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Obijective: The main objective of this study is to investigate the impact of artificial
intelligence on enhancing organizational performance with an emphasis on the
organization customer (C2B) model in the call center of Rightel Communication Services
Company.

Method: This applied descriptive-correlational study was conducted among 158
employees, managers, and experts of Rightel Communication Services Company’s call
center using a census method. Data were collected through a standardized questionnaire
measuring innovation skills, internal social capital, brand orientation, artificial
intelligence, and organizational performance based on established scales from previous
studies. The questionnaire’s reliability was confirmed with a Cronbach’s alpha of 0.87.
Data were analyzed using SPSS 22 and LISREL 8.8 through the Kolmogorov Smirnov
test, structural equation modeling, and hierarchical analysis.

Results: The results indicate that artificial intelligence mediates the relationship between
employees’ innovation skills, internal social capital, brand orientation, and organizational
performance within the B2C model in Rightel Company.

Conclusions: The application of artificial intelligence in organizations can enhance
organizational performance by strengthening employees’ innovation capabilities, developing
internal social capital, and improving brand orientation. Therefore, the purposeful use of
artificial intelligence technologies in call centers and communication service organizations can
improve customer interactions and increase organizational efficiency.
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Introduction
Rapid technological developments in today’s world have led to significant transformations in

economic and organizational structures. Technology has become one of the key drivers of
development, competitive advantage, and improvements in the quality of life. Under such
conditions, organizations are compelled to adopt modern technologies and scientific approaches in
marketing and management in order to survive and succeed. At the same time, they must pay greater
attention to customers’ needs, satisfaction, and loyalty. In the current competitive environment,
customers have become more informed and selective in evaluating organizational performance, and
the success of firms largely depends on their ability to achieve and maintain customer
satisfaction.Moreover, the shortening of product life cycles and the rapid advancement of
technologies have increased the importance of innovation and technology management.
Technology management, as a component of strategic management, enables organizations to
effectively utilize technology in achieving organizational objectives and creating value for
customers. In this context, artificial intelligence, as one of the most significant emerging
technologies, plays an increasingly important role in improving decision-making, optimizing
processes, and enhancing organizational performance. Considering these developments, the present
study seeks to examine the impact of innovative technologies, particularly artificial intelligence, on
enhancing organizational performance with an emphasis on the customer organization model.

Method

This applied descriptive-correlational study was conducted among 158 employees, managers,
and experts of Rightel Communication Services Company’s call center using a census method.
Data were collected through a standardized questionnaire measuring innovation skills, internal
social capital, brand orientation, artificial intelligence, and organizational performance based on
established scales from previous studies. The questionnaire’s reliability was confirmed with a
Cronbach’s alpha of 0.87. Data were analyzed using SPSS 22 and LISREL 8.8 through the
Kolmogorov Smirnov test, structural equation modeling, and hierarchical analysis.

Results

The results indicate that artificial intelligence mediates the relationship between employees’
innovation skills, internal social capital, brand orientation, and organizational performance within
the B2C model in Rightel Company.

Conclusions

The purpose of this study was to investigate whether innovative technology facilitates the
relationship among employees’ innovation skills, internal social capital, brand orientation, and
organizational performance within the B2C context of Rightel Company. The findings revealed that
innovative technology functions as a complementary mediator in the relationship between
employees’ innovation skills and customer performance, as both the direct and indirect effects were
positive and statistically significant. Furthermore, innovative technology also acted as an indirect
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mediator in the relationship between brand orientation and organizational performance, since only
the indirect effect was found to be significant .From a theoretical perspective, the proposed model
integrates various antecedents of customer satisfaction within the B2C context of small and
medium-sized enterprises, an area that has not been sufficiently addressed in previous studies. This
study focuses not only on employees’ skills and internal social capital, but also on brand orientation,
which has previously been examined primarily through a B2C perspective. As highlighted in prior
studies, the importance of brand orientation has been increasing considerably within the B2B
industry as well. Moreover, this research places particular emphasis on the mediating role of the
company’s technological reputation in the relationships among employees’ innovation skills, brand
orientation, and customer performance .In addition, this study employed a rigorous methodological
approach, thereby providing a strong foundation for future research. For instance, all measurement
scales were tested using precise statistical techniques, including confirmatory factor analysis,
reliability analysis, and validity assessment. All scales satisfied the necessary reliability and validity
requirements and can therefore be applied in future studies. The robust methodology adopted in this
research may also be utilized in future empirical investigations to further explore the relationships
among the constructs examined in this study.From a managerial perspective, the evidence obtained
from this study suggests that managers can achieve substantial benefits by developing strong
innovative technological capabilities. If innovative technology, as proposed in this research, is a
significant determinant of organizational performance, then understanding the factors that
contribute to strengthening innovative technological capabilities becomes critically important. The
findings suggest that strong human resources such as skilled employees capable of generating
knowledge and effectively communicating promotional and brand-related messages during their
activities constitute essential resources for developing sustainable innovative technological
capabilities.Managers play a fundamental role in this process because, through communicating the
brand strategy to employees, they are expected to align employee behavior with the brand. An
integrated approach involving the development of employee capabilities and the establishment of a
strong brand culture appears to be a key factor in enhancing technological credibility, which, in
turn, improves organizational performance.
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