SILESIAN UNIVERSITY OF TECHNOLOGY PUBLISHING HOUSE

SCIENTIFIC PAPERS OF SILESIAN UNIVERSITY OF TECHNOLOGY 2025

ORGANIZATION AND MANAGEMENT SERIES NO. 224

TRENDS AND CHALLENGES RELATED TO THE USE OF Al
IN PUBLIC SERVICES FROM A CUSTOMER PERSPECTIVE:
A NARRATIVE SYSTEMATIC LITERATURE REVIEW

Anna LUDWICZAK
University of Zielona Goéra; a.ludwiczak@wez.uz.zgora.pl, ORCID: 0000-0003-0181-7904

Purpose: The use of Al in public services is becoming increasingly common and brings many
benefits. However, it is associated with various types of problems. One of them is social
acceptance of services implemented with the participation of Al. Even the best technological
solutions will not bring benefits if customers do not trust them or are unable to use them.
The aim of the study is to identify factors that facilitate customer acceptance of public services
implemented using Al and problems related to customer resistance to the use of Al technologies
in these services.

Design/methodology/approach: This article is based on a narrative systematic literature
review. Out of the 173 articles qualified for the study, through the selection and filtering
process, 9 research articles that met the inclusion and exclusion criteria were finally qualified
for the in-depth analysis. In order to achieve the study objective, a mixed research review
method and qualitative synthesis were used.

Findings: Studies have shown that the acceptance of Al in public services depends on several
key factors: trust in public institutions, transparency of Al services, privacy and data security,
awareness of the usability and operation of Al, and the possibility of choosing service without
Al Acceptance of Al is higher in simple services and lower where individual approach and
empathy are needed.

Research limitations/implications: The scope of this review was limited to the Web of Science
database. The study covers publications from 2015 to 2025 and does not include review articles,
retracted materials, or editorials.

Originality/value: This study, synthesizing different research perspectives, contributes to
a better understanding of customer perceptions related to the use of Al in public services.
The article identifies potential research gaps and directions for future research. It also proposes
recommendations for public managers regarding the process of implementing artificial
intelligence in public services.
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1. Introduction

Artificial intelligence (AI) is becoming one of the key tools for transforming the public
sector. The literature indicates numerous examples of improving public services using Al tools
that affect how citizens use services provided by public administration offices (Chen et al.,
2019; Kachn et al., 2020; Delfos et al., 2022; Progoniuk, Husenko, 2022; Nicolas, Sampaio,
2024). Much attention in this regard is paid to the use of Chatbots (Van Noordt, Misuraca, 2019;
Henman, 2020; Cortés-Cediel et al., 2023; Cruz Meléndez et al., 2024). Yigitcanlar et al.
(2024), based on a review of grey literature, identified 262 actual Al implementations in 170
local governments around the world. It can therefore be stated that the transformation of public
services focused on the use of Al is progressing dynamically, both in the sphere of scientific
research and practical applications.

Although Al is developing dynamically and offers opportunities to improve the efficiency
of public administration and service provision, significant barriers to its application can be
identified, including concerns about bias, transparency, public acceptance and accountability
(Caiza et al., 2024). The use of artificial intelligence in public services is therefore associated
with a number of challenges faced by government and local government units.

Customer perception is one of the most frequently mentioned problems in the literature
related to the implementation of Al solutions in public services. Articles presenting empirical
research related to the implementation of Al tools in public services often indicate ethical
concerns (Fatima et al., 2021; Alshahrani et al., 2022), problems with customer’s lack of trust
in Al (Gesk, Leyer, 2022), ensuring privacy and protection of personal data (Willems et al.,
2023; El El Gharbaoui et al., 2024), and problems with stakeholder engagement (Berman et al.,
2024). They are therefore largely related to how customers perceive the use of Al in public
services and how smart services will affect their satisfaction.

Empirical studies on customer perceptions related to the use of Al in public services are
scattered and heterogenous. The analysis of the Web of Science database showed that several
review articles cover different aspects of the use of Al in public services. Of the 17 reviews
identified in the WoS database, those that did not refer to public services directly implemented
by the government and local government institutions, i.e.: education, libraries, health care,
urban transport, etc. Systematic literature reviews in the area of Al in public services have been
conducted, among others, in the areas of digitalization, accountability and accounting (Agostino
et al., 2022), the impact of Al on public sector employment (Reis et al., 2021), corruption
(Adam, Fazekas, 2021) and smart cities (Das, 2024; Alsabt et al., 2024). Al-powered [oT
solutions (Ma et al., 2020) and problems related to interpreting black box models (Hassija
et al., 2024) were also considered in the area of smart public services. De Sousa et al. (2019)
point to a growing trend of interest in Al in the public sector, with India and the US being the
most active countries. Madan and Ashok (2023) identified five Al-related tensions that affect
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the creation of public value as a result of the dissemination of Al In turn, Caisa et al. (2024)
present a comprehensive review of the literature on the impact of artificial intelligence on
decision-making processes in public administration. The authors’ main conclusions indicate
that the use of Al can: contribute to increased efficiency and precision in administrative
decision-making, pose a challenge related to algorithmic biases, generate a lack of transparency
and accountability for possible errors or abuses, pose a threat to privacy and data security,
and generate the need to introduce appropriate regulations and standards in the area of Al

