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Abstract  

Artificial Intelligence AI tools in recent times have been integrated into organisational 

communication, and this is reshaping how institutions engage with stakeholders. 

Public and private institutions globally are faced with modernization and AI tools 

provide the much-needed ease and knowledge base required by such organizations. 

This study examines the use of AI in organisational communications frameworks with 

focus on the perceived inherent risks and ethical implications of integrating AI tools 

and why most have chosen to opt out of using them. The research also investigates 

why organizations are operating without utilising AI-driven technology to enhance 

both internal and external communication, assessing its impact on efficiency, 

transparency and trust. The research examines the experience of organizations and 

businesses in a Nigerian context in response to global trends, while considering the 

unique socio-cultural, regulatory, and infrastructural challenges of implementing AI in 

public and private sector communication in Nigeria. Using a probability sampling 

approach, the research relies on data collected from a questionnaire to explore the 

extent of AI integration, perceived benefits, implementation challenges, and ethical 

concerns. Findings from this study are expected to inform responsible AI adoption 

strategies, ensuring that innovation align with ethical governance and citizen-centred 

communication practices in Nigeria.  

Keywords: Artificial Intelligence AI, Organisational Communication, Ethical 

Implications, Communication Strategies, AI Integration  

  

  

  

  

  



  

  

  

  

  

  

  

  



INTRODUCTION 

Artificial Intelligence (AI) in today’s digital landscape has emerged as a dependency in 

communication management and processes globally. Tools ranging from AI analytics, 

editing and writing tools aid engagement, efficiency, strategy development, execution 

and even innovation. As organizations and institutions continue to leverage AI in 

communications, this begs the question if these technologies create opportunities, pose 

risks or generate ethical implications for its users.  

With increased advancement in the technological capabilities of these tools, issues of 

ethical responsibility, data privacy, and the redefinition of human roles in communication 

functions continue to emerge. This dual reality is visible Nigeria’s public and private sector 

organisational communication. Organisations now find themselves at the crossroads of 

innovation and responsibility. On one hand, AI tools offer them real-time public sentiment 

tracking, multilingual engagement via natural language processing (NLP), and predictive 

insights for policy communication. On the other hand, they raise legitimate concerns 

about surveillance, algorithmic bias, and the erosion of human oversight in public 

engagement.  

The United Bank for Africa (UBA) is leveraging AI for improved customer satisfaction, like 

other counterparts, the use of chatbots and virtual assistants, and these banks are 

enhancing customer experience. In Nigeria, telecommunication companies are also using 

AI in internal and external communication and service delivery. In recent times, we have 

begun to see Small and medium-scale businesses adopt AI for customer behaviour 

analysis, inventory management and customer experience.   

In the Nigerian context, where digital literacy varies and trust in government institutions 

remains fragile, integrating AI in organizational communication requires not only 

technological readiness but also a culturally attuned, ethically sound, and strategically 

transparent approach.  

This study aims to address the zero tolerance of AI usage in organisational communication 

systems, examining inherent risks and ethical concerns. It will also delve into ethical 



implications, particularly in the Nigerian sociopolitical environment. By contextualising 

global trends and aligning them with Nigeria’s unique institutional realities, this paper 

contributes to the ongoing discourse on responsible AI deployment in communication 

governance.  

REVIEW OF RELATED LITERATURE  

1. Global Trends in AI and Organisational Communication  

AI's integration into communication has been widely studied in the context of developed 

economies, where technological infrastructure and data governance frameworks are more 

advanced. Scholars such as Floridi et al. (2018) have emphasised the role of AI in 

transforming public service delivery, particularly through automation and data-driven 

decision-making. The work highlights the risk in which is not the obsolescence of some 

old skills or the emergence of new ones per se, but the pace at which it is happening and 

the unequal distributions of the costs and benefits resulting from it. Floridi et al’s research 

sees this resulting in a fast devaluation of old skills and a quick disruption of the job 

market which is a major fear that feeds the lack of utilization of AI tools.   

