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Abstract 

This paper explores the feasibility and application of Artificial Intelligence (AI) in optimizing Internal Business 
Processes (IBPs) within various industries. Despite the rapid advancements in AI technology, its adoption in 
IBPs remains limited, with many companies facing challenges such as insufficient understanding, 
managerial support, and technical resources. This study employs a mixed-methods approach, incorporating 
both quantitative surveys and qualitative interviews to gain comprehensive insights into the current state of 
AI integration in IBPs. The survey results highlight a significant gap between the perceived potential of AI 
and its actual implementation, while the interviews reveal key themes such as digitization, process 
improvement, and ethical considerations. The findings emphasize the need for structured process modeling, 
clear responsibility definitions, and continuous training to ensure successful AI integration. This research 
contributes to the existing literature by focusing on the underexplored area of AI in IBPs and proposes a 
framework for systematic AI adoption, addressing both technical and ethical challenges. Future research 
should explore the long-term effects of AI on employee satisfaction and productivity. 
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INTRODUCTION 

Over the past century, Artificial 
Intelligence (AI) has evolved from a hypothetical 
concept to a feasible and applicable technology. 
In recent years, companies have generated data 
at an unprecedented rate, and utilizing this vast 
amount of data to enhance business procedures 
and decision-making is crucial for staying 
competitive. Despite the hype surrounding AI, few 
projects have delivered business value, with an 
estimated 85% failure rate in AI projects [1], [2]. 
This highlights the challenges companies face in 
effectively adopting and integrating AI into their 
business processes [3], [4]. 

Existing research has primarily focused 
on specific use cases of AI in areas such as 
marketing [5], [6], customer service [7], [8], and 
manufacturing [9], [10]. These studies have 
shown how AI can improve efficiency and 
effectiveness in outward-facing processes. 
However, there is a lack of comprehensive 
studies on the application of AI in Internal 
Business Processes (IBP), which are crucial for 
maintaining the internal operations of a company 
and indirectly achieving overall business profit 
goals [11], [12]. IBPs are the internal gears that 

allow companies to execute their core business 
activities. Enhancing these processes can have 
significant implications for companies and the 
way they conduct business [13]. 

Business process optimization, although 
frequently defined with less precision and more 
tacit knowledge in nature, has become an area of 
interest. However, like AI initiatives, process 
optimization endeavors in business are 
susceptible to collapse because of deficient 
managerial and staff buy-in and deficiencies in 
communication [14]. Moreover, while numerous 
methodologies and tools such as Business 
Process Reengineering (BPR) [15], [16], [17] and 
Lean Six Sigma [18], [19] have been proposed 
and implemented for process improvement, the 
high failure rate of these projects suggests a need 
for better integration and understanding of AI 
technologies within these frameworks. 

Despite the potential benefits, there is a 
significant gap in the literature regarding the 
practical application of AI in optimizing IBPs. Most 
existing studies either focus on external-facing 
processes or specific technologies without 
addressing the holistic integration of AI in internal 
processes. This study aims to bridge this gap by 
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exploring the feasibility of AI-enabled process 
improvement systems to assist businesses in 
optimizing their IBPs. 

The novelty of this research lies in its 
focus on the practical application of AI in 
optimizing IBPs, which has been underexplored 
in previous studies. By investigating the current 
state of AI adoption in internal processes and 
identifying the factors that influence its success, 
this study aims to provide valuable insights for 
companies looking to leverage AI for process 
improvement and ultimately enhance their 
business performance. 

 
METHOD 

This research employed a mixed-methods 
approach with both quantitative and qualitative 
research techniques to achieve a comprehensive 
understanding of AI-enabled process 
improvement in Internal Business Processes 
(IBP). 

Survey Design 
The quantitative aspect of the research 

involved conducting surveys targeting 
participants with technical or managerial 
backgrounds. The survey aimed to identify the 
current use of AI in IBP and determine in which 
processes AI is most prevalent. The survey 
design included multiple-choice and open-ended 
questions to capture both quantitative data and 
qualitative insights. Participants were selected 
from various industries to ensure a diverse range 
of perspectives 

Interview Design 
Following the survey, semi-structured 

interviews were conducted with individuals 
directly involved in AI applications within their 
companies. The interviews aimed to gain deeper 
insights into specific AI applications and their 
impacts on IBP. The interview questions were 
designed to explore the participants' experiences 
with AI, the challenges they faced, and the 
benefits they observed. 