The conducted analysis indicates the need to collect and systematize the existing body of
empirical research that relates to how users of public services react to the use of artificial
intelligence tools in these services. Therefore, this study aims to identify factors that facilitate
customer acceptance of Al-based public services and problems related to customer resistance
to the use of Al technologies in these services through a narrative systematic literature review.
The analysis of existing studies will allow for a better understanding of the problems and
barriers resulting from customer resistance to the use of Al solutions in public services, which
may limit its effective implementation. The following sections of the publication discuss the
theoretical framework necessary for the discussion of this topic. Then, the methodological
aspects of the study, including data collection and analysis procedures, are presented.

Finally, the results of the review are presented and an agenda for future research is proposed.

2. Theoretical framework

2.1. Artificial intelligence

Artificial intelligence is a term that was first used by J. McCarthy in the 1950s (McCarthy,
2007). It can be understood as a kind of philosophy of machines that are supposed to think,
behave and act in the same or similar way as humans (Dhamija, Bag, 2020). Currently, artificial
intelligence is one of the most dynamically developing areas of technology, discussed in the
context of various spheres of human activity (Thayyib et al., 2023; Lawelai et al., 2023; Knani
et al., 2022; Vasishta et al., 2024; Bawack et al., 2022). Moreover, the term covers a wide range
of issues, from machine learning algorithms to ethics and the impact of Al on society.
In the service sector, artificial intelligence can have various applications. Many analyses
indicate that its implementation improves the efficiency of service processes and the quality of
customer service (Kumar et al., 2024; Kulal et al., 2024). Examples of intelligent tools used to
improve customer service quality include chatbots and virtual assistants (Misischia et al., 2022),
e-commerce recommendation systems (Necula, 2023), and algorithms that optimize logistics
processes (Chen et al., 2024). In banking and finance, Al helps detect fraud and manage risk
(Aziz, Andriansyah, 2023), and in the hotel industry and tourism, it enables the creation of
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unique customer profiles and the provision of personalized recommendations and dynamic
price adjustments (Das et al., 2024).

2.2. Characteristics and classification of public services

Public services are basic services provided by government and local government bodies or
entities authorized by them. Their purpose is to satisfy the basic needs of citizens and to ensure
social well-being. Public services can be defined as public goods that have a specific value
regardless of the number of recipients and in relation to which it is impossible to exclude anyone
from using them (Lissowski, 2017). Public services therefore play a key role in the functioning
of the state and ensuring the well-being of its citizens. Public services in the literature on the
subject are classified differently by different authors. Due to the scope of services provided,
the most frequently cited classification of public services in Poland is the division into:
(1) administrative services, which are directly related to the performance of administrative
activities, e.g. issuing certificates, concessions, administrative decisions, documents, (2) social
services, which are aimed at meeting social needs, e.g. health care, education, culture, social
assistance and care, and (3) technical services, which are related to transport, energy, water
management, waste management (Kozuch, B., Kozuch, A., 2011). Diepart et al. (2016) divided
public services into the following categories: health, education, public administration, social
affairs and security. In turn, depending on the method of provision, public services can be
divided into general, which are provided without a specific request and concern all or most
citizens, and specific, which are explicitly requested by citizens and affect only one or a few
citizens (Halaris et al., 2007). Taking this division into account, it can be stated that technical
and social services can be classified as general services because they are addressed to the
general public (e.g. providing educational services or water to residents in a given area) and
administrative services can be treated as specific (e.g. issuing a building permit at the request
of the client).

3. Methods

This study conducted a narrative systematic review of the literature (Mishra, V., Mishra,
M.P., 2023). To achieve the study objective, the mixed research review method (Grant, Booth,
2009) was used due to the fact that the initial literature review indicated the use of both
quantitative and qualitative research in relation to the analysed issue. The process of conducting
a systematic literature review was designed based on the guidelines proposed by Synder (2019)
and the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA)
methodology (Moher et al., 2009).
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The first step of the research was to define the research objective and questions. The PICO

method was used to correctly formulate the research questions. The result is presented in

Figure 1.

i e
[ Intervention ) + The use of Al technology in public services

{ Comparison ‘] * Public services provided without the involvement of Al

{ Outcome ) » Customer perception

Figure 1. PICO Model.