In corporate settings, AI-enabled customer relationship management (CRM) platforms 

and intelligent virtual assistants are now routine (Brennen, 2021). In terms of public 

sector adoption, the U.S. FCC utilizes AI for monitoring broadband service complaints, 

while Singapore’s Government Technology Agency uses AI chatbots like “Ask Jamie” to 

engage citizens across multiple government websites. These examples underscore AI’s 

value in streamlining institutional communication and fostering engagement at scale. 

However, they also highlight issues of algorithmic bias, misinformation amplification, and 

data ethics—concerns that become more pronounced when transposed to developing 

nations with evolving regulatory frameworks.  

Mittelstadt et al 2016 research; The ethics of algorithms: Mapping the debate looks at 

how learning capacities grant algorithms some degree of autonomy stating that 

Algorithms inevitably make biased decisions because an algorithms design and 

functionality reflects the values of its designer and intended uses so it becomes difficult 



to detect latent bias in algorithms and the models they produce when encountered in 

isolation of the their development history. The study also showed that technical bias 

arises from technological constraints, errors or design decisions, which favour particular 

groups without an underlying driving value and human monitoring may prevent some 

biases from entering algorithmic decision-making. For AI use in organizational 

communication, this monitoring may inform the decisions around algorithmic bias.   

2. African Perspectives and the Nigerian Context  

Across Africa, AI integration into communication especially public sector (or government) 

is still nascent. A 2023 report by the African Union’s Digital Transformation Strategy 

(2020-2030) notes the potential of AI for governance but emphasizes capacity gaps in 

policy, ethics, and infrastructure. According to the AU digital transformation strategy 

report, based on the foundational pillars of; Enabling Environment, Policy and Regulation, 

Digital Infrastructure, Digital Skills and Human Capacity, Digital Innovation and 

Entrepreneurship, public policy, legal and regulatory frameworks need to be up-to-date, 

flexible, incentive-based and market-driven to support digital transformation across 

sectors and across the continent. The report outlined proposed policy recommendations 

and actions that must be met for Africa to realize the aspired digital transformation and 

be globally competitive.  

In Nigeria, existing research on AI has focused largely on its economic, security, and 

healthcare implications with limited empirical studies on its communicative functions.  

While the Federal Ministry of Communications, Innovation and Digital Economy has been 

recognized for its digital inclusion efforts and policy advocacy, yet the internal application 

of AI tools in communication such as intelligent monitoring of consumer complaints or 

digital campaign personalization remains underexplored in scholarly literature. Moreover, 

the ethical tension between AI-driven surveillance and citizens' right to privacy in a 

country with limited data protection enforcement adds a critical dimension to the debate. 

Nigeria’s Federal government has launched several initiatives to support AI innovation 

and capacity building like Nigeria Artificial Intelligence Research Scheme (NAIRS) and the 



National Centre for Artificial Intelligence and Robotics (NCAIR) and recently unveild the 

National AI Strategy, which outlines he nations vision for leveraging AI to enhance 

economic competitiveness, promote social inclusion, and position Nigeria as a leader in 

technological innovation.  

The National AI Strategy is Nigeria’s response to the need for an inclusive, public-centred, 

and well-articulated roadmap to harness the benefits of AI for the public good. For 

efficiency of the strategy other policies are being proposed like the Nigeria Data Policy, 

to review and implement Nigeria’s Open Data Policy. When this is fully operational, 

concerns about privacy infringement, indiscriminate use of data and other data related 

concerns will be addressed while the Cybercrimes (Prohibition and Prevention, etc.) Act 

2015 incorporates cybersecurity measures specific to AI systems.   

In theory, the Federal Competition and Consumer Protection Commission Act 2020 

protects against unfair competition stemming from AI algorithms and data use impacting 

competition within various sectors; however, in practice, this may not be entirely effective 

since algorithms inevitably make biased decisions because their design and functionality 

reflect the values of the designer.  

While opportunities for AI integration and usage in Nigeria are imminent, it poses 

challenges and risks in different aspects including infrastructure, people and risks. The 

document further agrees that these frameworks have limitations in capturing the nuanced 

context of Nigeria’s AI evolution, they however provide valuable insights to strategic 

considerations that are crucial for developing a forward-looking AI strategy.  