Data Collection and Process 
The quantitative research involved a survey 

designed to identify where AI is being used and in 
which IBPs AI is most prevalent. The survey was 
administered using Google Forms and included 
18 participants over one month. Participants, 
primarily individuals with a technical background 
or those in upper management positions familiar 
with their company's technical solutions, were 
given the option to identify only their industry to 
adhere to privacy regulations [20], [21], [22]. The 
survey questions focused on the participant's 
current occupation, the definition of AI in a 
business context, and the level of AI usage within 
their organization. 

Based on the survey results, qualitative 
data were collected through semi-structured 
interviews with five participants, including 
managers and technical experts from various 
industries. The interviews aimed to provide 
detailed insights into how businesses are 
currently using AI applications to achieve 
business benefits. Each interview followed a set 
of guidelines to ensure consistency and was 
transcribed for analysis [23]. The interview 
questions explored topics such as digitization, 
process improvement, and the specific roles of AI 
in business operations. 

Data Source 
The study involved 18 survey participants 

and 5 interviewees from different industries, 
including software, the financial sector, and IT 
consulting. Google Forms was used to administer 
the survey, while semi-structured interviews were 
conducted to allow flexibility and depth in 
responses. 

Analysis Method 
Survey data were analyzed using 

descriptive statistics to summarize the present 
status of AI adoption in IBPs, providing a broad 
overview of AI usage across different industries 
and highlighting the lack of literature on internal 
processes that facilitate job performance. 
Interview transcriptions were coded and analyzed 
to identify recurring themes and patterns. This 
qualitative data provided detailed insights into the 
knowledge and perspectives of managers and 
technical experts regarding AI applications in 
IBPs.  

 
Table 1. Survey results on AI Adoption in 

IBPs 
AI Definition Frequency 
Automation 9 
Data  9 
Future 7 
Processes 5 
Machine Learning 5 
Assistance 4 
Decision-making 3 
Algorithms 3 
Insights 3 
Self -learning 3 
Problem-solving 2 
Speed 3 
Data collection 2 
Efficiency 1 
Pattern 3 
Execution 1 
Natural Intelligence 1 
Human Intelligence 1 
Coding 2 
Calculation 1 
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Themes such as digitization, process 
improvement, and AI integration were explored in 
depth to understand the practical challenges and 
benefits of using AI in internal business 
processes. 
 
Ethical Consideration 

Given the increasing frequency of 
cyberattacks, ensuring data integrity and security 
was a crucial aspect of this research. According 
to the guidelines outlined by [20], [21], [22], 
proper precautions were taken to protect data 
privacy and ethics. The study adhered to ethical 
standards by anonymizing participant information 
and securing all collected data. 

 
RESULT AND DISCUSSION 

The results of this study are derived from 
both the quantitative survey and qualitative 
interviews conducted. The survey data were 
analyzed using descriptive statistics to provide an 
overview of AI adoption in Internal Business 
Processes (IBPs). The survey involved 18 
participants from various industries, including 
software, financial sector, and IT consulting. The 
survey questions focused on the participants' 
current occupation, the definition of AI in a 
business context, and the level of AI usage within 
their organization. 

The findings indicate that a significant 
portion of respondents, particularly those in 
management and technical roles, have a varying 
understanding of AI and its applications in IBPs. 
The survey results showed that while AI is 

commonly associated with automation and data 
processing, its integration into IBPs is still in the 
early stages for many companies. This highlights 
the need for better awareness and education 
about AI's potential benefits in internal 
processes. 

The qualitative interviews provided deeper 
insights into how businesses are currently using 
AI applications to achieve business benefits. The 
five participants, including managers and 
technical experts, discussed their experiences 
with AI in their respective companies. The 
interviews revealed several key themes: 

Digitization and AI Engagement 
All companies surveyed utilize advanced 

communication analytics and collaboration 
technologies, with varying levels of engagement 
with AI. This ranges from using AI for task 
automation to more complex applications such as 
predictive analytics and customer behavior 
analysis. 

PS1 described their company as heavily 
reliant on advanced communication tools and 
analytics. They use AI primarily for task 
automation and improving operational efficiency. 
However, PS1 noted challenges in integrating AI 
with existing systems due to a lack of technical 
expertise among some staff members. 

PS2 highlighted the use of AI in predictive 
analytics and fraud detection. They mentioned 
that AI has significantly improved their ability to 
detect fraudulent activities in real time, but there 
are concerns about data privacy and the need for 
robust security measures. 

