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I remember the first time I used ChatGPT in early December 2022. I 

playfully asked a series of questions related to business. The experience 

was inspiring yet also a bit scary.  

 

Since then, so much has happened around GenAI—new, faster, more up-

to-date tools and releases; a rapidly growing number of potential use 

cases; and greater adoption in the business world. With each step 

forward, new questions emerge.  

 

We still have so much to learn about GenAI, but at this point we already 

know a lot. BCG X recently conducted a global survey of 13,000 

employees, most of them in office-based roles: 

 

• Today, 42% of workers express confidence in GenAI, compared 

with 26% a year ago. 

• That same percentage—42%—acknowledge GenAI may contribute 

to the loss of their job, up from 36% a year ago. Notably, regular 

users are twice as likely as nonusers to fear job loss. 

 

These dueling findings highlight the excitement and concern at the center 

of GenAI as it becomes more common in business.  

 

Five Hours a Week Saved  

 

More than half of respondents who use GenAI say it saves them at least 

five hours of work a week. What are employees doing with the saved time? 

Respondents shared that they are performing more tasks (41%), 

performing new tasks (39%), experimenting with GenAI (38%), working 

on strategic tasks (38%), and finishing work earlier (35%).  
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But without clear direction from leaders and managers, employees are 

taking a do-it-yourself approach that could generate limited added value. 

In these still-early days, companies need to actively shape how employees 

generate and deploy newly available time, and create the right incentives.  

 

The Necessity of Upskilling  

 

Frontline employees—those without managerial responsibilities—want to 

learn how GenAI will affect their jobs and receive training to prepare for 

those changes, as evidenced by their top three stated challenges: They say 

they don’t have time to learn the fundamentals of GenAI, have not been 

trained effectively, and don’t know when to use GenAI.  

 

Today, 28% of frontline workers and 30% of managers—up from 14% and 

20% last year, respectively—have received this training. Clearly, that’s 

progress, but there are major gaps. More comprehensive and more 

targeted upskilling is necessary.  

 

Productivity and Growth  

 

GenAI is no longer a curiosity, but it is still not mainstream. And it is 

unlikely to become mainstream if the objective is only cost reduction. 

When GenAI is deployed smartly, it can be a driver of growth: happier 

and more competent employees, better-quality interactions with 

customers, higher customer satisfaction. At call centers with GenAI 

assistants, operators are less stressed and calls are shorter. Customers 

receive better, customized answers that reduce churn, raise conversion 

rates, and, hence, sales. When that happens, GenAI stops being an 

abstract concern and instead becomes a trusted ally. 
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AI at Work 2024: Friend and Foe  

In the past year, workers’ confidence in 

GenAI has grown. So has their fear of job 

loss. Companies can address these 

dueling perspectives through deliberate 

thought and strategic action.  
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The Human Element of GenAI 

Transformation  

Companies that introduce GenAI in a 

tech-driven transformation risk leaving 

people behind, argues BCG’s Iana Kouris.  
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BCG Named a Leader in Innovation 

Consulting  

Forrester Research, an independent 

research firm, recognized BCG for its 

“multidisciplinary innovation practice 

with deep data and accelerator assets.”  

READ MORE  
  

  

 

 

 

 