PWC’s article, Opportunities, challenges and strategic pathways: AI in Nigeria says ‘AI 

represents more than just a technological shift; it is a strategic opportunity to accelerate 

inclusive growth, enhance public services, and position the country as a digital leader on 

the African continent.’  

3. Ethical and Practical Concerns in AI Communication  



Ethical concerns associated with AI in communication often revolve around transparency, 

accountability, and inclusiveness. Mittelstadt et al. (2016) argue that opaque algorithms 

can distort public understanding and marginalise vulnerable voices. For organizations that 

must engage with diverse stakeholders including rural communities with low digital 

penetration ensuring inclusive, unbiased AI communication systems is not merely 

technical but moral.  

Jobin et al (2019). reveals ‘The rapid increase in the number and variety of guidance 

documents attests to growing interest in AI ethics by the international community and 

across different types of organization. The nearly equivalent proportion of documents 

issued by the public sector (that is, governmental and intergovernmental organizations) 

and the private sector (companies and private sector alliances) suggests that AI ethics 

concerns both public entities and private enterprises’. 

In Nigeria, where historical mistrust of government institutions is compounded by socio-

cultural diversity, deploying AI in communication without ethical safeguards could deepen 

disconnects. The case of Nigeria’s National Identity Number (NIN) registration, where AI 

tools were reportedly used to streamline enrollment but sparked concerns about 

surveillance, offers a cautionary tale.  

The National AI Strategy (NAIS) addresses ethical concerns stating as essential mitigating 

risks of artificial intelligence to the technology’s positive impact on people’s rights and 

opportunities. This policy seeks to function between the tradeoff of bias and accuracy 

aligning national values and priorities that will lead to several outcomes. The NAIS 

acknowledges that anticipating the effects of emerging technologies including AI has 

proven difficult but, ‘robust testing and validation, ongoing monitoring and maintenance, 

human oversight and intervention, ethical considerations and compliance, regular 

auditing and documentation and engaging a range of disciplines and perspectives in 

strategy development and execution are the best tools available today to reduce the 

potential risks of AI systems.’  

METHODOLOGY   



Research Design   

We employed a descriptive survey technique in this research. The survey method was 

appropriate because it allowed for the collection of first-hand quantitative and qualitative 

data on respondents’ perceptions and experiences regarding AI integration in 

organisational communication. Data was gathered using a structured seven-section 

questionnaire designed to capture demographic information, levels of AI usage, perceived 

benefits, challenges, ethical concerns, and recommendations. This design allowed for 

systematic analysis of trends, patterns, and variations in the respondents’ views, thereby 

providing insights into the Nigerian context of AI adoption in communication practices. 

Area of Study  

This study was conducted within the Nigerian context, focusing on professionals across 

selected sectors of the economy. As Africa’s most populous nation, and a key driver of 

digital transformation on the continent, Nigeria provides a unique environment for this 

investigation.  

The socio-cultural diversity, evolving regulatory frameworks, and infrastructural gaps in 

Nigeria present both opportunities and challenges for the AI adoption. Following the 

Africa Union’s led through the Digital Transformation Strategy (2020-2030) report,  

ongoing initiatives such as the National Artificial Intelligence Strategy (NAIS) and the 

activities of the Federal Ministry of Communications, Innovation and Digital Economy, 

Nigeria is positioning itself as a regional hub for digital innovation. By drawing data from 

respondents across ten (10) major sectors, this study situates its findings within Nigeria’s 

socio-political and economic realities. 

Population of the Study   

The population of this study is made up of professionals across ten (10) key sectors in 

Nigeria including; civil service (government), business and entrepreneurship, banking and 

finance, law, engineering, education, medicine, administration, media and other related 

industries. These groups were targeted because of their direct involvement in 



communication processes within both public and private organisational structures, 

making them relevant for assessing the opportunities, risks, and ethical implications of 

integrating AI tools in organizational communication. 