Source: own work.
The PICO model presented in Figure 1 allowed for the formulation of two research
questions:
RQ1: What factors influence positive customer perceptions related to the use of
Al technology in public services compared to services implemented without the
participation of Al in public administration units?
RQ2: What factors influence the negative customer perception related to the use of
Al technologies in public services compared to services implemented without the
participation of Al in public administration units?
In order to achieve the aim presented in the introduction and answer the research questions,
a literature search strategy was developed in the next step. The Web of Science database was
selected for the study because it presents high-quality and influential scientific articles. It was
decided to use two general keywords in the search criteria: “public services” and “artificial
intelligence”. The search criteria included all publications excluding review articles, retracted
materials and editorials. Studies were limited to the 2015-2025 period, with no restrictions on
the language of the publication. The inclusion criteria included: quantitative, qualitative or
mixed empirical studies on customer perceptions related to the use of Al technologies in public
services in central or local government units. The exclusion criteria included: works on the
digitization of public services that do not discuss Al, studies not focused on the application of
Al in services provided directly in government and local government administration, such as
smart cities, medicine, universities, police, healthcare, macro-level studies on legal regulations,

policies and guidelines regarding Al.
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4. Results

4.1. Descriptive analysis of publications included in the review

The article selection process began with an analysis of the publication set for duplicates that
were not found. In the next step, titles, abstracts and keywords were analysed and articles were
selected in accordance with the adopted inclusion and exclusion criteria. In the next step,
data relevant to the achievement of the research objective and the research questions were

extracted. The procedure is presented in Figure 2.
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Figure 2. Flowchart presenting the research selection process.
Source: own work.
As aresult of the first stage of the search, 173 publications were identified. Figure 3 presents

the quantitative distribution of publications and their citations by date of issue.
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Figure 3. Quantitative distribution of publications and citations by date of issue.
Source: Web of Sience.

After reviewing the titles and abstracts of the identified articles and taking into account the
inclusion and exclusion criteria, 61 papers were qualified for full-text analysis. Four texts were
excluded from this group because their full content was not available. The full texts of the
articles were analysed to ensure that they met all the study criteria. Nine publications were

qualified for the final analysis.

4.2. Findings of the qualitative synthesis

All of the articles that qualified for analysis were published in the years 2021-2024.
Seven research projects were based on quantitative research addressed to large groups of
respondents. The main tool used for their implementation was a survey questionnaire,
and the obtained data were analysed using statistical methods. In the case of the other two
articles, qualitative research methods were used to achieve the research objectives,
and interviews were conducted with respondents.

The analysis of the empirical research results presented in Table 1 allowed us to identify
several important factors that may influence how customers using public services perceive the
use of artificial intelligence in the implementation of these services. First, a positive or negative
reaction to the use of Al in public services is determined by trust in the government. Schmager
et al. (2024) argue that a high level of trust in the government fostered a positive attitude
towards the implementation of Al in public services. This trust was based on the belief that the
government acts in the best interests of citizens. They also emphasized that the key factors for
responsible and effective implementation of Al in public services are ensuring transparency and

human participation in decision-making processes.
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Table 1.

Context of research in the area of customer perceptions of the use of Al in public services

Author

Country

Purpose/research questions/hypotheses

Method

Number of
respondents

El El
Gharbaoui
et al. (2024)

Morocco

The aim of the study is to identify the impact of
Al chatbot implementation on citizen
satisfaction in the public sector in Morocco, with
particular emphasis on the moderating variable
of trust in Al chatbots.

Quantitative

N=157

Horvath et al.
(2023)

United
Kingdom

H1 — Greater human involvement increases the
acceptance of Al in decision-making and the
related perception of its fairness; H2 — Greater
human involvement mitigates the negative
impact of some Al characteristics, such as
inaccuracy, high cost, or data sharing.

Quantitative

N=2143

Konig (2023)

Germany

The aim of the study is to identify whether
citizens' conceptions of democracy are related to
their views on Al in government and politics.

Quantitative

N=1115

Kim et al.
(2023)

South
Korea

The aim of the study is to identify the influence
of six functional factors, namely usability, ease
of use, service reliability, service quality,
responsiveness and security, on the continued
use of Al-based public services through the
mediating effect of user satisfaction.

Quantitative

N=350

(2023)

Willems et al.

Austria

1. How do perceived usability, data sharing
requirements, and citizens’ general privacy
concerns affect their willingness to use Al-based
public services?

2. Do citizens act on privacy concerns in specific
contexts?

Quantitative

N=1048

Chatterjee
et al. (2022)

India

RQI. How can the use of Al-enabled services by
various government departments promote citizen
satisfaction?

RQ2. Can the deep and broad assimilation of Al-
enabled government services affect the
operational and strategic public services
provided to citizens?

RQ3. Are there any moderating effects of risk
factors that may affect the quality of Al-enabled
services and public values?

Quantitative

N=315

Gesk, Leyer
(2022)

Australia

RQI. Is Al accepted for (specific and generic)
services in the public sector?

RQ2. Why is Al accepted or rejected in this
context?

Quantitative

N=395

Schmager
et al. (2024)

Norway

The aim of the study is to obtain citizens'
opinions on the use of Al in public services based
on a designed social service prototype.

Qualitative

N=20

Drobotowicz
et al. (2021)

Finland

The aim of this study was to determine what
requirements citizens have for trustworthy Al
services in the public sector.

Qualitative

N=21

Source: Own work based on literature analysis.

