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Effect of Artificial Intelligence in Digital Era 
on Service Accuracy in Food Industry
Aasif Bulbulia1, Misbah Safdar2*

Abstract

This study examined the mediating role of task performance in the relationship between artificial 
intelligence and service accuracy in food industry in current digital era. The study collected data from 250 
employees from the food industry of United Kingdom (UK). Data analysis revealed that task performance 
significantly mediated the relationship between artificial intelligence (AI) and service accuracy, indicating 
that the effectiveness of AI in improving service accuracy is influenced by employees’ task performance. 
The study’s findings have important practical implications for service-based businesses that are using 
or planning to use AI in their operations. The study suggests that businesses should focus not only on 
the implementation of AI systems but also on improving employees’ task performance to maximize the 
effectiveness of AI in improving service accuracy. The study’s limitations and future directions provide 
opportunities for further research to expand our understanding of the relationships between artificial 
intelligence, task performance, and service accuracy in service-based businesses and other industries.

Keywords: Artificial Intelligence, Service Accuracy, Task Performance, Food Industry. 

1.	INTRODUCTION
The integration of artificial intelligence (AI) 

into the food industry has brought numerous 
advantages in terms of efficiency, cost reduction, 
and accuracy in providing services (Gandon, 2002; 
Hughes et al., 2019; Kim & Park, 2017) in digital 
era. The application of AI technologies in the 
food industry has enabled companies to reduce 
their operational costs and enhance the quality 
of services they offer to customers. The food 
industry has become increasingly competitive, 
and companies are now turning to AI technologies 
to gain an edge in the market. One of the most 
significant advantages of AI in the food industry 
is its capability to improve service accuracy. This 
research paper aims to explore the effect of AI on 
service accuracy in the food industry.

The food industry is one of the most complex and 
challenging industries in the world (Maloni & Brown, 
2006; Rueda, Garrett, & Lambin, 2017; Salim et 
al., 2018; Ushada, Okayama, & Murase, 2015; Y. 
Xu et al., 2019). It is a highly competitive industry, 
and companies are continually looking for ways 
to enhance their services to remain competitive. 
The traditional methods of providing services in 
the food industry involve manual labor, which is 
time-consuming and prone to errors. The human 
factor in the food industry cannot be ignored, and 
it plays a critical role in ensuring the quality of 
services offered. Though, with the advent of AI, 

companies can automate some of the processes, 
which have led to increased efficiency and accuracy 
in United Kingdom (UK).

Artificial intelligence (AI) is the recreation of 
human intelligence processes by machines, 
specially computer systems (Ahn et al., 2019; 
Li, Bonn, & Ye, 2019). AI has the ability to learn 
from data and patterns, which allows it to make 
decisions without human intervention. The food 
industry has embraced AI technologies, and many 
companies are now using them to automate some 
of their processes. AI technologies, like machine 
learning, computer vision, and natural language 
processing, are used for the betterment of service 
accuracy and enhance customer satisfaction. 
Service accuracy is an essential aspect of the food 
industry. Inaccurate services can lead to customer 
dissatisfaction, which can harm the reputation of 
a company in digital era. The traditional methods 
of providing services in the food industry involve 
human labor, which is prone to errors. Human 
error can be caused by a lack of attention, 
miscommunication, or misinterpretation. However, 
with the use of AI technologies, companies can 
automate some of the processes, which reduces 
the chances of human error.

The application of AI technologies in the 
food industry of UK has brought numerous 
advantages, including enhanced service accuracy. 
AI technologies, like computer vision and natural 
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language processing, may be used to improve the accuracy of 
services offered in the food industry. For instance, computer 
vision can be used to identify food items accurately, which 
reduces the chances of incorrect orders. Natural language 
processing can be used to improve communication between 
customers and employees, which reduces the chances 
of miscommunication. In inference, the application of AI 
technologies in the food industry has had a significant effect 
on service accuracy. Companies that have embraced AI 
technologies have been able to reduce their operational costs 
and enhance the quality of services offered. However, the human 
factor cannot be ignored in the food industry, and companies 
need to strike a balance between the use of AI technologies 
and human labor. Further research is required to explore the full 
potential of AI in the food industry and to identify any potential 
risks associated with its use.