Sample and Sampling Techniques  

 From this population, a sample size of fifty (50) respondents was selected, drawn from 

the identified sectors using a probability sampling technique, specifically stratified random 

sampling. Each sector represented a subset, ensuring that the perspectives of diverse 

industries were adequately captured. Within each category, respondents were randomly 

selected to avoid bias and guarantee representation spread across professions.  

RESULTS  

The findings of this study are derived from a seven-section questionnaire 

(https://forms.gle/afSzW7h18Zq32co9A) with the results for each question presented in 

the charts below. 

Figure 1:  Gender 

  

Of the 50 respondents, 48% were female and 52% were male, this near parity represents 

a fair capture of the perspectives of both genders.  

Figure 2: Age group 

https://forms.gle/afSzW7h18Zq32co9A


  

The results indicate that 50% of the respondents were between the ages of 36 and 45, 

followed by the 46–55 age group, which accounted for 34% of respondents. The 26–35 

age group comprised 12% of respondents, while both the 18–25 and 56 years and above 

categories accounted for only 2% each. These findings suggest that the middle-aged 

segment of the workforce contributed the most substantial insights to this research. 

Figure 3: Sector/ Industry 

  

The highest number of respondents in this study were drawn from the government 

(public) sector, with 25% identifying as government employees. The eight most 

represented sectors among respondents were civil service, business and 

entrepreneurship, banking and finance, law, engineering, education, medicine, NGO/non-

profit and administration. 

Figure 4: Years of service  



The results show that 66% of respondents reported having more than 10 years of work 

experience, while 22% had between 6 and 10 years of experience. Additionally, 8% had 

between 2 and 5 years, and only 4% reported less than 2 years of work experience. This 

distribution indicates that the majority of respondents were highly experienced 

professionals, suggesting that the insights obtained in this study are largely informed by 

individuals with substantial professional exposure. 

Figure 5&6: Awareness and knowledge of AI 

  

  

A total of 64.1% of respondents reported being very familiar with the concept of Artificial 

Intelligence (AI) 34% were somewhat familiar and 2% were not familiar. However, this 

question allowed respondents to explain their answers. Further explanations revealed 

that while this group demonstrated awareness of AI, their knowledge was primarily web-

based rather than experiential, with only a few possessing real-time, practical 

understanding of the concept. In contrast, respondents with little or no knowledge of AI 

often evaluated their familiarity in relation to their access to information and their 

willingness to acquire further knowledge. 

Figure 7: Usage of AI tools 



  

The results show that 60% of respondents reported regular use of AI tools such as 

ChatGPT, Grammarly AI, and translation bots. An additional 34% indicated occasional 

use, while only 6% reported no use at all. This distribution suggests that AI tools are 

widely integrated into respondents’ professional or personal activities, though a notable 

proportion engage with them only sporadically. 

 Figure 8: Attitude towards AI in workplace communication. 

  

The findings reveal that 69.4% of respondents expressed a positive disposition toward 

the use of AI in workplace communications, while 28.6% reported a negative perception 

and 2% remained neutral. This is indicative of a generally favourable attitude toward AI 

adoption in professional communication, although a considerable minority expressed 

reservations that may reflect underlying concerns or scepticism. 

Figure 9: Improving communication efficiency 

  



The results indicate that 40% of respondents agreed and 30% strongly agreed that AI 

tools can enhance communication efficiency within their industry. In contrast, 20% 

remained neutral, while 4% disagreed and 6% strongly disagreed. Overall, the majority 

of respondents (70%) acknowledged the potential of AI to improve communication 

efficiency, although a small proportion expressed skepticism or uncertainty 

Figure 10: Perceptions of AI Effectiveness in Managing High Volumes of Consumer 

Complaints 

  

According to the results, 40% of respondents strongly agreed and 34% agreed that AI 

could effectively manage large volumes of consumer complaints. Meanwhile, 14% 

remained neutral, 10% disagreed, and 2% strongly disagreed. These findings suggest 

that a substantial majority (74%) recognize the potential of AI in streamlining consumer 

complaint management, although a smaller proportion expressed neutrality or scepticism, 

possibly reflecting concerns about reliability, personalization, or trust in AI-driven 

systems. 