 
Table 2. Survey results on AI Adoption in IBPs 

 
 

 

Participant 
Code 

Understanding of Process Modeling Motivation for Process Improvement 

PS1 Considered process as a project term; lacks 
complete process model due to 
time/resource constraints 

Motivated by customer demands and desire 
to improve customer service 

PS2 High-level definition of processes like order-
to-cash; lacks comprehensive process 
models 

Driven by the necessity to meet customer 
requirements and improve service delivery 

PS3 Concrete processes like receiving and 
paying bills; lack full process models 

Focused on enhancing customer 
satisfaction and operational efficiency 

PS4 No process at all; variable understanding of 
process modeling 

Primarily motivated by customer feedback 
and competitive pressure 

PS5 Relies on manual/ad-hoc methods; 
interested in formal process improvement 
methodologies 

Aims to achieve higher efficiency and better 
quality management 
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PS3 discussed the use of AI in customer 
behavior analysis. They emphasized the 
importance of understanding customer needs 
and preferences, which AI helps to achieve. 
However, PS3 pointed out the difficulty in 
maintaining data accuracy and the challenges in 
ensuring data integrity. 

Process Improvement Approach 
Companies have different approaches to 

managing their business processes. While some 
have clear infrastructure and software 
development processes, others rely on more 
manual or ad-hoc methods. The consensus 
among participants was that proper process 
modeling can help improve company 
performance by ensuring every team member 
understands the overall process and its phases. 

PS4 relies on manual and ad-hoc methods 
for process improvement. They noted that while 
these methods are flexible, they lack the 
consistency and efficiency provided by structured 
process modeling. PS4 expressed interest in 
adopting more formalized process improvement 
methodologies. 

PS5 has clear infrastructure and software 
development processes in place. They use AI to 
streamline internal operations and improve 
process efficiency. PS5 mentioned the 
importance of employee training and continuous 
improvement to maximize the benefits of AI 
integration. 

AI Integration 
Table 3 summarizes the survey results on 

AI adoption in IBPs. The research findings 
indicate that the application of AI in Internal 
Business Processes (IBPs) varies across 
companies, depending on the industry, business 
scale, and technological readiness. For instance, 
PS1 demonstrated a high level of AI usage 
(70%), particularly in software development and 
fraud detection. This suggests that companies in 
the software sector tend to leverage AI in their 
operations, which require intensive automation 
and data analysis. However, PS1 also 
highlighted significant challenges in integrating 
AI into existing systems, primarily due to the lack 
of technical expertise among some staff 
members. This indicates that while AI offers 
substantial potential to enhance efficiency and 
effectiveness, internal challenges such as the 
readiness of human resources and technological 
infrastructure are major obstacles. 

In contrast, PS4, representing small and 
medium-sized enterprises (SMEs), reported a 
lower level of AI usage (40%), indicating that 
smaller-scale businesses face more barriers to 
fully adopting AI technology. AI in these SMEs is 
applied on a more limited scale, such as in 

software development and online marketing, 
which may not require the same level of 
sophistication as larger companies. This reflects 
that AI adoption in smaller companies is often 
constrained by factors such as limited resources, 
lack of managerial support, and insufficient 
understanding of AI’s potential. 

Furthermore, the findings from PS2 and 
PS3 emphasize the importance of AI in predictive 
analytics and customer behavior analysis, which 
are key components in the financial and IT 
consulting sectors. However, PS3 underscored 
the difficulty in maintaining data accuracy and the 
challenges in ensuring data integrity when 
utilizing AI. This indicates that while AI can 
provide valuable insights, its successful 
implementation heavily relies on the quality of 
data used and the company's ability to maintain 
its validity and accuracy. Overall, these results 
suggest that the successful integration of AI into 
IBPs is not solely dependent on the technology 
itself but also on organizational readiness, 
ranging from technological infrastructure to 
human resource preparedness and managerial 
support. 

Ethical Considerations and AI-Decision 
Making 

The ethical aspects of AI implementation 
were a major concern in this study. PS1 
highlighted concerns about the ethical 
implications of AI in decision-making, particularly 
regarding the transparency and accountability of 
AI algorithms. PS1 emphasized that to ensure 
fair and unbiased outcomes, the development of 
strict ethical guidelines for AI use within the 
company is necessary. This reflects the 
importance of transparency in AI operations, 
where every decision made by AI must be 
explainable and accountable. 

PS2 added that while AI can enhance 
efficiency, it is crucial to consider the ethical risks 
that may arise, particularly concerning data 
privacy and security. PS2 suggested that 
companies implement robust ethical frameworks 
to guide the development and deployment of AI. 
This is essential given the increasing frequency 
of cyberattacks that could threaten the integrity 
and security of the data used by AI. 

