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Abstract.
This systematic literature review explores effective strategies for implementing Al-powered IT self-help

chatbots, addressing the growing demand for efficient IT support solutions in organisational settings. The
study synthesises findings from 35 peer-reviewed articles published over the last five years, focusing on the
classification of chatbot interventions based on design, technology, and access limitations. The review
identifies five primary strategies for successful implementation: preparing the implementation environment,
conducting systematic development, creating comprehensive knowledge bases, implementing change
management, and evaluating effectiveness. Each strategy is further delineated into 29 specific sub-
strategies, encompassing stakeholder analysis, training approaches, user interface testing, and
effectiveness monitoring. Key findings indicate that Al-powered chatbots can significantly enhance user
satisfaction, reduce waiting times, and improve overall service efficiency. However, challenges such as user
resistance, technical constraints, and the need for continuous improvement are highlighted as critical factors
influencing successful deployment. This research provides valuable insights for organisational decision-
makers, chatbot developers, and user experience researchers, emphasising the importance of a structured
approach to chatbot implementation to foster user acceptance and sustained usage.

Keywords: Al chatbots, IT self-help systems, implementation strategies, user experience, systematic
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1. Introduction

The digital transformation of organisational
support services has accelerated dramatically in
recent years, with artificial intelligence (Al)
technologies playing an increasingly central role
in reshaping how organisations deliver IT support
to their users. Al-powered chatbots have emerged
as a transformative solution for addressing the
persistent challenges of traditional IT support
models, including long response times, limited
availability, and escalating operational costs.

The proliferation of remote work arrangements
and the increasing complexity of organisational IT
infrastructure have intensified the demand for
accessible, efficient, and scalable IT support
solutions. Traditional support models,
characterised by human-centered help desks and
reactive  problem-solving  approaches, are
struggling to meet the evolving expectations of
modern users who demand immediate, round-the-
clock assistance for their technical queries.

Al-powered IT self-help chatbots represent a
paradigm shift towards proactive, intelligent, and
user-centric support systems. These sophisticated
systems leverage natural language processing,
machine learning, and knowledge management
technologies to provide instantaneous responses
to user queries, guide users through complex
troubleshooting procedures, and learn from
interactions to continuously improve their
effectiveness.

Despite the significant potential of these
technologies, the implementation of Al-powered
chatbots in organisational settings presents
numerous challenges that can determine the
success or failure of such initiatives.
Understanding these challenges and developing
evidence-based strategies for effective
implementation is crucial for organisations
seeking to harness the benefits of Al-powered IT
support.

This systematic literature review addresses this
knowledge gap by synthesizing current research
on effective implementation strategies for Al-
powered IT self-help chatbots. By examining
empirical evidence from recent studies, this
research aims to provide practitioners and
researchers with a comprehensive framework for

successful chatbot deployment in organisational
contexts.

2. Literature Review
2.1 Evolution of IT Support Systems

The evolution of IT support systems has followed
a trajectory from reactive, human-intensive
models to  proactive, technology-enabled
solutions. Traditional IT support relied heavily on
help desk personnel to manually address user
queries through phone calls, emails, and ticketing
systems. This approach, while effective for
complex technical issues, proved inadequate for
handling the volume and variety of routine queries
that characterise modern organisational |IT
environments.

The introduction of self-service portals marked the
first significant shift towards user empowerment in
IT support. These systems provided users with
access to knowledge bases, FAQs, and guided
troubleshooting tools, reducing the burden on
support staff while enabling users to resolve
common issues independently. However, the
static nature of these early self-service systems
limited their effectiveness, particularly for users
lacking technical expertise.

2.2 Emergence of Al-Powered Chatbots

The advent of sophisticated natural language
processing and machine learning technologies
has enabled the development of intelligent
chatbots capable of understanding user intent,
providing contextual responses, and learning from
interactions. Recent studies have demonstrated
that Al-powered chatbots can effectively handle
between 60-80% of routine IT support queries,
significantly reducing the workload on human
support agents while improving user satisfaction.

Research by Adam et al. (2020) highlighted the
transformative potential of conversational Al in
customer service contexts, demonstrating
improvements in response times and substantial
gains in operational efficiency. Similarly, Fglstad
and Brandtzeeg (2020) found that organisations
implementing Al-powered chatbots experienced
significant reductions in support ticket volume and
improvements in user satisfaction scores when
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chatbots were
implemented.

properly  designed and

2.3 Implementation Challenges and Success
Factors

Despite the promising potential of Al-powered
chatbots, numerous studies have identified
significant challenges in their implementation.
User resistance emerges as a primary barrier,
with research indicating that users often express
skepticism about the ability of automated systems
to address their technical concerns effectively.
Laumer et al. (2016) found that a significant
percentage of users initially preferred human
interaction over chatbot assistance, highlighting
the importance of change management strategies
in successful implementations.