Figure 11: Perceptions of AI in Enhancing Multilingual Communication with Diverse 

Audiences 

Overall, these results suggest that a significant 

majority (79.6%) recognize the potential of AI to bridge language barriers and improve 



communication across diverse groups with 46.9% of respondents agreeing and 32.7% 

strongly agreeing that AI could enhance multilingual communication with diverse 

audiences. Conversely, 10.2% remained neutral, while 8.2% disagreed and 2% strongly 

disagreed.  

Figure 12: Perceptions of AI in Supporting Evidence-Based Decision-Making Through 

Communication Data Analysis 

  

The results show that 38% of respondents agreed and 32% strongly agreed that AI could 

support evidence-based decision-making through the analysis of communication data. 

Meanwhile, 22% remained neutral, and 4% each strongly disagreed or disagreed. Taken 

together, these findings suggest that a large majority (70%) acknowledge the value of 

AI in strengthening data-driven decision-making. A notable proportion expressed 

neutrality or scepticism, possibly reflecting limited exposure to practical applications. 

Figure 13: Perceptions to AI reducing human staff in communication functions 

The findings reveal that 30% of respondents 

agreed and 8% strongly agreed that AI could reduce the need for human staff in 

communications functions within their industry. In contrast, 22% remained neutral, while 

34% disagreed and 6% strongly disagreed. These results suggest that while 38% 



perceive AI as potentially reducing human roles, a larger proportion (40%) remain 

unconvinced. 

Figure 14: Perceptions of Data Privacy Risks Associated with AI in Communication

 

According to the findings, 46% of respondents agreed and 18% strongly agreed that AI 

tools may compromise data privacy and confidentiality in communication. Meanwhile, 

14% remained neutral, 18% disagreed, and 4% strongly disagreed. Overall, these 

findings suggest that while a majority (64%) express concern over data privacy risks 

associated with AI, a considerable minority either remain unconcerned or uncertain, 

highlighting ongoing debates around trust, security, and ethical considerations in AI 

adoption. 

Figure 15: Perceptions of the Risk of Misinformation in AI-Mediated Communication 

The findings reveal that 46% of respondents 

agreed and 10% strongly agreed that the use of AI could result in misinformation or 

inaccurate responses to the public. Additionally, 16% remained neutral, while 20% 

disagreed and 8% strongly disagreed. These results suggest that although more than 

half of the respondents (56%) acknowledge the potential risk of misinformation in AI-

mediated communication, a substantial proportion (28%) remain unconcerned, with 16% 



undecided. This reflects the divided perceptions around the reliability and accuracy of AI 

tools in public communication. 

Figure 16: Perceptions of the Risks Associated with the Absence of AI Use Policies 

  

The results indicate that 38% of respondents agreed and 26% strongly agreed that the 

absence of an AI use policy in their industry could heighten the risks of unregulated or 

unethical application. Meanwhile, 20% remained neutral and 16% disagreed. These 

findings suggest that a substantial majority (64%) recognise the importance of formal 

policy frameworks in guiding ethical AI use, while the minority disagreement highlights 

differing perceptions of the necessity or enforceability of such policies. 

  

  

Figure 17: Perceptions of AI as a Risk for Surveillance and Misuse of Communication Data 

  

The results show that 54% of respondents agreed and 6% strongly agreed that AI could 

lead to surveillance and misuse of citizens’ communication data. Meanwhile, 24% 

remained neutral, while 14% disagreed and 6% strongly disagreed. Overall, the findings 

suggest that a majority (60%) perceive AI as posing potential risks to communication 



privacy and civil liberties, although nearly one-quarter of respondents expressed 

uncertainty, and one-fifth disagreed, reflecting ongoing debates around surveillance, 

trust, and regulatory safeguards 

Figure 18: Perceptions of AI Reinforcing Bias or Unfair Treatment in Public Communication 

  

According to the findings, 34% of respondents agreed and 2% strongly agreed that AI 

tools may reinforce bias or unfair treatment in public communication. In contrast, 26% 

remained neutral, while 32% disagreed and 6% strongly disagreed. The results suggest 

that although over one-third (36%) recognise the potential for AI to perpetuate bias, a 

slightly larger proportion (38%) disagree, indicating divided perceptions on whether AI 

meaningfully contributes to unfairness in public communication. The relatively high 

proportion of neutral responses further reflects the uncertainty or limited awareness of 

AI bias issues which this research has tried to unearth. 

