI beyond pilot projects. 

However, India reports lower levels of AI expertise (0-4%) compared to other countries globally (2-8%). 

India does not possess very high expertise in agentic, physical, and generative AI currently.  

Table 6.3 C below shows that adoption of AI in India is scaling unevenly across business functions, though 

it still leads global peers in many business function areas. 

Table 6.3 C: Business Functions Transformed by AI  

Business Function AI Scale in 

India (%)  

AI Scale 

Globally (%) 

Product Development 62 34 

Strategy and 

Operations 

56 44 
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Marketing and Sales  55 40 

Supply Chain 48 46 

IT/Cyber  43 57 

Legal, Risk and 

Compliance  

33 66 

HR 27 49 

Finance 25 63 

Source: Author’s compilation from Deloitte's State of AI in the Enterprise 2026 (India) 

Table 6.3 C shows that Product development, Strategy and Operations, Marketing and Sales and Supply 

chain have higher implementation in India vis-a-vis global counterparts, whereas India lags in functions, 

such as, IT/Cyber, Legal, Risk and Compliance, HR and Finance as compared to its global counterparts. 

This is further supported by the report of The International Monetary Fund (2025) which mentions that 

nearly 60% of Indian companies have actively deployed AI in their business operations. AI, thus, is 

becoming a major driver of productivity, innovation, and digital transformation in India. India ranks among 

the world's leading AI ecosystems due to strong digital infrastructure, startup growth, and policy initiatives 

such as the IndiaAI Mission. (Press Information Bureau ID 2226912, Feb 12,2026) 

Table 6.3 D: Influence of AI on Competitiveness  

Users’ Response  % Agreed 

Significantly improved Competitiveness  52% 

Moderately improved Competitiveness  34% 

Forecasting price trends   4% 

Not Sure 10% 

Source: Author’s compilation from Competition Commission of India (CCI), 2025.  

Table 6.3 D above shows the responses of the survey conducted by Competition Commission of India, from 

industry using AI. 52% of the respondents from industry were found to have reported that use of AI has 

improved their competitiveness by providing innovative competitive edge over their competitors, not using 

AI. Another 34% of the respondents from industry using AI reported only moderate improvements. 

         Table 6.3 E: Effect of Adoption of AI on Consumers  

Benefit  % Agreed 

Increased Customers’ 

Engagement 

79% 

Improved Customers’ loyalty 21% 

Not Sure 14% 

      Source: Author’s compilation from CCI, 2025 

It can be observed that enhanced competitiveness reported in Table 6.3 D is reflected in increased 

consumer engagement in Table 6.3 E, where 79% of businesses have reported increased customer 

interactions facilitated by AI, whereas the impact on customer loyalty appears to be limited, with only 21% 

reporting improvements. 

IV. Impact of AI on Ease of Entering Business 

Use of AI has substantially lowered the barriers to business entry by enabling access to technologies that 

were earlier available only to large businesses. This has enabled startups to operate more efficiently by 

reducing operational costs and compete with established businesses. By automating repetitive tasks and 

providing data-driven insights, AI helps entrepreneurs to focus on innovation, strategic planning and 

customer engagement, thereby, enhancing the ease of entering and sustaining in a business.     

Table 6.4: Impact of AI on Ease of Entering Business 

Users’ Response  % Agreed 

Significantly improved ease of entering  34% 

Moderately improved ease of entering  28% 

Slightly improved ease of entering 24% 

Not Sure 14% 

 

   Source: Author’s compilation from CCI (2025) 

https://www.pib.gov.in/PressReleasePage.aspx?PRID=2226912&lang=2&reg=48&utm_source=chatgpt.com
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Table 6.4 shows the responses of 106 stakeholders in response to a survey conducted in 2025 by 

Competition Commission of India, which included AI experts, startups, legal experts, and big technology 

firms. It can be seen that 34% of the respondents were of the view that AI had significantly lowered entry 

barriers and another 28% reported of moderate improvement in the ease of entering. 

 

7. Findings of the Study: 

 

The analysis of secondary data from industry reports and publications by government and international 

organizations provides the following: 

 

1. AI has become an important driver of business performance. AI is no longer confined to process 

automation but has evolved into a strategic tool. Businesses utilize AI to enhance operational 

efficiency, improve decision-making, strengthen customer relationships and achieve sustainable 

competitive advantage.  

2. The global and Indian AI market are expanding rapidly. Market projections indicate significant 

growth in AI investments, reflecting increasing organizational confidence in AI-driven business 

models.  

3. Use of AI has enhanced customer experience and engagement. Recommendation systems, intelligent 

search, personalized marketing and AI-enabled customer support have improved customer 

satisfaction, increase purchase intention, encourage repeat buying and strengthen customer loyalty.  

4. AI adoption has improved operational efficiency by automation of routine processes, optimize 

inventory management, improve demand forecasting, strengthen supply chain operations and support 

real-time business decision-making, thereby, lowering operating costs and enabling long-term 

business resilience. 

5. Despite its benefits, use of AI has challenges, like, data privacy, ethical concerns and cyber security 

risks. The shortage of trained and skilled manpower and implementation costs continue to hinder 

deployment of AI.  

 

8. Conclusion 

Artificial Intelligence (AI) has emerged as a strategic tool that meaningfully improves organizational 

performance by enhancing operational efficiency, decision-making, innovation, customer experience and 

competitive advantage. AI technologies, including machine learning, deep learning, predictive analytics and 

intelligent automation, enable businesses to optimize processes and respond effectively to changing market 

conditions. However, sustainable AI adoption requires addressing challenges related to data privacy, cyber 

security, ethics, workforce skills and regulatory compliance. As AI technologies continue to evolve, 

businesses that effectively integrate AI into their strategic and operational processes are likely to achieve 

higher productivity, greater innovation, improved customer value and stronger competitive advantage. Such 

businesses are better positioned to use AI as a catalyst for paradigm shift by transforming business models. 

 

9. Limitations of the Study 

 

The present study is wholly based on secondary data. The analysis depends on published reports and 

existing literature. The findings are subject to the scope, methodology and reporting practices adopted by the 

respective organizations. 
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10. Scope for Future Research 

Future research may focus on sector-specific AI adoption to understand its impact across industries and 

business functions. Further, longitudinal studies can be undertaken to evaluate the sustained effects of AI on 

organizational performance, innovation, productivity and competitive advantage over time.  
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