PS3 also underscored the importance of 
responsible AI use, emphasizing the need for 
clear guidelines and policies to ensure that AI 
technologies are employed ethically and 
responsibly. They also stressed the importance 
of educating employees about the ethical 
implications of AI, indicating that the 
understanding of AI ethics should not be confined 
to the managerial level but should be 
disseminated throughout the organization. 
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From Table 3, it can be seen that for PS1, 
the level of AI usage is estimated to be high 
(70%) because AI is used for software 
development and fraud detection, which are 
common applications in the software industry. 
For PS2, the level of AI usage is estimated to be 
quite high (60%) because AI is used for AI 
infrastructure and hardware sales, which are 
important in the financial sector. Meanwhile, for 
PS3, the level of AI usage is estimated to be 
moderate (50%) because AI is used for 
application development and online marketing. 
On the other hand, PS5 has an estimated AI 
usage level of medium (55%) because AI is used 
for risk detection and quality management, which 
are relevant in software development projects. 
Unlike PS1, PS2, PS3, and PS5, the survey 
results for PS4 show the lowest estimated AI 
usage at 40%, as the owner of an MSME, AI is 
likely used on a smaller scale for software 
development and online marketing. 

Survey Results 
The survey conducted as part of this 

research provided valuable insights into the 
current state of AI adoption across various 
industries, specifically within Internal Business 
Processes (IBPs). The survey included 18 
participants from diverse sectors such as 
software development, financial services, IT 
consulting, and small and medium-sized 
enterprises (SMEs). The respondents 
represented a range of roles from operational 
managers to technical experts, providing a broad 
perspective on how AI is being utilized within their 
organizations. 

The results revealed a spectrum of AI 
usage, with notable differences based on 
industry and company size. For instance, PS1, 
representing the software sector, reported the 
highest level of AI adoption at 70%. This is largely 
due to the sector's reliance on advanced 
technologies for software development and fraud 
detection, where AI plays a critical role in 
enhancing operational efficiency and reducing 
risks. The high adoption rate in this sector 
highlights the importance of AI in industries that 
are heavily dependent on data-driven processes 
and automation. 

In contrast, PS4, which represented an 
SME, reported the lowest AI adoption level at 
40%. This reflects the challenges that smaller 
enterprises face in adopting AI, such as limited 
financial resources, lack of technical expertise, 
and insufficient managerial support. The survey 
data suggests that while SMEs recognize the 
potential benefits of AI, their ability to implement 
and integrate these technologies into their 
business processes is significantly constrained 

by these factors. AI applications in these smaller 
firms are typically limited to basic functions such 
as software development and online marketing, 
which do not fully capitalize on AI’s broader 
capabilities. 

Other participants, such as PS2 and PS3 
from the financial and IT consulting sectors 
respectively, demonstrated moderate levels of AI 
adoption, with usage rates of 60% and 50%. In 
these industries, AI is employed for more 
specialized tasks such as predictive analytics, 
customer behavior analysis, and fraud detection. 
PS2 highlighted how AI has improved real-time 
fraud detection, a critical capability in the financial 
sector. However, both PS2 and PS3 also pointed 
out the challenges related to data integrity and 
security, emphasizing the need for robust 
systems to manage these risks. 

Moreover, PS5, representing another 
player in the software industry, reported an AI 
adoption level of 55%. Their usage primarily 
revolves around risk detection and quality 
management, indicating that even within the 
same sector, AI adoption can vary depending on 
the specific focus and technological maturity of 
the organization. 

The survey results underscore a significant 
gap between the potential of AI and its actual 
implementation within IBPs. While there is clear 
interest and initial adoption of AI across 
industries, the extent of its integration is 
influenced by factors such as industry type, 
organizational size, resource availability, and the 
level of technical expertise. The findings suggest 
that larger companies and those in data-intensive 
sectors are more likely to embrace AI, while 
smaller firms and those with limited resources 
face greater challenges in adopting and 
integrating AI technologies. 

This variation in AI adoption levels across 
industries and company sizes reflects the 
broader challenges of integrating advanced 
technologies into business processes. 
Companies that have successfully adopted AI 
tend to have better-defined processes, greater 
access to resources, and more robust support 
structures in place, including continuous training 
for staff and a clear understanding of the ethical 
implications of AI use. 

Discussion 
The discussion aims to answer the 

research problems, interpret the findings, 
integrate them into existing knowledge, and 
suggest new theories or modifications to existing 
methods. 

The primary research problem was to 
determine the feasibility of AI-enabled process 
improvement systems in IBPs. The findings 
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suggest that while there is interest and initial 
adoption, many companies are still in the early 
stages of integrating AI into their internal 
processes. This is consistent with the high failure 
rates of AI projects reported in the literature [2], 
[3], [4]. The data indicate that AI's integration into 
IBPs is hindered by a lack of understanding and 
insufficient managerial support, which highlights 
the need for targeted education and strategic 
alignment. 