  

  

Figure 19: Respondents’ Perceptions of the Necessity of Ethical Guidelines for AI Adoption 

  

The findings indicate that 36% of respondents agreed and 54% strongly agreed that 

ethical guidelines are necessary prior to the adoption of AI by industries or organisations. 



Meanwhile, 4% remained neutral and 6% disagreed. These results demonstrate 

overwhelming support (90%) for the establishment of ethical frameworks, underscoring 

the importance respondents place on accountability, transparency, and responsible 

governance in AI adoption 

Figure 20: Respondents’ Willingness to Use AI Tools for Communication Conditional on 

the Presence of Clear Policies  

According to the findings, a large proportion of respondents (80%) expressed willingness 

to use AI tools for communication if clear policies were introduced within their industry, 

while 20% remained undecided. This highlights the critical role of policy frameworks in 

fostering AI adoption, as clarity and regulation appear to directly influence respondents’ 

readiness to integrate such tools into professional practice. 

Figure 21: Respondents' views on Organisational Priorities for Future AI Adoption  

  

In assessing respondents’ perceptions of organisational priorities for future AI adoption, 

the findings revealed that 34.6% identified ethical guidelines and data protection 

frameworks as the foremost priority, while an equal proportion (34.6%) emphasised staff 

training and capacity building. Additionally, 17.9% highlighted the importance of 

partnerships with trusted AI providers, and 12.8% recommended pilot testing in limited 

communication areas. These results suggest that respondents view governance and 

human capacity development as central to responsible AI adoption, while also recognising 

the value of strategic partnerships and cautious implementation 



Respondents identified a wide range of potential benefits that AI could bring to 

organizational and industry-level communication with stakeholders. The responses 

clustered around several recurring themes 

1. Efficiency and Timeliness: Many respondents emphasized AI’s potential to improve 

speed and accuracy in communication, ensure prompt responses, reduce time lags, and 

support timely completion of tasks. AI was also viewed as a tool to enhance productivity 

and streamline workflows. 

2. Quality and Accuracy of Communication: Respondents noted that AI could 

support clarity, grammatical accuracy, and consistency in communication materials, 

thereby enhancing organisational image and professionalism. 

3. Data-Driven Decision-Making: Several participants highlighted AI’s role in 

improving decision-making through data analysis, enabling more accurate, evidence-

based, and targeted communication strategies. 

4. Enhanced Stakeholder Engagement: AI was perceived as a means to personalise 

communication, expand multilingual outreach, and ensure robust engagement with 

diverse stakeholders, ultimately strengthening organisational relationships. 

5. Innovation and Strategic Value: Respondents associated AI with increased 

capacity for scriptwriting, research, news programming, and customer service. They also 

emphasized AI’s ability to provide hyper-personalization, enable round-the-clock 

availability through chatbots, and deliver insights from communication pattern analysis. 

6. Organizational Development: A subset of respondents stressed the need for staff 

training and proper guidance to fully harness AI’s benefits. They suggested that without 

adequate preparation, the advantages of AI may not be fully realized 

Overall, the findings suggest that respondents view AI as a transformative tool capable 

of improving efficiency, enhancing communication quality, strengthening stakeholder 



engagement, and driving innovation, provided that its adoption is accompanied by ethical 

guidelines, capacity building, and policy frameworks. 

On critical risks and concerns around AI adoption, analysis of respondents’ views revealed 

several interconnected risks and concerns that cut across industries. These are 

synthesised into seven major themes: 

1. Data Privacy and Security Risks 

Respondents emphasised the vulnerability of sensitive information, their concerns 

included potential breach of patient or citizen data, misuse of confidential information, 

and broader national security threats if systems were compromised. The fear of 

surveillance and unethical monitoring of communications also featured strongly. 