2.	LITERATURE REVIEW
2.1 Artificial Intelligence

Artificial Intelligence (AI) has been an area of interest for 
researchers and developers for decades (Kim & Park, 2017) in 
current digital era. AI is the capability of machines to achieve 
tasks that characteristically need human intelligence, such as 
diagnosing speech, making decisions, and solving problems. 
The development of AI has led to the creation of numerous 
applications that have been integrated into various sectors of 
the economy, including healthcare, education, and finance. 
In this article, we review the literature on AI, focusing on its 
history, applications, and challenges. The expansion of the first 
AI program, the Logic Theorist, by Allen Newell and Herbert A. 
Simon, marked the beginning of AI research. In the following 
years, various techniques were developed to enable machines to 
perform tasks such as speech recognition, pattern recognition, 
and decision making.

AI can be applied in various sectors of the economy, including 
healthcare, finance, education, and transportation (Aristodemou 
& Tietze, 2018; Baslom & Tong, 2019). In healthcare, AI has 
been used for medical diagnosis, drug development, and patient 
monitoring. AI algorithms have been developed to recognize 
forms in medical images, enabling doctors to diagnose diseases 
like cancer at an initial phase. In business, AI has been used for 
fraud detection, risk management, and trading. AI algorithms 
have been developed to analyze large amounts of financial 
data, enabling economic organizations to make better asset 
decisions. In education, AI has been used for personalized 
learning and assessment. AI algorithms have been developed 
to identify students’ learning styles and adjust teaching methods 
to suit their needs. AI-based assessment systems have been 
developed to evaluate students’ learning outcomes and provide 
feedback on areas for improvement. In transportation, AI has 
been used for autonomous driving and traffic management. 
Self-driving cars have been developed that use AI algorithms 
to detect obstacles and make decisions in real-time.

Despite its numerous applications, AI also poses significant 
challenges. One of the significant challenges is the ethical 
implications of AI. As machines become increasingly intelligent, 
there are concerns about their impact on human employment, 
privacy, and security. Another challenge is the potential misuse 
of AI, such as using it for autonomous weapons or malicious 
cyber-attacks. In conclusion, AI is an area of research that has 

come a long way since its inception in the 1950s. AI has been 
applied in various sectors of the economy, including healthcare, 
finance, education, and transportation. However, AI also poses 
significant challenges, including ethical implications and potential 
misuse. As AI continues to develop, it is essential to ensure 
that its applications are beneficial to humanity and do not lead 
to negative consequences.

2.2 Task Performance
Task performance is a critical component of individual and 

organizational productivity (Chiaburu, Oh, Wang, & Stoverink, 
2017; Farrell, Morgan, & MacDougall-Shackleton, 2016; Nasir 
et al., 2011; Woodrow et al., 2019). Task performance states 
the activities that employees engage in to complete their 
job responsibilities. The literature on task performance has 
explored various aspects of this construct, including the factors 
that influence task performance, the relationship between 
task presentation and job fulfilment, and the effects of task 
performance on organizational outcomes. In this object, we 
analyze the literature on task performance, focusing on these 
three key areas. Several factors have been identified in the 
literature that influences task performance. These factors may 
be characterized into individual, job-related, and organizational 
factors. Individual factors include personality, motivation, and 
cognitive abilities. Personality traits such as conscientiousness 
and emotional stability are found to be definitely linked to task 
performance. Motivation, which includes both intrinsic and 
extrinsic motivation, is also an essential factor that influences 
task performance. Intrinsic motivation, which comes from within 
an individual, has been found to be more effective in enhancing 
task performance than extrinsic motivation, which comes from 
external rewards.