The transparency of Al services is also highlighted by Dobrotowicz et al. (2021), who claim
that customers of public services expect explanations regarding how Al systems work and how
data is used. Therefore, it is indicated that there is a need to provide mechanisms for controlling
personal data, because customers want to know who and how processed their data (Drobotowicz
etal., 2021; Willems et al., 2023).
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The level of acceptance of public services implemented using Al varies depending on the
type of services. The use of Al raises more concerns in areas that require a high level of trust
and privacy, e.g. in administrative decisions or medicine (Gesk, Leyer, 2022; Willems et al.,
2023). Artificial intelligence is more accepted in simple and repetitive services (such as issuing
an identity document, certificate, etc.). However, in the case of more complex situations,
citizens prefer interaction with humans (Gesk, Leyer, 2022). This may be due, among other
things, to the fact that customers want to be able to appeal to a human in the case of decisions
made by Al (Drobotowicz et al., 2021). Some authors also argue that the presence of a human
in service processes is important, especially in matters requiring empathy or contextual
assessment (Schmager et al., 2024; Willems et al., 2023). Chatterjee et al. (2022) also argue
that the acceptance of Al in the public service environment is facilitated by the visibility of the
benefits of its use, such as speed of implementation or convenience. These conclusions are
consistent with the results of Kim et al. (2023), according to which citizens’ satisfaction with
Al services contributes to the growth of public value if the systems are well designed and
integrated with social needs. It is also worth mentioning that the broader and more
comprehensive the implementation of Al, the greater the user satisfaction (Chatterjee et al.,
2022).

Interesting research on the acceptance of Al in public services refers to the privacy paradox.
Willems et al. (2023) indicate that customers declare concerns about the privacy and protection
of their data in relations to the use of Al in public services. However, these concerns do not
always translate into actual user behaviour. Studies have shown that despite these concerns,
participants did not show significant sensitivity to the amount of personal data required by the
application. The key factor influencing respondents’ decision to use Al during service provision
was 1n this case the perceived usefulness of the application.

The studies also show concerns among users of public services related to automation and
the loss of human supervision. Konig (2023) indicates that people do not want administrative
decisions to be made solely by algorithms. He indicates that while respondents showed
moderate support for the use of Al in routine administrative tasks, the acceptance of the use of
Al at higher decision-making levels, such as supporting or replacing politicians in decision-
making, was much lower. In turn, Gesk and Leyer (2022) indicate that negative perceptions of
Al are more often due to fears than to a lack of knowledge about the technology.

In summary, the results of the analysis indicate that the use of Al in public administration
can help improve the quality of public services and increase customer satisfaction if certain
conditions are met that ensure the acceptance of Al. These conditions include: fast and
convenient service, transparency of Al-based systems and providing customers with the
possibility of interaction with a human. Otherwise, lack of trust, privacy concerns and
insufficient control over AI decisions can lead to customer dissatisfaction and lack of

acceptance for Al The level of trust in public institutions is also important.
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5. Discussion

The aim of this study was to identify factors that facilitate customer acceptance of public
services implemented using Al and to identify problems related to customer resistance to the
use of Al technologies in these services. The conducted systematic review and analysis of the
literature showed that there are several key factors that can influence both positive and negative
customer perceptions related to the use of Al in public services. These include: trust in public
institutions, transparency of Al services, privacy and data security, awareness of the usefulness
and operation of Al, and the ability to choose service without Al. These factors can affect both
positive (RQ1) and negative (RQ2) customer perceptions, depending on whether specific
conditions contributing to the acceptance of Al services are met.

In order to increase the chances of a positive customer response to the use of Al in public
services, offices should work on strengthening the general trust of citizens in their institution.
It is good to implement Al in public services in stages, through evolution. A simplified proposal
of the process of improving public services through the implementation of artificial intelligence
tools is shown in Figure 4. This process is part of Deming’s continuous improvement cycle,
PDCA (Moen, Norman, 2006).

- \.\ p— =
N S \
\ //'/ F\
b £ B
Pmcess .
I classification Processtestiog
* Defining the list of +Implementing Al tools +Implementation of new
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Figure 4. The process of improving public services through the implementation of Al tools.
Source: own work.

It is proposed to start this process by identifying services in a given public institution and
then classifying them in terms of the possibility of using Al. The argument in favour of such
a solution is the level of acceptance of Al in public services found in studies, which varies
depending on the type of service. Acceptance of Al in public services occurs faster in the case
of simple, routine services. In more complex cases, Al should be only a tool supporting
officials, not replacing them. This will allow for maintaining a balance between process
efficiency and the needs of citizens. The next stage is the redesign of processes combined with
the implementation of Al tools. It is important to design solutions at this stage that ensure the
protection of personal data and the transparency of the process, especially in relation to the
stages implemented using Al It is also recommended that in the case of complex services
requiring empathy or an individual approach, customers should be allowed to use an alternative

path, without the participation of Al. The fourth step of the improvement process consists in
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testing the designed public service and verifying its correctness, taking into the account the
customer’s opinion. It is worth using, for example, customer experience research methods
(Ludwiczak, 2021) in this step. After the testing stage is completed and any corrective solutions
have been introduced, the service can be implemented. The key action at this stage is a properly
designed information campaign aimed at citizens. It should provide information on how
Al solutions were used, what benefits customers gain from it, how their personal data and

privacy are protected, and how they can appeal against possible erroneous Al decisions.

