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Abstract

This study aimed to evaluate the potential of generative Al tools specifically ChatGPT, Gemini, and
Copilot in reducing time and improving operational efficiency among university support staff. The evaluation
was based-on the Functional Suitability criteria from ISO/IEC 25010:2023 standard, which includes three
dimensions: Functional Completeness, Functional Correctness, and Functional Appropriateness.

The research involved testing these three Al platforms across four topic areas with 20 real-world support
scenarios. The results revealed that Gemini achieved the highest average scores across all evaluation
dimensions, scoring 4.2 in Functional Completeness, 4.3 in Functional Correctness, and 4.1 in Functional
Appropriateness. ChatGPT ranked second overall, while Copilot received the lowest scores, particularly in
Functional Appropriateness with an average score of only 3.3. The findings indicated that generative Al
significantly reduces operation time and improves data accuracy.

Based on these findings, the organization should consider adopting Gemini as a primary support tool,
alongside the development of best practice guidelines and appropriate user training to maximize operational
efficiency and time-saving benefits. Future research should expand the sample size, assess user satisfaction,
and analyze Al platform suitability across diverse operational tasks to further optimize implementation.
Additionally, ongoing studies are recommended to explore other generative Al tools that may offer higher

performance due to continuous technological advancements.

Keywords : Generative Al / ChatGPT / Functional Suitability / Support Staff / Performance enhancement
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