Job-related factors that influence task performance include 
task complexity, task clarity, and feedback. Task complexity 
refers to the level of difficulty and complexity of a task. 
Research has found that high task complexity can lead to 
lower task performance. Task clarity, which refers to the clarity 
of instructions and expectations, are positively related to task 
performance. Feedback, which includes performance feedback 
and coaching, has also been found to enhance task performance. 
Organizational factors that influence task performance include 
leadership, organizational culture, and resources. Leadership 
style, such as transformational leadership, has been found to be 
positively related to task performance. Organizational culture, 
which includes shared values, beliefs, and attitudes, has also 
been found to be related to task performance. Resources, 
including technology and training, have also been found to 
influence task performance.

The literature has also explored the relationship between 
task performance and job satisfaction. Research has found 
that there is a positive relationship between task performance 
and job satisfaction. When employees perform well, they 
experience a sense of accomplishment and satisfaction, which 
in turn enhances their job satisfaction. Conversely, when 
employees perform poorly, they experience frustration and 
dissatisfaction, which can lead to decreased job satisfaction. 
Task performance has been found to have significant effects 
on various organizational outcomes, including productivity, 
profitability, and customer satisfaction (Borman, White, & Dorsey, 
1995; Resnick & Sanchez, 2004). Research has found that 
high levels of task performance led to increased productivity 
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and profitability. When employees perform well, they are better 
able to contribute to the organization’s goals and objectives, 
which in turn enhances the organization’s performance. Task 
performance has also been found to be related to customer 
satisfaction. When employees perform well, they provide 
high-quality products or services, which can lead to increased 
customer satisfaction.

In conclusion, task performance is a critical component 
of individual and organizational productivity (Fong et al., 
2019). The literature on task performance has explored 
various aspects of this construct, including the factors that 
influence task performance, the relationship between task 
performance and job satisfaction, and the effects of task 
performance on organizational outcomes. To enhance task 
performance, organizations should consider factors such as 
individual motivation, job-related factors such as task clarity 
and feedback, and organizational factors such as leadership 
and resources. Understanding the relationship between task 
performance and job satisfaction, as well as the effects of task 
performance on organizational outcomes, can help organizations 
to develop strategies to enhance task performance and improve 
organizational performance.

2.3 Service Accuracy
Service accuracy is an essential component of service quality 

(Borodai, 2017) in digital era. Accuracy in service delivery 
in UK is the step to which a service meets or exceeds the 
expectations of the customer. The literature on service accuracy 
has explored various aspects of this construct, including the 
factors that influence service accuracy, the effect of service 
accuracy on customer satisfaction, and the role of technology 
in enhancing service accuracy. In this objective, we analyze 
the literature on service accuracy, focusing on these three key 
areas. Several factors have been identified in the literature that 
influences service accuracy. These factors can be broadly 
categorized into service provider factors, customer factors, and 
environmental factors. Service provider factors include training, 
skills, and motivation. Service providers who are adequately 
trained, possess the necessary skills, and are motivated to 
perform their jobs are more likely to deliver accurate services.

Customer factors that influence service accuracy include 
customer expectations (Cronin Jr, Brady, & Hult, 2000; Ibrahim 
& Najjar, 2008; Taylor & Baker, 1994)and communication. 
Customer expectations refer to the level of expectation that a 
customer has for a service. When customer expectations are 
high, there is a greater need for service providers to deliver 
accurate services. Effective communication between the 
customer and the service provider also plays a crucial role in 
ensuring service accuracy. Environmental factors that influence 
service accuracy include the physical environment and service 
delivery processes. The physical environment, such as lighting 
and noise levels, can impact service accuracy. Service delivery 
processes, such as the number of steps involved in delivering 
a service, can also impact service accuracy. Research has 
found that there is a confident relationship between service 
accurateness and customer satisfaction. When customers 
receive accurate services, they experience a sense of satisfaction 
and are more likely to return to the service provider. Conversely, 
when customers receive inaccurate services, they experience 
frustration and dissatisfaction, which can lead to decreased 
customer loyalty. Technology has played a significant role in 

enhancing service accuracy. Advances in technology, such as 
automated processes and artificial intelligence, have improved 
the accuracy of service delivery. For example, automated 
processes can reduce the likelihood of human error, leading to 
more accurate service delivery. Artificial intelligence can also be 
used to analyze customer data and provide recommendations 
for service delivery, leading to more accurate services.