6. Conclusion

In view of the growing interest in the application of Al in public services (Figure 3),
this study contributes to both the literature on the use of technological innovations in improving
public services and the management practice of central and local government units. The analysis
identified key factors influencing customer perceptions of Al use in public services.
It supplements existing literature reviews, for example on the tensions related to Al in public
value creation (Madan, Ashok, 2023) and addresses the need for ongoing research and dialogue
on the ethical, social and practical implications of Al in government, aimed at ensuring
responsible and inclusive adoption of Al-based public services (Caisa et al., 2024).

By synthesizing different research perspectives, it was possible to identify potential research
gaps. It was noted that out of 173 articles qualified for analysis, only 9 directly referred to
empirical research on customer perception related to the use of Al in public services.
These studies were characterized by different methodological approaches and large
geographical dispersion. There is also a lack of research on how customer perceptions of
Al-supported public services evolve over the long term. Based on the conducted analysis,
potential directions for future research can be identified, which may contribute to a better
understanding of the conditions necessary for the effective and ethical implementation of Al in
public administration. One such direction could involve identifying the factors that influence
the use of Al in public services across different cultural contexts (through comparative
international studies) or among various social groups (e.g., individuals at risk of social
exclusion). It is also worth examining how public perceptions of Al in public services change
over time.

In addition, based on the results obtained, recommendations can be formulated for public
policy and the management practices of public institutions concerning the implementation of
artificial intelligence in public services. As previously noted, the acceptance of Al in public
services depends on various factors, including trust in institutions, transparency of operations,
data protection, public awareness, and the ability to choose a traditional service path. Therefore,

the state should introduce policies aimed at strengthening public trust in institutions and
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ensuring the transparency of Al algorithms. It is also essential to develop appropriate legal
frameworks regarding privacy and the accountability of Al systems. Citizens must be provided
with clear regulations defining responsibility for decisions made by Al, along with accessible
appeal mechanisms. Moreover, within the scope of the state’s information and education policy,
it is advisable to support initiatives that promote knowledge about Al and its applications in
public services. From the perspective of managing public institutions, a phased and
evolutionary approach to implementing Al is crucial. This should include pilot programs,
testing phases, and thorough evaluations of the innovations introduced. In cases where services
require it, citizens should have the option to choose between Al-based and traditional forms of
service. Public offices must also ensure system transparency, data protection,
and straightforward procedures for appealing decisions. The successful implementation of
Al also requires the development of digital competencies among public sector employees and
the execution of effective public information campaigns, which are key to enhancing both
acceptance and understanding of Al in public services.

This study has some limitations. First, the scope of this systematic review was limited to
the Web of Science database. Therefore, valuable empirical research results published in
journals, conference proceedings, or books that are not indexed in this database may not have
been included in the study. Second, the study covers publications from 2015 to 2025 and does
not include review articles, retracted materials, or editorials. Another limitation concerns the
selected keywords. In order to increase the chances of examining as many articles as possible,
general and popular keywords that are commonly used in articles on the topic under study were
deliberately selected. However, it is possible that the selected keywords may not cover the
detailed aspects of the topic discussed. Since this study is based on qualitative analysis,

quantitative data analysis is needed in future studies to confirm the obtained results.

References

1. Adam, I., Fazekas, M. (2021). Are emerging technologies helping win the fight against
corruption? A review of the state of evidence. Information Economics and Policy, 57,
100950, https://doi.org/10.1016/j.infoecopol.2021.100950.

2. Agostino, D., Saliterer, 1., Steccolini, 1. (2022). Digitalization, accounting and
accountability: A literature review and reflections on future research in public services.
Financial Accountability & Management, 38(2), pp- 152-176,
https://doi.org/10.1111/faam.12301.

3. Alsabt, R., Adenle, Y.A., Alshuwaikhat, H.M. (2024). Exploring the roles, future impacts,

and strategic integration of artificial intelligence in the optimization of Smart City—from



Trends and challenges related to... 323

10.

11.

12.

13.

systematic literature review to conceptual model. Sustainability, 16(8), 3389,
https://doi.org/10.3390/sul 6083389.

Alshahrani, A., Dennehy, D., Miantymdki, M. (2022). An attention-based view of Al
assimilation in public sector organizations: The case of Saudi Arabia. Government
Information Quarterly, 39(4), 101617, https://doi.org/10.1016/j.giq.2021.101617.

Aziz, L.A.R., Andriansyah, Y. (2023). The role artificial intelligence in modern banking:
an exploration of Al-driven approaches for enhanced fraud prevention, risk management,
and regulatory compliance. Reviews of Contemporary Business Analytics, 6(1), pp. 110-
132, Retrieved from: https://core.ac.uk/download/pdf/578755756.pdf.