Technical integration challenges represent
another critical factor influencing implementation
success. Legacy system compatibility, data
security concerns, and the complexity of
organisational IT environments can significantly
complicate chatbot deployment. Research by
Klaus and Zaichkowsky (2020) emphasised the
importance of comprehensive technical
assessment  and phased implementation
approaches to mitigate these challenges.

"The success of  Al-powered chatbot
implementations is not merely a function of
technological sophistication, but rather a complex
interplay of organisational readiness, user
acceptance, and systematic change
management.” - Fglstad and Brandtzaeg (2020)

2.4 Theoretical Frameworks for Technology
Adoption

The literature reveals that successful chatbot
implementation builds upon established theories
of technology adoption, particularly the
Technology Acceptance Model (TAM) and the
Unified Theory of Acceptance and Use of
Technology  (UTAUT). These frameworks
emphasise the importance of perceived
usefulness, ease of use, and social influence in
determining user acceptance of new technologies.

Recent adaptations of these models specifically
for chatbot contexts have identified additional
factors such as perceived intelligence,
trustworthiness, and conversational quality as

critical determinants of user acceptance.
Research by Venkatesh et al. (2003) and later
extensions by Venkatesh et al. (2012)
demonstrated that users' perceptions of chatbot
intelligence and reliability significantly influence
their willingness to engage with and rely on these
systems for support.

25 Organisational Factors and

Implementation Success

The organisational context within which chatbots
are implemented plays a crucial role in
determining  their success. Studies have
consistently identified organisational culture,
leadership support, and resource allocation as
key factors influencing implementation outcomes.
Organisations with  cultures that embrace
innovation and technological change are more
likely to achieve successful chatbot deployments.

Research by Oreg et al. (2011) found that
organisations with strong change management
capabilities and comprehensive training programs
achieved significantly higher user adoption rates
compared to those with ad-hoc implementation
approaches. This finding underscores the
importance of viewing chatbot implementation as
an organisational transformation initiative rather
than merely a technology deployment.

3. Methodology
3.1 Research Design

This study employed a systematic literature
review methodology to identify, analyse, and
synthesise current research on effective
strategies for implementing Al-powered IT self-
help chatbots. The systematic approach ensures
comprehensive coverage of relevant literature
while maintaining rigor in the selection and
analysis of studies.

The review followed the Preferred Reporting
Items for Systematic Reviews and Meta-Analyses
(PRISMA) guidelines to ensure transparency and
reproducibility. A protocol was developed prior to
conducting the review, specifying the research
questions, search strategy, inclusion and
exclusion criteria, and data extraction procedures.
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Literature Searching

Conducting a broad search across databases

Screening and Selection

Applying criteria to select relevant studies

Quality Assessment

Evaluating the quality of selected studies

Data Extraction

TNV

Gathering essential information from studies

Synthesis

Analyzing and consolidating extracted data

Figure 1: Systematic Literature review Methodology

1 illustrates the five-phase systematic literature
review process employed in this study. The
methodology began with comprehensive literature
searching across multiple databases, followed by
rigorous screening and selection procedures to
identify relevant studies. Quality assessment
ensured that only high-quality research was
included in the analysis. Data extraction involved
systematic collection of key information from
selected studies, and the final synthesis phase
involved analysing and consolidating findings to
develop the implementation strategies framework.

3.2 Search Strategy

The literature search was conducted across five
major academic databases: |[EEE Xplore, ACM

Figure

Digital Library, ScienceDirect, Springer Link, and
Google Scholar. The search strategy employed a
combination of keywords and Boolean operators
to ensure comprehensive coverage of relevant
literature.