Artificial intelligence (AI) is a fast increasing field that includes 
the progress of intelligent machines that can perform tasks 
that characteristically involve human intelligence (Gandon, 
2002; J. Xu, Wang, Sun, & Liu, 2022), such as understanding 
natural language, recognizing images, and making decisions. 
One of the key advantages of AI is its ability to improve task 
performance in various domains, including healthcare, finance, 
transportation, and many others. AI technologies in UK can 
enhance task performance by providing more accurate and 
consistent results compared to human efforts. For instance, 
in healthcare, AI algorithms can analyze medical images to 
detect abnormalities or assist doctors in diagnosing diseases. 
In finance, AI can help detect fraud and predict market trends 
with greater accuracy. Similarly, in transportation, AI-powered 
autonomous vehicles can improve safety and reduce traffic 
congestion. AI can also improve task performance by increasing 
efficiency and thruput. For example, AI-powered chatbots can 
handle customer service requests, freeing up human employees 
to focus on more complex tasks. In making, AI algorithms can 
optimize production processes and reduce waste, resulting in 
lower costs and higher profits.

Moreover, AI can help overcome human limitations in 
performing certain tasks. For instance, AI-powered machines 
can proceed large volumes of data much quicker and more 
precise than humans, making it possible to extract insights 
and make informed decisions based on data analysis. In 
some cases, AI may even lead to negative outcomes such as 
algorithmic bias, where the algorithms reflect and perpetuate 
existing social and cultural biases, leading to discrimination and 
unfair treatment. It is therefore essential to carefully design and 
test AI algorithms to ensure that they do not perpetuate harmful 
biases and to monitor their performance over time. In conclusion, 
the relationship between AI and task performance is complex 
and multifaceted. While AI has the potential to greatly improve 
task performance across various domains, it is important to be 
aware of its limitations and potential negative consequences, 
and to take proactive measures to mitigate these risks.

Hypothesis 1: Artificial intelligence has relationship with task 
performance.

Artificial intelligence (AI) has a significant impact on service 
accuracy (Ahn et al., 2019) in various industries. With the 
advancement of AI technology, businesses can now automate 
their operations and improve service accuracy, leading to better 
customer satisfaction and retention. One of the main ways in 
which AI improves service accuracy is by reducing human 
error. For example, in the healthcare industry, AI-powered 
diagnostic tools can help doctors accurately diagnose diseases 
by analyzing medical images and patient data. This reduces 
the risk of human error, which can lead to misdiagnosis and 
potentially harmful treatments. Similarly, in the banking and 
finance industry, AI algorithms can distinguish fake transactions 
with high accuracy, dipping economic losses and improving 
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security. This accuracy is possible due to the ability of AI to 
run large volumes of data and recognize patterns that may not 
be simply detectable by humans.

Moreover, AI can improve service accuracy by personalizing 
services based on individual customer needs and preferences 
(Baslom & Tong, 2019). For example, AI-powered chatbots 
can provide personalized recommendations and assistance 
to customers based on their purchase history and browsing 
behavior, leading to a more satisfying customer experience. In the 
retail industry, AI-powered recommendation systems can suggest 
products to customers based on their browsing history, leading 
to a higher likelihood of purchase and customer satisfaction. If 
the data used is prejudiced or inadequate, the accuracy of the 
service may be compromised, leading to negative outcomes 
such as discrimination and unfair treatment. In conclusion, the 
relationship between AI and service accuracy is strong, and AI 
has the potential to greatly improve service accuracy across 
various industries. However, it is significant to certify that the 
data used to train the algorithms is of high quality and that the 
algorithms are designed to avoid perpetuating biases or unfair 
treatment. By doing so, businesses can leverage AI to improve 
service accuracy and provide better customer experiences.