The survey results indicate a significant 
gap between the perceived potential of AI and its 
actual implementation in IBPs. This gap can be 
attributed to several factors, including a lack of 
understanding of AI's capabilities, insufficient 
managerial support, and inadequate resources. 
The interviews revealed that while companies 
recognize the benefits of AI, they face practical 
challenges in its implementation. These 
challenges include resistance to change, the 
complexity of integrating AI with existing 
systems, and concerns about data privacy and 
security. The findings suggest that successful AI 
integration requires not only technical solutions 
but also organizational readiness and a 
supportive culture. 

The findings of this study align with existing 
research that emphasizes the importance of AI in 
business process optimization [2], [3], [4]. 
However, this study adds to the existing body of 
knowledge by focusing specifically on IBPs, an 
underexplored area. The study's results 
underscore the need for comprehensive process 
modeling and the establishment of clear 
responsibilities within organizations. Moreover, 
the ethical considerations highlighted in this 
research are critical for gaining managerial and 

staff buy-in. Addressing these considerations can 
enhance the trust and acceptance of AI 
technologies within organizations. 

Based on the findings, it is suggested that 
companies adopt a more structured approach to 
AI integration in IBPs. This includes 
comprehensive process modeling, a clear 
definition of responsibilities, and continuous 
training for staff on AI technologies. Additionally, 
companies should establish ethical guidelines for 
AI use to ensure responsible decision-making. 
The study also proposes the development of a 
framework for AI adoption in IBPs that includes 
stages such as assessment, planning, 
implementation, and evaluation. This framework 
can help organizations systematically integrate 
AI into their processes and measure the impact 
of AI on their performance. 
CONCLUSION 

This study explored the feasibility of AI-
enabled process improvement systems to assist 
businesses in optimizing their Internal Business 
Processes (IBPs). The research employed a 
mixed-methods approach, combining quantitative 
surveys and qualitative interviews, to gain a 
comprehensive understanding of how AI can be 
applied to improve IBPs and the challenges 
associated with its implementation. 

The quantitative survey results indicated 
that while there is considerable interest in AI, its 
integration into IBPs is still in the early stages for 
many companies. The survey highlighted a 
significant gap between the perceived potential of 
AI and its actual implementation. This gap can be 
attributed to several factors, including a lack of 
understanding of AI's capabilities, insufficient 
managerial support, and inadequate resources. 

. 
 

 
Figure 1. The results of the definition of AI in the form of a world cloud from survey participants 
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Figure 2. The level of AI usage according to the results of the participant survey in different industries 

Table 3. Survey results on AI Adoption in IBPs 

 
The qualitative interviews provided deeper 

insights into the practical challenges and benefits 
of AI integration. Participants from various 
industries shared their experiences with AI 
applications, revealing key themes such as 
digitization, process improvement, and ethical 
considerations. The interviews underscored the 
need for comprehensive process modeling, a 
clear definition of responsibilities, and continuous 
training for staff on AI technologies. 

The findings of this study contribute to the 
existing body of knowledge by focusing 
specifically on IBPs, an area that has been 
underexplored in previous research. The study 

emphasizes the importance of addressing ethical 
considerations in AI implementation, which is 
crucial for gaining managerial and staff buy-in. By 
investigating the current state of AI adoption in 
internal processes and identifying the factors that 
influence its success, this research provides 
valuable insights for companies looking to 
leverage AI for process improvement and 
ultimately enhance their business performance. 

Future research should develop a 
framework for AI adoption in IBPs, including 
stages such as assessment, planning, 
implementation, and evaluation. This framework 
can help organizations systematically integrate AI 

Participant 
Code 

Occupation Industry AI Usage 
Level (%) 

Common AI Application 

PS1 Operational Manager Software 70 Software development, 
fraud detection 

PS2 Manager Financial 60 AI infrastructure, hardware 
sales 

PS3 Technical Manager IT Consulting 50 Application development, 
online marketing 

PS4 Owner MSME 40 Software development, 
online marketing 

PS5 Project Manager Software 55 Risk detection, quality 
management 
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into their processes and measure the impact of AI 
on their performance. Additionally, further studies 
should explore the long-term effects of AI 
integration on employee satisfaction and 
productivity, as well as the ethical implications of 
AI in decision-making. By addressing these 
aspects, companies can ensure that AI 
technologies are used responsibly and effectively 
to drive business success. 
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