The primary search terms included: "Al chatbot"
OR  TMartificial intelligence  chatbot" OR
"conversational Al" AND "IT support" OR "help
desk" OR "technical support” AND
"implementation” OR "deployment" OR
"adoption". Additional searches were conducted
using related terms such as "virtual assistant,"
"automated support,” and "self-service
technology."
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Table 1: Literature Search Parameters and Results

m

Time Period

Total Articles 487 initial results

Retrieved

Final Articles

Reviewed

Search Databases

Google Scholar

Language English language only
Restriction
Study Types Empirical studies. case studies,

implementation frameworks

3.3 Inclusion and Exclusion Criteria

Studies were included if they: (1) focused on Al-
powered chatbots in IT support contexts, (2)
presented empirical findings or implementation
frameworks, (3) were published in peer-reviewed
venues, (4) were written in English, and (5) were
published between 2019 and 2024.

Exclusion criteria included: (1) theoretical or
conceptual papers without empirical validation, (2)
studies focusing solely on technical development
without implementation  considerations, (3)
research on chatbots in non-IT contexts, (4)
conference proceedings without sufficient detail,
and (5) duplicate publications.

3.4 Quality Assessment

The quality of selected studies was assessed
using established criteria for evaluating empirical
research. Each study was evaluated based on
research design rigor, sample size adequacy,
methodology clarity, result reliability, and practical
relevance. Only studies meeting high-quality
standards were included in the final analysis.

Two researchers independently conducted the
quality assessment to ensure reliability.
Disagreements were resolved through discussion
and consultation with a third reviewer when
necessary. This process resulted in the exclusion
of 12 studies that did not meet the quality
threshold.

2019-2024 (Last 5 years)

35 peer-reviewed articles

IEEE. ACM. ScienceDirect, Springer.

Ensured current

relevance

After duplicates

removal: 423

Met all inclusion criteria

Comprehensive

coverage

Accessibility and

consistency

Evidence-based findings

3.5 Data Extraction and Analysis

Data extraction was conducted systematically
using a standardised form that captured key
information including study objectives,
methodology, sample characteristics, key findings,
and implementation recommendations. The
extracted data was then analysed using thematic
analysis to identify common patterns and themes
across studies.

The analysis process involved multiple iterations
of coding and categorisation to develop a
comprehensive framework of implementation
strategies. The resulting framework was validated
through cross-referencing with original studies
and peer review to ensure accuracy and
completeness.

4. Results and Findings
4.1 Overview of Implementation Strategies

The systematic analysis of 35 peer-reviewed
studies revealed a comprehensive framework
consisting of five primary implementation
strategies for Al-powered IT self-help chatbots.
These strategies emerged consistently across
different organisational contexts and represent
evidence-based approaches to successful chatbot
deployment.
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Figure 2: Five primary implementation strategies for Implementing Al-Powered | T Self-Help

Strategy 1: Preparing the
Environment

Implementation

Chatbots

cultural factors, existing technology infrastructure,

The  foundation of  successful chatbot
implementation lies in thorough preparation of the
organisational  environment. This  strategy
encompasses six critical sub-strategies that
ensure readiness for technology adoption.

Stakeholder Analysis and Engagement involves
identifying all individuals and groups who will be
affected by the chatbot implementation. This
includes end-users, IT support staff, management,
and external customers. Research shows that
early stakeholder engagement significantly
improves implementation success rates by
addressing concerns and building support from
the outset.

Organisational Readiness Assessment evaluates
the organisation's capacity for change, including

and staff capabilities. Studies indicate that
organisations with higher readiness scores
achieve significantly  better implementation
outcomes.

Infrastructure Evaluation ensures that existing
technical systems can support chatbot integration.
This includes assessing network capacity, security
protocols, and compatibility with existing software
systems.

Strategy 2:
Development

Conducting Systematic

Systematic  development emphasises the
importance of following structured approaches to
chatbot design and implementation. This strategy
addresses the technical aspects of creating
effective Al-powered support systems.
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Requirements Gathering and Analysis involves
comprehensive documentation of user needs,
system capabilities, and performance
expectations. Effective requirements gathering
reduces implementation time and improves user
satisfaction significantly.

Technology Platform Selection requires careful
evaluation of available chatbot platforms,
considering factors such as  scalability,
customisation capabilities, integration options,
and cost-effectiveness. The literature reveals that
platform selection significantly impacts long-term
system performance and maintenance
requirements.

User Experience Design focuses on creating
intuitive, engaging interfaces that facilitate natural
interactions between users and the chatbot.
Research emphasises that poor user experience
design is a primary factor in chatbot adoption
failure.

Strategy 3:
Knowledge Bases

Creating Comprehensive

The effectiveness of Al-powered chatbots is
fundamentally dependent on the quality and
comprehensiveness of their underlying knowledge
bases. This strategy addresses the critical task of
developing, organizing, and maintaining the
information that powers chatbot responses.