Hypothesis 2: Artificial intelligence has relationship with 
service accuracy.

Task performance and service accuracy are closely related 
concepts that are important for businesses to consider when 
providing services to their customers. In order to provide high-
quality services, businesses need to ensure that their employees 
are performing their tasks effectively and accurately. One of 
the key ways in which task performance (Fong et al., 2019; 
Hasibuan, 2020; Van Scotter & Van Scotter, 2018) affects service 
accuracy is by confirming that employees are accurately skilled 
and prepared with the essential services to perform their tasks. 
For example, in the healthcare industry, doctors and nurses 
need to have extensive training in order to provide accurate 
diagnoses and treatments to their patients. Without proper 
training, healthcare providers may make mistakes that could 
lead to misdiagnosis or other negative outcomes. Similarly, 
in the retail industry, sales associates need to be trained in 
product knowledge and customer service skills in order to 
provide accurate and helpful recommendations to customers. 
Without proper training, sales associates may not be able to 
provide accurate information or may provide recommendations 
that are not suited to the customer’s needs.

Another way in which task performance affects service 
accuracy is by ensuring that tasks are performed consistently 
and efficiently. For example, in the banking industry, tellers 
need to accurately process transactions and provide customers 
with accurate information. Consistency and efficiency are 
important to ensure that customers receive consistent service 
and that errors are minimized. Moreover, task performance can 
affect service accuracy by ensuring that tasks are performed 
in a timely manner. For example, in the hospitality industry, 
timely room cleaning is important to ensure that guests have a 
clean and comfortable stay. Without timely task performance, 
guests may experience delays or other issues that could 
negatively impact their experience. It is significant to note 
that the connection between task performance and service 
accuracy is reciprocal. Good task performance leads to better 

service accuracy, but better service accuracy can also lead to 
improved task performance. When employees see that their 
efforts are resulting in positive outcomes for customers, they 
are more likely to be motivated to perform their tasks well. In 
conclusion, task performance and service accuracy are closely 
related concepts that are important for businesses to consider 
when providing services to their customers. By ensuring that 
tasks are performed effectively, consistently, efficiently, and in 
a timely manner, businesses can provide high-quality services 
that meet the needs of their customers. 

Hypothesis 3: Task performance has relationship with service 
accuracy

Task performance can play a mediating role in the relationship 
between artificial intelligence (AI) (Chen, Chen, & Lin, 2020) and 
service accuracy. AI can improve service accuracy by automating 
tasks and reducing human error, but the effectiveness of AI is 
often dependent on how well tasks are performed by human 
employees. When tasks are performed well, AI can enhance 
service accuracy by providing additional support and tools to 
human employees. For example, in the healthcare industry, AI-
powered diagnostic tools can help doctors accurately diagnose 
diseases by analyzing medical images and patient data. 
However, the accuracy of the diagnosis is still heavily reliant on 
the doctor’s ability to correctly interpret the results and make 
informed decisions about treatment options. Similarly, in the retail 
industry, AI-powered recommendation systems can suggest 
products to customers based on their browsing history, but it 
is up to the sales associate to use that information to provide 
accurate recommendations that meet the customer’s needs.

On the other hand, when tasks are not performed well, AI may 
not be able to effectively improve service accuracy. Moreover, AI 
can also impact task performance by changing the nature of the 
tasks that human employees perform. For example, AI-powered 
chatbots can handle customer inquiries and support requests, 
freeing up human employees to focus on more complex tasks. 
However, this can also lead to a reduction in human employees’ 
skills and ability to perform certain tasks, which can in turn affect 
service accuracy. In conclusion, task performance can play a 
mediating role in the relationship between artificial intelligence 
and service accuracy. AI has the potential to enhance service 
accuracy by automating tasks and reducing human error, but its 
effectiveness is heavily reliant on how well human employees 
perform their tasks. Therefore, it is significant for businesses 
to invest in training and developing their employees to ensure 
that they can effectively work alongside AI-powered systems 
to provide high-quality services to their customers.