2.Misinformation and Accuracy Challenges 

this was a recurrent worry among respondents,  the risk of misinformation, inaccurate 

data, and fake news, often resulting from poor prompts or reliance on unverified sources. 

Respondents noted that such inaccuracies could distort public communication, 

misrepresent facts, and undermine institutional credibility. 

3.Over-Reliance on AI and Human Deskilling 

Many respondents raised concerns that dependence on AI could foster laziness, reduce 

personal research efforts, and weaken staff commitment. They cautioned that over-

reliance could erode critical thinking, creativity, and judgment, leading to a long-term 

decline in human expertise and initiative. 

4.Employment and Workforce Displacement 

The potential for job losses was also a recurring theme. Respondents worried about 

redundancy, underutilization of human resources, and diminished interpersonal 

communication. AI was seen as both a tool of efficiency and a threat to traditional job 

security. 



5.Ethical and Governance Issues 

Respondents expressed fears of unethical or irresponsible AI use in the absence of clear 

guidelines. Concerns included bias and discrimination in outputs, the problem of non-

transparent decision-making, and the lack of accountability for harmful consequences. 

Without ethical safeguards, AI adoption was seen as risky and potentially damaging to 

organizational reputation. 

6.Organisational Capacity and Knowledge Gaps 

A number of respondents noted that limited knowledge of AI among staff could lead to 

misuse or reliance on incorrect data begging the need for structured training and capacity 

building. 

7.Operational and Contextual Constraints 

Beyond ethical and workforce issues, respondents also highlighted practical barriers such 

as unreliable electricity supply, limited access to mobile data, and weak data protection 

infrastructure. These contextual challenges were viewed as significant obstacles to 

responsible AI integration especially in the Nigerian context. 

DISCUSSION  

Accelerating AI adoption is one strategy identified in Nigeria’s National AI strategy. 

Replicating the country’s social context and cultural diversity with AI tools and solutions 

will drive AI accessibility across sectors including communications.  

Besides government initiatives, locally-led AI innovations will be instrumental in aiding 

integration into organizational communications across sectors of Nigeria’s economy.  

Respondents in the study highlighted the importance of cultivating an AI-ready workforce 

through capacity building and policy development as part of the elements that will drive 

AI integration into public and private sector operations.   

DISCUSSION 



This study finds some optimism, though practitioners recognise clear benefits of AI for 

communication efficiency, multi-lingual reach, complaint management and data-driven 

decision making; yet, the majority of respondents were concerned with privacy, 

misinformation, ethical governance, and workforce impacts.  

The findings are in accordance with global literature (Floridi, Mittelstadt, and Brennen) 

on both opportunities and ethical risks; the findings also reveal a Nigerian-specific context 

in governance, training, infrastructure and prerequisites for AI adoption. It was revealed 

that for responsible integration, policy and capacity-building must precede large-scale 

rollouts. 

Concerns about data privacy and security mirror findings in other research Jobin, Lenca 

and Vayena (2019) emphasised the ethical risks of data misuse and breaches in AI 

systems. Respondents’ fears of workforce displacement are consistent with findings in 

Frey and Osborne (2013). The research submits that how technological progress in the 

twenty-first century will impact on labour market outcomes remains to be seen. The 

findings imply that as technology races ahead, low-skill workers will reallocate to tasks 

that are non-susceptible to computerisation.  

CONCLUSION   

Artificial Intelligence (AI) is no longer a futuristic concept but a present-day reality 

shaping everyday life, with the potential to fundamentally transform how organizations 

connect, collaborate, and communicate. For Nigerian workplaces, this transformation 

carries the promise of addressing long-standing challenges of efficiency, timeliness, and 

reach. By automating repetitive communication tasks, enabling personalised stakeholder 

engagement, and supporting data-driven decision-making, AI offers organisations the 

opportunity to leapfrog traditional barriers and compete more effectively in the global 

arena. 