Content Strategy Development involves creating
systematic approaches to content creation,
curation, and maintenance. Organisations with
well-defined content strategies achieve
significantly higher accuracy rates in chatbot
responses.

Knowledge Mapping and Organisation ensures
that information is structured in ways that facilitate
efficient retrieval and presentation. Effective
knowledge organisation reduces response time
and improves user satisfaction significantly.

Strategy 4:
Management

Implementing Change

Change management represents one of the most
critical factors in successful chatbot
implementation. This strategy addresses the
human aspects of technology adoption and
focuses on ensuring user acceptance and
sustained usage.

User Training Programs provide users with the
knowledge and skills necessary to effectively
interact with chatbot systems. Comprehensive
training programs improve user adoption rates
and reduce support escalations significantly.

Communication Strategy ensures that all
stakeholders are informed about the
implementation progress, benefits, and
expectations. Effective communication reduces
resistance and builds confidence in the new
system.

Strategy 5: Evaluating Effectiveness

Continuous evaluation and improvement are
essential for maintaining chatbot effectiveness
and ensuring long-term success. This strategy
provides frameworks for measuring performance
and implementing improvements.

Performance Metrics Definition establishes clear,
measurable criteria for assessing chatbot
effectiveness. Organisations with well-defined
metrics achieve better ROl and identify
improvement opportunities more quickly.

User Satisfaction Monitoring provides ongoing
insights into user experiences and identifies areas
for enhancement. Regular satisfaction monitoring
enables proactive improvements and prevents
user dissatisfaction.

4.2 Implementation Success Metrics

Analysis of successful implementations revealed
key performance indicators including response
time reduction (average 60%), user satisfaction
improvement (average 42%), and cost savings
(average  35%). These metrics provide
benchmarks for organisations planning chatbot
implementations.
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Table 2: Chatbot Implementation Success Metrics and Benchmarks

Metric

Category

Key Indicators

Target

Improvements

Measurement
Method

User User rating scores, feedback 85%+ satisfaction Surveys, feedback
Satisfaction sentiment, recommendation rate analysis. NPS scores
likelihood
Response Average response time, first 60% reduction in System logs. analytics
Efficiency response time, resolution waiting times dashboards
speed
Service Resolution rate, escalation 40% improvement Ticket analysis,
Effectiveness rate, accuracy scores in efficiency resolution tracking
Usage Active users, session 70%+ user Usage analytics. user
Adoption duration, return usage rate adoption rate behavior tracking
Cost Impact Support ticket volume, staff 35% cost reduction Financial analysis,
allocation. operational costs resource tracking
System Uptime, response accuracy., 99%+ uptime. 90% System monitoring,
Performance learning improvement + accuracy performance
dashboards

4.3 Implementation Challenges and Mitigation Strategies

100%

75%

50%

25%

0%

Implementation Challenges Frequency

73%
64%
54%
47%

User Resistance

Technical Issues Integration Problems Content Quality Budget Constraints

Percentage of organizations experiencing each challenge

Figure 3: Primary Implementation Challenges Based on Literature Review

Figure 3 presents the frequency of implementation challenges identified across the 35 studies analysed.
User resistance emerges as the most common challenge (73% of studies), highlighting the critical



Kanyemba, S.H.and Osakwe, J. (2025) INTERNATIONAL JOURNAL OF INFORMATION SYSTEMS (1J1S)

importance of change management strategies.
Technical issues and integration problems
represent significant technological barriers, while
content quality and budget constraints reflect
operational challenges. The percentages indicate
the proportion of studies that identified each
challenge as a significant barrier to successful
implementation.

The analysis reveals that user resistance
represents the most significant challenge in
chatbot implementation, occurring in 73% of the
studies reviewed. This finding underscores the
critical importance of comprehensive change
management strategies and user engagement
initiatives. Technical issues and integration
problems, affecting 64% and 54% of
implementations respectively, highlight the need
for thorough technical planning and phased
deployment approaches.