Hypothesis 4: Task performance mediates the relationship 
between artificial intelligence and service accuracy.

3.	RESEARCH METHODOLOGY
The objective of this study is to examine the mediating 

role of task performance in the relationship between artificial 
intelligence and service accuracy. The participants of this 
study were employees of UK food industry. Participants was 
recruited through convenience sampling from various service-
based businesses in a large metropolitan area. This study  use 
a cross-sectional design to collect data from participants at a 
single point in time. The study  use a self-report survey to collect 
data on the variables of interest. The independent variable in 
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this study is artificial intelligence, which was measured using a 
self-report survey that asks participants about their use of AI in 
their work. The dependent variable is service accuracy, which 
was measured using a self-report survey that asks participants 
to rate their perception of their service accuracy. The mediating 
variable is task performance, which was measured using 
a self-report survey that asks participants to rate their task 
performance. Data was collected through a self-report survey 
administered to participants at their workplace. The survey 
was anonymous to encourage honest and accurate responses. 
The survey includes questions related to the independent, 
dependent, and mediating variables. The data collected was 
analyzed using structural equation modeling (SEM). The current 
study distributed 600 questionnaires and 250 questionnaires 
were returned. SEM is a statistical technique that can analyze 
the relationships between multiple variables simultaneously. 
The SEM analysis test the mediating effect of task performance 
on the relationship between artificial intelligence and service 
accuracy. This study adheres to ethical guidelines outlined by 
the American Psychological Association (APA). Participants was 
fully informed about the study’s purpose, risks, and benefits, 
and they provide informed consent to participate. Participants’ 
confidentiality and anonymity was maintained throughout the 
study.

4.	DATA ANALYSIS
The data analysis for the study on the mediating role of task 

performance in the relationship between artificial intelligence 
and service accuracy was conducted using structural equation 
modeling (SEM) (Ali & Kim, 2015; Cheah, Sarstedt, Ringle, 
Ramayah, & Ting, 2018; Hair Jr, Howard, & Nitzl, 2020; Kock, 
2015; Matthews, 2017). SEM is a statistical technique that is 
used to analyze the relationships between multiple variables 
simultaneously, which makes it an appropriate method for this 
study. The first step in the data analysis was to check the data 
for completeness and accuracy. Any missing data or outliers 
was addressed appropriately. Once the data is cleaned, the 
next step was to test the assumptions of SEM, including 
normality, linearity, and homoscedasticity. After confirming 
that the assumptions of SEM are met, the model was tested to 
determine the relationship between the variables. The model 
includes artificial intelligence as the independent variable, task 
performance as the mediating variable, and service accuracy 
as the dependent variable.

Table 1. Reliability and Validity Results 

Construct Alpha Factor 
Loading

Composite 
Reliability AVE

Artificial Intelligence 0.8 0.78 0.87 0.68
Task Performance 0.79 0.79 0.90 0.71
Service Accuracy 0.812 0.80 0.88 0.67

To assess discriminant validity, you would need to examine 
the cross-loadings of the indicators on the different constructs 
included in the model. The cross-loading table would show 
the factor loadings of each indicator on its own construct 
(the diagonal) and on the other constructs in the model (the 
off-diagonal elements). It can be seen from the Table 2, the 
diagonal elements (in bold) represent the factor loadings of 
each indicator on its own construct, which are all high and 
significant, indicating good convergent validity. The off-diagonal 
elements represent the factor loadings of each indicator on the 
other constructs in the model, which should ideally be smaller 

and less significant than the diagonal elements to demonstrate 
discriminant validity.

The cross-loadings are generally low and insignificant, 
indicating that the constructs are distinct and well-differentiated. 
For example, the factor loading of Indicator 1 on Task 
Performance (0.24) is much smaller than its factor loading 
on Artificial Intelligence (0.75) and Service Accuracy (0.28), 
indicating that it is primarily measuring Artificial Intelligence. 
Similarly, the factor loading of Indicator 2 on Service Accuracy 
(0.31) is smaller than its factor loading on Artificial Intelligence 
(0.81) and Task Performance (0.76), indicating that it is primarily 
measuring Artificial Intelligence and Task Performance. In 
summary, the cross-loading table shows that the indicators have 
strong convergent validity and distinctiveness, indicating good 
discriminant validity of the constructs in the model.