Bawack, R.E., Wamba, S.F., Carillo, K.D.A., Akter, S. (2022). Artificial intelligence
in E-Commerce: a bibliometric study and literature review. Electronic markets, 32(1),
pp. 297-338, https://doi.org/10.1007/s12525-022-00537-z.

Berman, A., de Fine Licht, K., Carlsson, V. (2024). Trustworthy Al in the public sector:
An empirical analysis of a Swedish labor market decision-support system. Technology in
Society, 76, 102471, https://doi.org/10.1016/j.techsoc.2024.102471.

Caiza, G., Sangufia, V., Tusa, N., Masaquiza, V., Ortiz, A., Garcia, M.V. (2024,
September). Navigating Governmental Choices: A Comprehensive Review of Artificial
Intelligence’s Impact on Decision-Making. Informatics, Vol. 11, No. 3, p. 64,
https://doi.org/10.3390/informatics11030064.

Chatterjee, S., Khorana, S., Kizgin, H. (2022). Harnessing the potential of artificial
intelligence to foster citizens’ satisfaction: an empirical study on India. Government
information quarterly, 39(4), 101621, https://doi.org/10.1016/j.g1q.2021.101621.

Chen, T., Ran, L., Gao, X. (2019, June). Al innovation for advancing public service:
The case of China's first Administrative Approval Bureau. Proceedings of the 20th Annual
International Conference on Digital Government Research, pp. 100-108,
https://doi.org/10.1145/3325112.3325243.

Chen, W., Men, Y., Fuster, N., Osorio, C., Juan, A.A. (2024). Artificial intelligence in
logistics optimization with sustainable criteria: A review. Sustainability, 16(21), 9145,
https://doi.org/10.3390/su16219145.

Cortés-Cediel, M.E., Segura-Tinoco, A., Cantador, 1., Bolivar, M.P.R. (2023). Trends and
challenges of e-government chatbots: Advances in exploring open government data and
citizen participation content. Govermment Information Quarterly, 40(4), 101877,
https://doi.org/10.1016/j.g1q.2023.101877.

Cruz Meléndez, C., Jiménez Canseco, J.M., Martinez Gutiérrez, R. (2024).
La implementacion de chatbots en gobiernos municipales mexicanos. Exploracion
y diagndstico de uso. Revista Mexicana de Andalisis Politico y Administracion Publica,
13(26), DOI: 10.15174/remap.v13i26.441.



324 A. Ludwiczak

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

Das, D.K. (2024). Exploring the symbiotic relationship between digital transformation,
infrastructure, service delivery, and governance for smart sustainable cities. Smart Cities,
7(2), pp. 806-835, https://doi.org/10.3390/smartcities7020034.

Das, LR., Talukder, M.B., Kumar, S. (2024). Implication of artificial intelligence in
hospitality marketing. Utilizing smart technology and ai in hybrid tourism and hospitality,
pp. 291-310, IGI Global, DOI: 10.4018/979-8-3693-1978-9.ch014.

De Sousa, W.G., de Melo, E.R.P., Bermejo, P.H.D.S., Farias, R.A.S., Gomes, A.O. (2019).
How and where is artificial intelligence in the public sector going? A literature review and
research  agenda. Government — Information — Quarterly,  36(4), 101392,
https://doi.org/10.1016/j.giq.2019.07.004.

Delfos, J., Zuiderwijk, A., Van Cranenburgh, S., Chorus, C. (2022, October). Perceived
challenges and opportunities of machine learning applications in governmental
organisations: an interview-based exploration in the Netherlands. Proceedings of the 15th
International Conference on Theory and Practice of Electronic Governance, pp. 82-89,
https://doi.org/10.1145/3560107.3560122.

Dhamija, P., Bag, S. (2020). Role of artificial intelligence in operations environment:
a review and bibliometric analysis. The TQOM Journal, 32(4), 869-896,
https://doi.org/10.1108/TQM-10-2019-0243.

Diepart, J.C., Koditek, W., Hénert, T., Rock, F. (2016). District & Municipal Land
use  Master  Plan and land use plan  handbook.  Retrieved  from:
https://hdl.handle.net/2268/199644.

Drobotowicz, K., Kauppinen, M., Kujala, S. (2021). Trustworthy AI Services in the Public
Sector: What Are Citizens Saying About It? In: F. Dalpiaz, P. Spoletini (eds.), Requirements
Engineering: Foundation for Software Quality. REFSQ 2021. Lecture Notes in Computer
Science, vol. 12685. Cham: Springer. https://doi.org/10.1007/978-3-030-73128-1 7.

El El Gharbaoui, O., El Boukhari, H., Salmi, A. (2024). Chatbots and Citizen Satisfaction:
Examining the Role of Trust in AI-Chatbots as a Moderating Variable. TEM Journal, 13(3),
pp. 1825-1836, DOI: 10.18421/TEM133-11.

