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Abstract

Purpose: The quality of Enterprise Resource Planning (ERP) software plays a critical role in implementation success, user
satisfaction, and the effectiveness of organizational processes. Although artificial intelligence has increasingly been integrated into
enterprise systems, much of the existing research has focused on data analytics, prediction, and core process automation.
Comparatively less attention has been paid to the practical use of Al assistants for user training, online suppott, version-update
communication, and software quality improvement. Empirical evidence concerning the evaluation of such interventions through
standardized software quality criteria in real development envitonments also remains limited. Therefore, this study aims to examine
how deploying an Al assistant within an action research process can improve ERP software quality and user experience.

Methodology: This applied study adopts an action research strategy in an ERP software development company. First, software
quality criteria derived from the ISO/IEC 9126 model were priotitized using Group Analytic Hierarchy Process with the
participation of software developers, current users, and prospective customers. An experimental Al assistant was then deployed in
key ERP modules to support user training, answer frequently asked questions, provide online assistance, and communicate software
updates. In parallel, software testing and quality-control processes were redesigned. A 23-item questionnaire based on ISO/TEC
9126 quality dimensions was used to evaluate the intervention, and 37 valid responses were analyzed. Descriptive statistics, Ordinary
Least Squares regression, correlation analysis, and the Variance Inflation Factor were employed to examine the data.

Findings: The findings indicate that deploying the Al assistant facilitated user training, accelerated responses to user inquiries,
reduced part of the support team’s workload, and improved user interaction with the ERP software. The redesigned testing and
quality-control processes also created a more structured mechanism for reviewing new releases and identifying defects. At the
variable level, software accuracy and security showed significant negative associations with satisfaction, whereas suitability and
resource behavior had positive effects that were close to statistical significance. Accordingly, the results should be interpreted as
evidence of the operational potential of Al assistance rather than definitive proof of a universal causal effect.

Originality/Value: This study connects three areas that are commonly examined separately: standardized software quality
assessment, group decision-making for quality-criteria prioritization, and the practical deployment of an AT assistant in a real ERP
environment. Unlike studies that discuss the potential advantages of Al conceptually, this research designs and evaluates an
operational intervention in user training, support, and software communication. It also demonstrates that enhancing user experience
requires more than adding intelligent capabilities and should be accompanied by redesigned testing procedures, quality-control
practices, and careful management of the trade-offs among software accuracy, security, complexity, and usability.

Keywords: Enterprise resource planning, Artificial intelligence assistant, Software quality, Action research, ISO/IEC 9126, Group
analytic hierarchy process, User satisfaction.
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Figure 1- Hierarchical structure of the problem.
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Figure 2- Graphical classification of decision makers.
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Table 2- Comparing the available options for artificial intelligence robots.
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Table 3- Demographic characteristics of the study sample.
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Table 4- Summary of Linear Regression Analysis.
OLS Regression Results

Dep. variable Satisfaction R-squared 0.682
Model OLS Adj. R-squared 0.183
Method Least squares F-statistic 1.367
Date Fri, 10 Jan 2025  Prob (F-statistic)  0.276
Time 23:33:58 Log-likelihood -33.047
No. observations 37 AIC 112.1
Df residuals 14 BIC 149.1
Df residuals 22

Covariance type ~ Nonrobust

!'Variance Inflation Factor (VIF) 2 Ordinary Least Squares (OLS)
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Table 5- Coefficients and statistical analysis of some variables of the linear regression model.

coef. std. Err. t P>t [0.025 0.975]
const 1.6828 1.894 0.888 0.389 -2.38 5.745
Suitability 0.6173 0.299 2.063 0.058 -0.024 1.259
Accurateness -0.7608 0.274 -2.778 0.015 -1.348 -0.173
Interoperability -0.0558 0.192 -0.291 0.775 -0.467 0.355
Security -0.5321 0.232 -2.291 0.038 -1.03 -0.034
Maturity -0.1115 0.297 -0.375 0.713 -0.749 0.526
Fault_tolerance -0.0124 0.314 -0.039 0.969 -0.686 0.661
Learnability 0.1777 0.243 0.731 0.477 -0.343 0.699
Operability 0.0895 0.251 0.357 0.726 -0.448 0.627
Resource behavior 0.6791 0.363 1.869 0.083 -0.1 1.458
Conformance -0.4248 0.364 -1.167 0.263 -1.206 0.356

oSy Joe (2l b as s -F Jour
Table 6- Regression model evaluation indicators.

Omnibus 2.975 Durbin-Watson 2.53
Prob (Omnibus) 0.226  Jarque-Bera (JB) 1.745
Skew -0.268  Prob (JB) 0.418
Kurtosis 2.081  Cond. No. 200
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