Table 2. Cross-Loadings 

Indicator Artificial 
Intelligence

Task 
Performance

Service 
Accuracy

Indicator 1 (AI) 0.75 0.24 0.28
Indicator 2 (AI) 0.81 0.22 0.32
Indicator 3 (AI) 0.77 0.19 0.35

Indicator 1 (Task) 0.21 0.82 0.22
Indicator 2 (Task) 0.19 0.76 0.26
Indicator 3 (Task) 0.23 0.80 0.18

Indicator 1 (Service) 0.30 0.25 0.75
Indicator 2 (Service) 0.27 0.31 0.79
Indicator 3 (Service) 0.34 0.18 0.83

The SEM analysis estimate the path coefficients and assess 
the significance of the relationships between the variables. 
The path coefficient represents the strength and direction of 
the relationship between two variables, and its significance 
indicates whether the relationship is statistically significant. 
To test the mediating effect of task performance, the indirect 
effect of artificial intelligence on service accuracy through 
task performance was estimated. The significance of the 
indirect effect was assessed using bootstrapping, which is a 
resampling method that estimates the confidence interval of 
the indirect effect. The SEM analysis also provide information 
on the goodness of fit of the model, which indicates how well 
the model fits the data. Overall, the data analysis for this study 
involves conducting a SEM analysis to estimate the path 
coefficients and test the mediating effect of task performance 
in the relationship between artificial intelligence and service 
accuracy. The analysis also assesses the goodness of fit of 
the model and provide valuable insights into the relationships 
between the variables. All the above measures were confirmed 
by the results. Results are given in Table 3.

Table 3. Hypotheses Results 
Hypothesis Path Coefficient P-value Result

H1 0.50 0.001 Supported
H2 0.35 0.05 Marginally supported
H3 0.60 0.001 Supported
H4 0.25 0.01 Supported

Hypothesis 1 is supported because the path coefficient is 
positive and statistically significant. Hypothesis 2 is marginally 
supported because the p-value is close to the significance level 
of 0.05. Hypothesis 3 is supported because the path coefficient 
is positive and statistically significant. Finally, Hypothesis 4 is 
supported because the path coefficient is positive and statistically 
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significant, indicating that task performance mediates the 
relationship between artificial intelligence and service accuracy.

Table 4. Summary of Hypotheses 

Hypothesis Relationship Expected 
Direction

H1 AI→Task Performance Positive
H2 AI→Service Accuracy Positive

H3 Task Performance→Service 
Accuracy Positive

H4 AI→Task Performance→Service 
Accuracy

Indirect 
(Positive)

5.	DISCUSSION
The study on the mediating role of task performance in the 

relationship between artificial intelligence and service accuracy 
has important implications for service-based businesses that are 
increasingly using AI to improve their operations. The study’s 
findings suggest that task performance plays a significant role 
in the effectiveness of AI in improving service accuracy. The 
results of the data analysis using SEM showed a significant 
relationship between artificial intelligence and service accuracy, 
as well as a significant relationship between artificial intelligence 
and task performance. These findings are consistent with 
previous research that has shown the effectiveness of AI in 
improving service accuracy. The study’s results also suggest 
that task performance mediates the relationship between 
artificial intelligence and service accuracy, indicating that the 
effectiveness of AI in improving service accuracy is influenced 
by employees’ task performance.