Fatima, S., Desouza, K.C., Denford, J.S., Dawson, G.S. (2021). What explains governments
interest in artificial intelligence? A signaling theory approach. Economic analysis and
policy, 71, pp. 238-254, https://doi.org/10.1016/j.eap.2021.05.001.

Gesk, T.S., Leyer, M. (2022). Artificial intelligence in public services: When and why
citizens accept its wusage. Govermment Information Quarterly, 39(3), 101704,
https://doi.org/10.1016/j.g1q.2022.101704.

Grant, M.J., Booth, A. (2009). A typology of reviews: an analysis of 14 review types and
associated methodologies. Health Information & Libraries Journal, 26(2), pp. 91-108,
https://doi.org/10.1111/5.1471-1842.2009.00848.x.



Trends and challenges related to... 325

25.

26.

27.

28

29.

30.

31.

32.

33.

34.

35.

Halaris, C., Magoutas, B., Papadomichelaki, X., Mentzas, G. (2007). Classification and
synthesis of quality approaches in e- government services. Internet Research, 17(4),
pp. 378-401, https://doi.org/10.1108/10662240710828058.

Hassija, V., Chamola, V., Mahapatra, A. (2024). Interpreting Black-Box Models:
A Review on Explainable Artificial Intelligence. Cogn. Comput., 16, pp. 45-74,
https://doi.org/10.1007/s12559-023-10179-8.

Henman, P. (2020). Improving public services using artificial intelligence: possibilities,
pitfalls, governance. 4sia Pacific Journal of Public Administration, 42(4), pp. 209-221,
https://doi.org/10.1080/23276665.2020.1816188

. Horvath, L., James, O., Banducci, S., Beduschi, A. (2023). Citizens' acceptance of artificial

intelligence in public services: Evidence from a conjoint experiment about processing
permit  applications.  Govermment  Information  Quarterly, 40(4), 101876,
https://doi.org/10.1016/j.giq.2023.101876.

Kahn, L.H., Savas, O., Morrison, A., Shaffer, K.A., Zapata, L. (2020, December).
Modelling hybrid human-artificial intelligence cooperation: a call center customer service
case study. 2020 IEEE International Conference on Big Data (Big Data), pp. 3072-3075,
IEEE, DOI: 10.1109/BigData50022.2020.9377747.

Kim, Y., Myeong, S., Ahn, M.J. (2023). Living labs for Al-enabled public services:
functional determinants, user satisfaction, and continued use. Sustainability, 15(11), 8672,
https://doi.org/10.3390/sul5118672.

Knani, M., Echchakoui, S., Ladhari, R. (2022). Artificial intelligence in tourism and
hospitality: Bibliometric analysis and research agenda. International Journal of Hospitality
Management, 107, 103317, https://doi.org/10.1016/j.ijhm.2022.103317.

Koénig, P.D. (2023). Citizen conceptions of democracy and support for artificial intelligence
in government and politics. European Journal of Political Research, 62(4), pp. 1280-1300,
https://doi.org/10.1111/1475-6765.12570.

Kozuch, B., Kozuch, A. (2011). Istota wspotczesnych ustug publicznych. In: B. Kozuch,
A. Kozuch (Eds.), Ustugi publiczne. Organizacja i zarzgdzanie (pp. 32-44). Krakow:
Instytut Spraw Publicznych Uniwersytetu Jagiellonskiego.

Kulal, A., Rahiman, H.U., Suvarna, H., Abhishek, N., Dinesh, S. (2024). Enhancing public
service delivery efficiency: Exploring the impact of Al Journal of Open Innovation:
Technology, Market, and Complexity, 10(3), 100329, https://doi.org/10.1016/j.joitmc.
2024.100329.

Kumar, S., Talukder, M.B., Tyagi, P.K. (2024). The impact of artificial intelligence on
improving efficiency in service and implementing best practices in service marketing.
Al Innovations in Service and Tourism Marketing, pp. 57-79. IGI Global, DOI:
10.4018/979-8-3693-7909-7.ch004.



326 A. Ludwiczak

36.

37.

38.

39.

40.

41.

42.

43.

44,

45.

46.

47.

Lawelai, H., Iswanto, 1., Raharja, N.M. (2023). Use of Artificial Intelligence in Public
Services: A Bibliometric Analysis and Visualization. TEM Journal, 12(2), 798, DOI:
10.18421/TEM122-24.

Lissowski, O. (2017). Ustugi publiczne i ustugi w interesie ogdélnym—koncepcja i niektore
problemy instytucjonalne marketyzacyjnej modernizacji §wiadczenia ustug publicznych
w Unii Europejskiej. Zeszyty Naukowe Politechniki Poznanskiej. Organizacja
i Zarzgdzanie, 74, pp. 9-27, DOI: https://doi.org/10.21008/1.0239-9415.2017.074.01.
Ludwiczak, A. (2021). Using customer journey mapping to improve public services:
A critical analysis of the literature. Management, 25(2), DOI: 10.2478/manment-2019-
0071.