https://www.bcg.com/publications/2024/ai-at-work-friend-foe?utm_campaign=digital-transformation&utm_content=20240703&utm_description=weekly&utm_geo=global&utm_medium=email&utm_source=esp&utm_topic=GenAI&utm_usertoken=CRM_337a4512f2b4dbc5dfbae0cd9a5088a1cc2575fa&mkt_tok=Nzk5LUlPQi04ODMAAAGUGCJXBI9htcJSugdVX9HZrwZtRtVrvsf9Ds20jhqWua8jOC7THOiT6znhpOXZTc9aLQyWE7Pe80CrL5-jt63O0ILi2ONQEKnPXQTdMWQER_VyQjc
https://www.bcg.com/publications/2024/ai-at-work-friend-foe?utm_campaign=digital-transformation&utm_content=20240703&utm_description=weekly&utm_geo=global&utm_medium=email&utm_source=esp&utm_topic=GenAI&utm_usertoken=CRM_337a4512f2b4dbc5dfbae0cd9a5088a1cc2575fa&mkt_tok=Nzk5LUlPQi04ODMAAAGUGCJXBI9htcJSugdVX9HZrwZtRtVrvsf9Ds20jhqWua8jOC7THOiT6znhpOXZTc9aLQyWE7Pe80CrL5-jt63O0ILi2ONQEKnPXQTdMWQER_VyQjc
https://www.youtube.com/watch?v=pazz5eF5yb4
https://www.youtube.com/watch?v=pazz5eF5yb4
https://www.youtube.com/watch?v=pazz5eF5yb4
https://www.bcg.com/press/26june2024-bcg-recognized-as-a-leader-in-innovation-consulting-services?utm_campaign=digital-transformation&utm_content=20240703&utm_description=weekly&utm_geo=global&utm_medium=email&utm_source=esp&utm_topic=GenAI&utm_usertoken=CRM_337a4512f2b4dbc5dfbae0cd9a5088a1cc2575fa&mkt_tok=Nzk5LUlPQi04ODMAAAGUGCJXBOjhMidvYpfiDlYEha9TKTUe_-otaf6CJ9cRd-Kqh-Mg5NdY2dyAvp8zU4pMctrur_e3LLTtk6iZYiy85dwl8F_MaFB2RLUyu19JXGwwKFc
https://www.bcg.com/press/26june2024-bcg-recognized-as-a-leader-in-innovation-consulting-services?utm_campaign=digital-transformation&utm_content=20240703&utm_description=weekly&utm_geo=global&utm_medium=email&utm_source=esp&utm_topic=GenAI&utm_usertoken=CRM_337a4512f2b4dbc5dfbae0cd9a5088a1cc2575fa&mkt_tok=Nzk5LUlPQi04ODMAAAGUGCJXBOjhMidvYpfiDlYEha9TKTUe_-otaf6CJ9cRd-Kqh-Mg5NdY2dyAvp8zU4pMctrur_e3LLTtk6iZYiy85dwl8F_MaFB2RLUyu19JXGwwKFc
https://www.bcg.com/press/26june2024-bcg-recognized-as-a-leader-in-innovation-consulting-services?utm_campaign=digital-transformation&utm_content=20240703&utm_description=weekly&utm_geo=global&utm_medium=email&utm_source=esp&utm_topic=GenAI&utm_usertoken=CRM_337a4512f2b4dbc5dfbae0cd9a5088a1cc2575fa&mkt_tok=Nzk5LUlPQi04ODMAAAGUGCJXBOjhMidvYpfiDlYEha9TKTUe_-otaf6CJ9cRd-Kqh-Mg5NdY2dyAvp8zU4pMctrur_e3LLTtk6iZYiy85dwl8F_MaFB2RLUyu19JXGwwKFc
https://e.bcg.com/dc/XwVl5px0-66pgAuqLufBXuI_l0NiaUM7_8mQoPTlXtfvECDMAcLr3zSgQfzGSvTaQJ9orlufvuq0CU2algQY_E8jXV7XhkFnpStuhOaamx7TxoL9tRe0-O7CpvNabgwKejtpUdIaH0mlNqBAjLTb67iEr8CMRg86KCaN2QiZsnmd4ZX24XRWHWLKZQnQvcNeb1LqdBUuX0CgEF1hHngsWFGhLbMmErMBEk8H3aN2gUuNEHjDGgrt-2nJry2AGvAGW0MkWsiVtDPJwJiAZ9qIIzpI9Nhy0ojNDI355QJDe4uKwjPQ3iZuQeo-t9VxxF8yeXIySw11bAhLGs9MWPl7TJgqBc_PgetymhnKvKvyGcW9uXAUjl0auAArAV6yHZT_AxHLwzbXGArZttbSldsg8w==/Nzk5LUlPQi04ODMAAAGUGCJXBOy-yB1k68jvxDDSXXjDQqOEVstJvKMq3MhxOCIpjxua5Oq82RKC42JKlxqRBkcGQ3Q=
https://e.bcg.com/dc/fzlCALmHi4teSQ63diB7ctv34XCzfegQNrdBHFgMC6lzJ279X7vbq4LqP53IqVycSMfEK8uj56fkdAiq9NklDMdrcoD7BgQxQcrwvqjrgqeW7xGcQIkL00s6YiLZKTdTusKLro_mgPxkxzizCPB2OqICygiF3ZMVSq2e1ZqT1rwkKt1y2SF2F3G3sP1Ie6fnMvOdFlQP71pMm3Pb8HjThUC4NkA9q0SWLfm6hfHvG15kA0artOUEO6bk1tnLKgFiAGPbFa8ODrnAQ4aqLV1Rt-KI77ShCczAObZpCTcEzl0pc8LwkuKiy87n0aKgJv_uO175ISavTmiXggY5vaC26OEeaWHTIGzzch-ca3bWlXnZV0oMl-30-dk5y5WuHHE8/Nzk5LUlPQi04ODMAAAGUGCJXBOy-yB1k68jvxDDSXXjDQqOEVstJvKMq3MhxOCIpjxua5Oq82RKC42JKlxqRBkcGQ3Q=
https://e.bcg.com/dc/XwVl5px0-66pgAuqLufBXhJedY46S2P-79CVJcpTgL9TqZ4AclhjNtl0At4juTwo-GfwN4KqUJhJVZncySQOxbg-z5eynklY7rpWrNFuq8THM8WEJTdCUdTtvrXaeGZE3SZkgEF0F20Uf36DSJ6OrQge-giFMyqQbpL21LFgIokzLCM5f6QLHYvjHHgzt1DI370KR7hU06Wf8hQlegcUj-RNZlzod0QidhnyrOnO9Ba1KbACXT7R42BC0fJvloOiRyR5-Z4DVi6f3Q6SS1kaWw2QpAOw8kI5X6dDM9pTDrJTCH6HQiPpCOOg-BYItHDYURkXP4VkqwLB3Wsr9aALl5KjaMhKMNwpNVCyTEqinMD9cjRIMSDHjbqptPXUsw8IfCg96AzlXqLl-llAKJzXF6cC3GVyjAh6U46JgZKrqyE5F4oJ5eeWeajsxcPPL_Gc/Nzk5LUlPQi04ODMAAAGUGCJXBOy-yB1k68jvxDDSXXjDQqOEVstJvKMq3MhxOCIpjxua5Oq82RKC42JKlxqRBkcGQ3Q=