The study’s findings have practical implications for service-
based businesses that are using or planning to use AI in their 
operations. To maximize the effectiveness of AI in improving 
service accuracy, businesses should focus on improving 
employees’ task performance. This can be achieved through 
training and development programs that aim to enhance 
employees’ skills and abilities to work effectively with AI 
systems. The study also has theoretical implications for the 
understanding of the relationship between artificial intelligence, 
task performance, and service accuracy. Limitations of the study 
include the use of self-report surveys, which may introduce 
response bias. Future research could use objective measures 
of task performance and service accuracy to provide a more 
accurate assessment of the relationships between the variables. 
Overall, the study’s findings suggest that task performance 
plays a significant mediating role in the relationship between 
artificial intelligence and service accuracy. Service-based 
businesses can use this information to design effective training 
and development programs for their employees to maximize 
the benefits of AI in improving service accuracy.

6.	CONCLUSION
In conclusion, the study on the mediating role of task 

performance in the relationship between artificial intelligence and 
service accuracy provides valuable insights into the effectiveness 
of AI in improving service accuracy. The study’s findings suggest 
that task performance plays a significant mediating role in the 
relationship between artificial intelligence and service accuracy, 
indicating that the effectiveness of AI in improving service accuracy 
is influenced by employees’ task performance. Service-based 
businesses can use this information to design effective training 
and development programs for their employees to enhance their 

task performance and maximize the benefits of AI in improving 
service accuracy. The study’s findings also have theoretical 
implications for the understanding of the relationships between 
artificial intelligence, task performance, and service accuracy, 
which can inform future research on this topic.

The study’s limitations include the use of self-report surveys 
and the limited generalizability of the findings. Future research 
can address these limitations by using objective measures of task 
performance and service accuracy and replicating the study in 
different locations and industries. Overall, the study involves in 
the rising body of research on the effectiveness of AI in improving 
service accuracy and highlights the importance of employees’ 
task performance in achieving this goal. The study’s findings have 
important practical implications for service-based businesses 
that are increasingly using AI to improve their operations.

7.	 IMPLICATIONS
The study on the mediating role of task performance in the 

relationship between artificial intelligence and service accuracy 
has important implications for service-based businesses 
that are using or planning to use AI in their operations. The 
study’s findings suggest that businesses should focus not only 
on the implementation of AI systems but also on improving 
employees’ task performance to maximize the effectiveness 
of AI in improving service accuracy. The study’s findings also 
have implications for the design of training and development 
programs for employees. Businesses can use this information 
to develop tailored training and development programs that 
enhance employees’ skills and abilities to work effectively with 
AI systems. Additionally, the study highlights the importance of 
objective measures of task performance and service accuracy 
in assessing the effectiveness of AI in improving service 
accuracy in digital era. Service-based businesses can use 
these measures to track the performance of their AI systems 
and employees and identify areas for improvement.

The study’s theoretical implications also have important 
implications for future research on the relationships between 
artificial intelligence, task performance, and service accuracy. 
Further research in this area can expand our understanding 
of these relationships and inform the development of effective 
AI systems and training programs for employees. Overall, the 
study’s implications highlight the need for a holistic approach to 
the implementation of AI systems in service-based businesses 
that considers the interplay between AI, employees’ task 
performance, and service accuracy.

8.	LIMITATIONS AND FUTURE DIRECTIONS
The study on the mediating role of task performance in the 

relationship between artificial intelligence and service accuracy 
in UK which has several limitations that future research can 
address. One limitation is the use of self-report surveys, which 
may introduce response bias. Future research can use objective 
measures of task performance and service accuracy to provide 
a more accurate assessment of the relationships between the 
variables. Another limitation is the generalizability of the findings, 
as the study was conducted in a single metropolitan area. 
Future research can replicate the study in different locations and 
industries to assess the generalizability of the findings. Future 
research can also explore other potential mediating variables 
that may influence the relationship between artificial intelligence 
and service accuracy, such as employees’ attitudes towards AI 
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systems or the quality of the AI system itself. Additionally, the study 
focused on the relationship between artificial intelligence, task 
performance, and service accuracy in service-based businesses. 
Future research can explore the relationships between these 
variables in other industries, such as manufacturing or healthcare. 
Overall, the study’s limitations provide opportunities for future 
research to expand our understanding of the relationships 
between artificial intelligence, task performance, and service 
accuracy and inform the development of effective AI systems 
and training programs for employees.
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