A ddl dudolpiasdl ays) 3ol Ay giazed

e ‘aj.l.c.j 2\.9\.7:1”3 Lalaidy| ng.a.” EOX VY

Ll a glally el LsLaid¥l aglall il

Seudd] pgle saadd

Jlee¥1 351a) : yaias]l

Ol gy Al Balid Jud Ao 5,800

S8, aay Ul dalys

Aol sloe)

3lg-dl zoyesn

plea alas

A Sl | s

Lozl (8) 3l ity oouef

Uro Bgiallys Lzl uee raladl 351 s ple

iUee giallgs Lagamll die aalantl S8 SRS

2025/2024 :dcaelzd! diudl







L e g LiBd g o 0 4840 At g Al A3 daad Ayl
Sl 138 ala
9,3 L) A canal) g Lealit) ale <) edalg R da
Mgrdla (L) aoe 5 L ) e (gay U adid LY ) gha
Jaliall G pdiall MBS 8 el g a8 g AN (alldy PR
al il g Jaadl 10 o Gl iy A g o "yl g sdle”
G G193 o g JS (8 Alas Lua g 4dlgua o8 5 dadlaly Lnle Jay
S0 i Ay dag s el cpialilly ) A0 alall Ay ) A0
Ugd pd o) AdBlial) Adad Jaldl) saLLOU Sl da il LaS
Mial) 9 ") el A 3 Sial) oda AdBUAL aa y guaas
"3 3an B gl
(gl 138 Jlad) A amy ) a8 (e Las b (e JS 480 LaS

Al 5 ald (e



(JlaS (AN ) g3 7oy (A
oYy el il S cla ) sa gl 8 A ga ) Al 3 o)l

Aﬁ‘é&)c@au‘;\hgﬁ@bé\ﬁduﬂcﬂhquy\ J.LASU w}.lsj\u"_uSd.\cLsS;Lsauﬁes

a3 Ay ) A s )
Ny LA U gyl 5 ) llain o Jon o sl JaiS) ectlia 5 lile sy ecuall 13 558 ) L
daad (> 45 gial) gni o
L OieY) g candl JS Gl ¢ il g ¢ DAY e e b as S Ll A dead ) daail]
o gy Sllaa ujad) (gl
da g JS 8 4y i) o3 Lailal) i€ el S slall sl ff oS e
s (8 el g g 184
¢ Shd) 9 a3 Gpdlad) (S ()
, Gpall 5 Alilal) L g L€ LY celeall g caall JS LS
i o]
et JS 4o St pla ISy clgtia gl i Aaal S 15K ¢ aluiind o Y 158

c‘;‘du‘)j cu_'iﬁh.ui cu_‘al.sm.ai c‘_;\l\\.c GJ\ A8ala ddaaly ‘5‘ celeay ddaluily Ay (sHac (e XK A:;J\ /

[ada: 114]"e (35 G5 Jag™ © Jd OB




Py

No words can truly capture all the emotions I've experienced over these past six
years — the sorrow and pain, the joy and happiness. But everything comes at a
price, and every event happens for a meaningful reason. For that, | thank Allah
for every moment I've lived. Sometimes , we believe we know what’s best for us,
but fate always has its own way, its own word . El Hmdoulleh for everything, for |
believe that whatever comes from Him is always beautiful , is always blessed .

| dedicate this work to:

My beloved parents Mounia Laraba and Mouloud Bouaroudj , who have stood by
me throughout my life, raised me with love, and gave me a life fit of a princess —
words cannot express how much i love you but i would love to thank you from
the bottom of my heart .

My dear siblings Aymen Ayoub & Sirine , who have shared every moment of my
journey — your presence has always been my comfort.

My soulmate , besties , friends, relatives «from my mum’s side» my
grandparents aunt uncles and their wives , acquaintances, and everyone who
supported me — even with just a kind word or a simple gesture , it meant a lot to
me — thank you for being there in such moments .

And most importantly, | dedicate this to myself Achwaq — for still standing, still
fighting, in a world where injustice often prevails before our very eyes....

Despite all the hardships, | am truly grateful and happy for where | am today, for
where i stand .