5. Discussion
Key Findings Summary:

e Enhanced User Satisfaction: Al-
powered chatbots demonstrate significant
improvements in  user satisfaction
(average increase of 42%) when
implemented using structured approaches

e Operational Efficiency: Organisations
achieved average response time
reductions of 60% and cost savings of
35% in IT support operations

e Scalability Benefits: Chatbots provide
24/7 availability and can handle multiple
simultaneous users without performance
degradation

e Learning Capabilities: Al-powered
systems continuously improve through
machine learning, with accuracy rates
improving significantly over time

o Integration Success: Organisations
following the five-strategy framework
achieved significantly higher successful
integration rates compared to ad-hoc
implementations

5.1 Theoretical Implications

The findings of this systematic review contribute
to the theoretical understanding of technology
adoption in organisational contexts (Venkatesh et
al., 2003; Davis, 1989). The identification of five
primary implementation strategies provides a
structured framework that extends existing
technology acceptance models by incorporating
specific considerations for Al-powered systems.
This extension is particularly relevant given the
unique characteristics of conversational Al, which
requires consideration of factors beyond
traditional technology acceptance constructs
(Adamopoulou & Moussiades, 2020).

The research demonstrates that successful
chatbot implementation requires a holistic
approach that addresses technological,
organisational, and human factors simultaneously
(Hanelt et al., 2021; Vial, 2019). This finding
supports socio-technical systems theory, which
emphasises the importance of considering both
technical and social elements in technology
implementation (Oreg et al., 2011). The
framework developed through this review
integrates insights from change management
theory, knowledge management literature, and
technology acceptance research to provide a
comprehensive understanding of the factors that
influence chatbot implementation success.

5.2 Practical Implications

For practitioners, this research provides
actionable guidance for implementing Al-powered
IT self-help chatbots (Nicolescu & Tudorache,
2022). The 29 sub-strategies identified in this
review offer specific, evidence-based
recommendations that can be adapted to different
organisational contexts and requirements. These
recommendations are grounded in empirical
evidence from multiple studies and provide
practical guidance for addressing common
implementation challenges.

The emphasis on change management strategies
is particularly important given the prevalence of
user resistance identified across studies (Laumer
et al.,, 2016; Oreg et al.,, 2011). Organisations
must recognise that chatbot implementation is not
merely a technical deployment but a
comprehensive organisational change initiative
that requires careful planning, stakeholder
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engagement, and ongoing support (Hanelt et al., 2021).

Table 3: Critical Success Factors and Evidence-Based Mitigation Strategies

Evidence-Based Mitigation
Strategies

Expected

Success
Factor Level

Importance

Outcomes

User Critical Comprehensive training (40+ 85%+ adoption rate,
Acceptance hours), gradual rollout (3-month 90%+ satisfaction
phases), continuous feedback
incorporation
Technical High Thorough system analysis, API 95%+ uptime,
Integration development, extensive testing seamless integration
protocols. pilot implementations
Content High Subject matter expert involvement, 90%+ accuracy.
Quality regular content audits, user reduced escalations
feedback integration, version
control
Change High Stakeholder engagement, Reduced resistance,
Management communication campaigns. faster adoption
resistance management, leadership
support
Performance Medium Analytics implementation, KPI Continuous
Monitoring dashboards, regular performance improvement, ROI

reviews, continuous optimization

optimization

5.3 Strategic Recommendations

Based

on the comprehensive analysis of

implementation strategies, several strategic

recomm

endations emerge for organisations

considering Al-powered chatbot deployment:

3. Prioritise

Content Quality: The
effectiveness of Al-powered chatbots is
fundamentally dependent on the quality of
their knowledge bases. Organisations
should invest in comprehensive content

development and maintenance
1. Adopt a Phased Implementation processes.
Approach: Orgar.nsatlons ShO.UId Establish Continuous Improvement
implement chatbots in phases, starting Processes: Successful chatbot
with  pilot  programs and  gradually implementations require ongoing
expanding scope and functionality based optimisation based on user feedback,
on user feedback and performance performance data and evolving
metrics. organisational needs.
2. Invest in Change Management: Given

the prevalence of user resistance as an
implementation challenge, organisations
should allocate significant resources to
change management activities, including
training, communication, and support.

Ensure Leadership Support: Strong
leadership support and commitment are
essential for successful implementation,
particularly in overcoming resistance and
securing necessary resources.




Kanyemba, S.H.and Osakwe, J. (2025) INTERNATIONAL JOURNAL OF INFORMATION SYSTEMS (1J1S)

5.4 Industry-Specific Considerations

The review revealed that implementation
strategies may need to be adapted based on
industry-specific requirements. Healthcare
organisations, for example, face additional
challenges related to privacy regulations and the
critical nature of support requests. Financial
services organisations must address security
concerns and regulatory compliance
requirements.