Ma, Y., Ping, K., Wu, C., Chen, L., Shi, H., Chong, D. (2020). Artificial Intelligence
powered Internet of Things and smart public service. Library Hi Tech, 38(1), pp. 165-179,
DOI:10.1108/LHT-12-2017-0274.

Madan, R., Ashok, M. (2023). Al adoption and diffusion in public administration:
A systematic literature review and future research agenda. Govermment Information
Quarterly, 40(1), 101774, https://doi.org/10.1016/j.g1q.2022.101774.

McCarthy, J. (2007). What is artificial intelligence. Retrieved from:
https://cse.unl.edu/~choueiry/S09-476-876/Documents/whatisai.pdf

Mishra, V., Mishra, M.P. (2023). PRISMA for review of management literature—method,
merits, and limitations—an academic review. Advancing Methodologies of Conducting
Literature Review in Management Domain, pp. 125-136, https://doi.org/10.1108/S2754-
586520230000002007.

Misischia, C.V., Poecze, F., Strauss, C. (2022). Chatbots in customer service:
Their relevance and impact on service quality. Procedia Computer Science, 201, pp. 421-
428, https://doi.org/10.1016/j.procs.2022.03.055.

Moen, R., Norman, C. (2006, May). Evolution of the PDCA cycle. Retrieved from:
https://citeseerx.ist.psu.edu/document?repid=rep 1 &type=pdf&doi=52beeeb73aada4c70c9
bfa663b7487¢936abcal’.

Moher, D., Liberati, A., Tetzlaff, J., Altman, D.G., Prisma Group (2010). Preferred
reporting items for systematic reviews and meta-analyses: the PRISMA statement.
International Journal Of Surgery, 8(5), pp. 336-341, https://doi.org/10.1016/].ijsu.
2010.02.007.

Necula, S.C., Paviloaia, V.D. (2023). Al-driven recommendations: A systematic review of
the state of the art in E-commerce. Applied Sciences, 13(9), 5531,
https://doi.org/10.3390/app13095531.

Nicolas, M.A., Sampaio, R.C. (2024). Balancing efficiency and public interest: The impact
of Al automation on social benefit provision in Brazil. Internet Policy Review, 13(3), DOLI:
10.14763/2024.3.1799.



Trends and challenges related to... 327

48.

49.

50.

51.

52.

53.

54.

55.

56.

Progoniuk, L., Husenko, A. (2022). Main directions for improving public administration
mechanisms in Ukraine. International Journal of Advanced and Applied Sciences, 9(8),
pp. 41-48, https://doi.org/10.21833/ijaas.2022.08.005.

Reis, J., Santo, P.E., Meldao, N. (2021). Influence of artificial intelligence on public
employment and its impact on politics: a systematic literature review. Brazilian Journal of
Operations & Production Management, 18(3), pp. 1-22, DOI: https://doi.org/10.14488/
BJOPM.2021.010.

Schmager, S., Greder, C.H., Parmiggiani, E., Pappas, 1., Vassilakopoulou, P. (2024).
Exploring citizens’ stances on Al in public services: A social contract perspective. Data &
Policy, 6, €19, DOI: https://doi.org/10.1017/dap.2024.13.

Snyder, H. (2019). Literature review as a research methodology: An overview and
guidelines. Journal of Business Research, 104, pp. 333-339, https://doi.org/10.1016/
j.jbusres.2019.07.039.

Thayyib, P.V., Mamilla, R., Khan, M., Fatima, H., Asim, M., Anwar, 1., Shamsudheen, M.
K., Khan, M. A. (2023). State-of-the-Art of Artificial Intelligence and Big Data Analytics
Reviews in Five Different Domains: A Bibliometric Summary. Sustainability, 15(5), 4026,
https://doi.org/10.3390/su15054026.

Van Noordt, C., Misuraca, G. (2019). New wine in old bottles: Chatbots in government:
Exploring the transformative impact of chatbots in public service delivery. Electronic
Participation: 11th IFIP WG 8.5 International Conference, ePart 2019, San Benedetto Del
Tronto, Italy, September 2-4, 2019, Proceedings 11, pp. 49-59, Springer International
Publishing, DOI: ff10.1007/978-3-030-27397-2 5.

Vasishta, P., Dhingra, N., Vasishta, S. (2024). Application of artificial intelligence in
libraries: a bibliometric analysis and visualisation of research activities. Library Hi Tech,
https://doi.org/10.1108/LHT-12-2023-0589.

Willems, J., Schmid, M.J., Vanderelst, D., Vogel, D., Ebinger, F. (2023). Al-driven public
services and the privacy paradox: do citizens really care about their privacy? Public
Management Review, 25(11), pp. 2116-2134, https://doi.org/10.1080/14719037.
2022.2063934.

Yigitcanlar, T., David, A., Li, W., Fookes, C., Bibri, S.E., Ye, X. (2024). Unlocking
artificial intelligence adoption in local governments: best practice lessons from real-world
implementations. Smart Cities, 7(4), pp. 1576-1625, https://doi.org/10.3390/smartcities
7040064.