This study demonstrates that AI tools including; chatbots and sentiment analysis systems 

to predictive analytics and automated reporting can play a vital role in creating 

communication systems that are faster, smarter, and more inclusive. Yet, these 



opportunities must be approached cautiously. Nigeria’s context is uniquely complex: 

digital infrastructure remains uneven, many employees have limited exposure to 

advanced technologies, and scepticism about the implications of AI for jobs and 

organizational trust persists . 

If integrated carelessly, AI could worsen existing inequalities, compromise data security, 

and erode the human touch that is central to effective communication. Ethical challenges 

like algorithmic bias, misinformation, and lack of transparency cannot be ignored. 

Organisations therefore require thoughtful strategies that place people, ethics, and trust 

at the heart of innovation. 

Crucially, this research affirms that AI is not here to replace human communicators but 

to empower them. When supported by clear policies, workforce training, and consistent 

human oversight, AI can free communicators to focus on the creative, strategic, and 

relational aspects of their roles, those very elements that sustain trust and strengthen 

organisational reputation. The way forward for Nigerian organisations lies in developing 

dynamic capabilities: learning to sense opportunities for AI, seize them responsibly, and 

transform processes in ways that enhance communication impact while safeguarding 

transparency and stakeholder confidence. 

  

RECOMMENDATIONS 

1. Develop a Transparent and Inclusive AI Communication Policy 

Our findings reveal that fear and resistance to AI in Nigerian organisations often 

stem from poor communication and a lack of clarity. To address this, organisations 

should create clear, accessible AI policies that articulate why AI is being 

introduced, how it will be used, and what safeguards exist. The government can 

embed this within Nigeria’s Data Protection Regulation (NDPR) and ethical 

standards to build trust, improve acceptance, and prevent misinformation among 

employees and stakeholders. 



2. Invest in Employee Readiness, Upskilling, and Change Management 

Uncertainty about the role of AI in the workplace intensifies fears of redundancy. 

Continuous professional development, hands-on training, and awareness 

workshops can equip employees with the skills and confidence to use AI. Beyond 

technical training, change management programs that openly discuss job security, 

ethical implications, and role transformation will reduce anxiety and foster 

collaboration between humans and AI tools and technology. 

3. Adopt a “Human-in-the-Loop” Approach for Balanced Integration 

The research highlights concerns about losing empathy, contextual accuracy, and 

cultural sensitivity in communication. A hybrid approach where AI handles routine 

or repetitive tasks and human professionals validate outputs ensures efficiency 

without compromising authenticity. This model safeguards accuracy, empathy, 

and inclusivity while reinforcing the importance of human oversight. 

4. Strengthen Ethical Standards and Data Governance 

Concerns around bias, data misuse, and accountability were echoed both in our 

findings and similar global studies. Organisations must establish strong 

governance mechanisms, including bias audits, clear accountability frameworks, 

and transparent reporting on how AI is used in decision-making. 

5. Implement Phased Adoption Through Pilots and Testing 

Findings suggest that hasty implementation can worsen fears and confusion. A 

phased approach, starting with small-scale pilots (e.g., AI in analytics, social media 

monitoring, or internal query management), allows organisations to measure 

outcomes, identify risks, and refine strategies before scaling. Lessons from pilot 

testing reduce errors, build confidence, and encourage gradual buy-in across staff 

levels. 

6. Define and Track Clear Performance Indicators 

Without measurable outcomes, scepticism towards AI persists. Organisations 

should set Key Performance Indicators (KPIs) such as reduced communication 



errors, faster response times, higher engagement rates, or improved data-driven 

decision-making. Regular assessment of these indicators enables accountability, 

justifies investment, and provides evidence for scaling adoption. 

7. Foster a Culture of Innovation, Collaboration, and Continuous Learning 

Our research underscores that resistance is minimised when employees feel 

included in AI adoption. Leaders must promote open dialogue, invite feedback, 

and engage staff in co-designing AI strategies. Partnerships with institutions of 

learning, tech startups, and industry bodies will also support innovation, reduce 

experimentation costs, and localise solutions to Nigeria’s unique cultural and 

regulatory context.  
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