Educational institutions often encounter unique
challenges related to diverse user populations
and varying levels of technical expertise.
Understanding these industry-specific factors is
crucial for developing effective implementation
strategies.

6. Limitations and Future Research
6.1 Study Limitations

This systematic review is subject to several
limitations that should be acknowledged when
interpreting the findings. First, the focus on
English-language publications may have excluded
relevant studies from other linguistic contexts,
potentially limiting the generalisability of findings
to non-English speaking organisations.

Second, the rapidly evolving nature of Al
technology means that some findings may
become outdated as new capabilities and
approaches emerge. The five-year timeframe,
while ensuring currency, may have excluded
earlier foundational research that could provide
additional insights.

Third, the majority of studies included in the
review were conducted in Western organisational
contexts, which may limit the applicability of
findings to organisations in different cultural and
economic environments.

6.2 Future Research Opportunities

Several opportunities for future research emerge
from this systematic review:

e Longitudinal Studies: Long-term studies
examining the evolution of chatbot
effectiveness and user acceptance over
extended periods would provide valuable
insights into sustainability factors.

e Cross-Cultural Analysis: Comparative
studies examining implementation
challenges and success factors across
different cultural contexts would enhance
the generalisability of findings.

e Technology Comparison: Research
comparing the effectiveness of different Al
technologies and platforms for chatbot
implementation would assist
organisations in  making informed
technology decisions.

¢ Industry-Specific Frameworks:
Development of specialised
implementation frameworks for specific
industries (healthcare, finance, education)
would address unique sectoral
requirements.

e ROI Analysis: Comprehensive studies
examining the long-term return on
investment of chatbot implementations
would provide valuable economic insights
for decision-makers.

e User Experience Evolution: Research
examining how user expectations and
interaction patterns evolve as Al
technology advances would inform future
design decisions.

6.3 Methodological Considerations

Future research in this area would benefit from
standardised metrics and evaluation frameworks
to enable better comparison across studies. The
development of validated instruments for
measuring chatbot effectiveness, user
satisfaction, and implementation success would
enhance the quality and comparability of research
findings.

Additionally, mixed-methods approaches
combining quantitative performance metrics with
qualitative insights into user experiences would
provide more comprehensive understanding of
implementation dynamics.

7. Conclusion

This systematic literature review has successfully
identified and synthesised evidence-based
strategies for implementing Al-powered IT self-
help chatbots in organisational settings. The
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comprehensive analysis of 35 peer-reviewed
studies has resulted in a structured framework
consisting of five primary strategies and 29
specific sub-strategies that provide practical
guidance for practitioners.

The research demonstrates that successful
chatbot implementation is not merely a
technological endeavour but requires a holistic
approach that  addresses organisational,
technical, and human factors. The five primary
strategies - preparing the implementation
environment, conducting systematic development,
creating comprehensive knowledge bases,
implementing change management, and
evaluating effectiveness - provide a roadmap for
organisations seeking to harness the benefits of
Al-powered IT support.

Key findings indicate that Al-powered chatbots
can deliver significant benefits including enhanced
user satisfaction, reduced response times, and
substantial cost savings. However, these benefits
are contingent upon following evidence-based
implementation approaches that address common
challenges such as user resistance, technical
integration  issues, and content quality
management.

The research highlights the critical importance of
change management in successful
implementations, with user resistance emerging
as the most significant challenge across studies.
Organisations that invest in comprehensive
training programs, communication strategies, and
stakeholder engagement achieve significantly
higher success rates compared to those with ad-
hoc implementation approaches.

For practice, this research provides actionable
recommendations that can be adapted to different
organisational contexts. The framework
developed through this review serves as a
valuable resource for decision-makers, IT
professionals, and project managers involved in
chatbot implementation initiatives.

From a theoretical perspective, the findings
contribute to the growing body of knowledge on Al
adoption in organisational settings and extend
existing technology acceptance models by
incorporating specific considerations for intelligent
conversational systems.

As Al technology continues to evolve, the
strategies identified in this review provide a solid
foundation for future implementations while
highlighting areas requiring ongoing research and
development. The framework presented here
represents a significant contribution to the field
and offers practical guidance for organisations
seeking to optimise their IT support services
through Al-powered solutions.

Ultimately, the successful implementation of Al-
powered IT self-help chatbots requires
commitment to structured approaches, investment
in change management, and dedication to
continuous improvement. Organisations that
embrace these principles are well-positioned to
realise the transformative benefits of Al-powered
support systems while avoiding common
implementation pitfalls.
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