And | have faith that the future holds joy that will make up for all the pain and
gle that i’'ve suffered from over these past years. . L
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Summary:
This study aimed to identify Artificial Intelligence and its impact on the
performance of service institutions, by focusing on a group of companies as case
of studies to measure the contribution of Al technologies in improving service
quality, enhancing performance efficiency, and facilitating decision—-making within
the institution.
The study began from the following problem: What is the role of artificial
intelligence in the performance of service institutions?
It adopted the descriptive analytical method by reviewing the theoretical
framework related to the topic, then analyzing some real-world cases of
companies that implemented Al in managing their services.
The study concluded that Al is an effective tool for service institutions to achieve
competitive advantage, especially through prediction techniques, big data analysis,

and process automation.



The results also showed that Al adoption helps reduce costs, improve customer

satisfaction, and increase responsiveness to market .
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!~ Team TheCodeWork , Al Technologies Powering DHL’s Logistics Success , India 28th November 2024.
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! Frédéric Gigant , Deutsche post DHL uses Al to further improve the customer experience , BearingPoint, France .
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By cakall Sl Uye Bgs by Ateag) cibaaty diglite lily duagead Guild @l dibids
gl Cag lal) Cadil (anaall AL Ljlias elilaeal oS3 dakaif o3l
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b

! Ari Massoudi , The last-mile delivery Graal : How DHL Skyrocket performance with Al , Linkedin , Published
14th january 2025.
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ClSsln 2y o S Al A duea cullid o alinl) Lo il dalail cndiel L Jagailly Je il
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Gaend) aladll L e diy o ellal) SN Lseas Bskie cluas e L o @
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!~ Wikipedia , Alibaba Group , edited 4th may 2025.
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! - Team DigitalDefynd , 5 ways AliBaba is using Al (Case Study) , India , 2025.
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! Team DigitalDefynd , as cited earlier.
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! Minghui Qiu , Feng-Lin Li , Siyu Wang , Xing Gao , and others , Chatbot Engine behind Alibaba’s AliMe
Cutomer Service Bot , taken from (AliMe : A Sequence-to-Sequence and Rerank-based Chatbot Engine) , China,
14th may 2018.
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1 - Walter Janberg , Alibaba’s AI Ambitions : A Blueprint for Regaining Market Dominance , 29th august 2024.

2 - Alizia Staff , Alibaba’s Core Businesses Reignite Growth as Al Strategy Delivers Strong Results , Alizila ,
China , 20th february 2025.
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https://www.aboutamazon.com/news/amazon-ai/how-amazon-uses-ai-to-prevent-damaged-products
https://www.aboutamazon.com/news/innovation-at-amazon/amazon-ai-sustainability-carbon-footprint-product-defects
https://aws.amazon.com/smart-business/serve-customers/
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https://liev.ai/
https://aws.amazon.com/es/solutions/case-studies/inmetrics-case-study/
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https://aws.amazon.com/pm/connect/?gclid=CjwKCAjwuMC2BhA7EiwAmJKRrDOT0rDE7QlcOv6DG0wwV31XP_EGoeA9WDtI0K1oXafBZmsbOl4kEhoCulgQAvD_BwE&trk=8fafd713-01bf-4c37-8ac5-eb20830d5f29&sc_channel=ps&ef_id=CjwKCAjwuMC2BhA7EiwAmJKRrDOT0rDE7QlcOv6DG0wwV31XP_EGoeA9WDtI0K1oXafBZmsbOl4kEhoCulgQAvD_BwE:G:s&s_kwcid=AL!4422!3!651751059798!e!!g!!amazon%20connect!19852662203!145019196137
https://aws.amazon.com/connect/q/
https://aws.amazon.com/pm/sagemaker/?gclid=CjwKCAjwuMC2BhA7EiwAmJKRrIXtnnT46Kb6lVQAloVxQ5qYokp63qUHA5voHE6Fh_gsKTybTLMh5xoC-hIQAvD_BwE&trk=b6c2fafb-22b1-4a97-a2f7-7e4ab2c7aa28&sc_channel=ps&ef_id=CjwKCAjwuMC2BhA7EiwAmJKRrIXtnnT46Kb6lVQAloVxQ5qYokp63qUHA5voHE6Fh_gsKTybTLMh5xoC-hIQAvD_BwE:G:s&s_kwcid=AL!4422!3!651751060692!e!!g!!amazon%20sagemaker!19852662230!145019225977
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