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Abstract: In the future, artificial intelligence (AI) is likely to substantially change both marketing strategies 
and customer behaviours. Building from not only extant research but also extensive interactions with 
practice, the authors propose a multidimensional framework for understanding the impact of AI involving 
intelligence levels, task types, and whether AI is embedded in a robot. Ideally, a two-way conversation is 
supposed to be a good customer interaction and content is the primary tool for brands to facilitate and 
sustain the conversations. Businesses may communicate with clients on a variety of platforms, such as email, 
vlogs, social media, community forums and more. With the use of artificial intelligence one can suddenly 
predict future actions, suggested products and enrich the conversation to deliver something better to 
consumers than the products and services alone. The convergence of Artificial Intelligence (AI) and 
customer experience management has ushered in a new era in which businesses can anticipate and meet 
customer needs with unprecedented precision. This research paper explores the evolving responsibilities of 
AI in forecasting and shaping customer experiences. We examine the current state of AI applications in 
customer experience, forecast its future roles, and delve into the implications for businesses and consumers. 
It will also make recommendations for more customised services to the consumers, which can have an effect 
on their overall interactions under variety of businesses. 

Keywords: AI and Customer Experience, Transforming Customer Experiences, Investigating Customers 

1.0 Introduction: In the fast-paced and highly competitive landscape of contemporary business, there 
exists a critical factor that can make or break a company’s success: the customer experience (CX). Customer 
experience is more than just a catchphrase; it’s a strategic imperative that has become the lifeblood of 
modern organizations. 
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The advent of the digital age has transformed the way businesses operate and interact with their customers. 
With information at their fingertips, consumers have become more discerning and demanding. They no 
longer judge companies solely on the quality of their products or services but also on the overall experience 
they provide. This shift has catalyzed a customer-centric revolution, where businesses must prioritize the 
wants and needs of their customers above all else.  

Customers in the contemporary era have higher expectations than ever before. They expect seamless, 
personalized, and efficient experiences at every touchpoint. The bar has been raised, not just by competitors 
in the same industry, but by the most customer-centric companies across all sectors. To thrive, businesses 
must not only meet these elevated expectations but exceed them. 

As markets become saturated and products and services increasingly commoditized, the battlefield for 
businesses has shifted from mere offerings to customer experiences. Exceptional CX is a potent weapon for 
competitive differentiation. It’s the X-factor that sets a brand apart in the minds of consumers. In an age 
where choices are abundant, customers gravitate toward companies that offer not just products but 
memorable experiences. 

1.1 Data-Driven Insights 

Contemporary businesses are awash with data. Every customer interaction, whether online or offline, 
generates a wealth of information. This data, when harnessed effectively, provides invaluable insights into 
customer behavior, preferences, and pain points. By leveraging data analytics and AI, businesses can make 
data-driven decisions to enhance CX continually. 

1.2 The Power of Reviews and Social Media 

In the era of social media and online reviews, every customer has a voice. Positive experiences shared on 
platforms like Yelp, TripAdvisor, or Twitter can boost a brand’s reputation, while negative experiences can 
have far-reaching consequences. Businesses must actively manage their online presence and reputation, 
making CX a pivotal factor in shaping their digital image. The importance of customer experience in 
contemporary business cannot be overstated. It’s not merely a facet of business operations; it is the nucleus 
around which modern organizations must revolve. CX is the currency of customer satisfaction, loyalty, and 
advocacy. It’s the linchpin that differentiates industry leaders from followers, and it’s the guiding star that 
illuminates the path to sustained success in a customer-centric world. In an era where customers are kings, 
businesses must not just meet but exceed their expectations, understanding that in the realm of contemporary 
business, exceptional customer experiences are the ultimate competitive advantage.  

1.3 The Emergence of AI as a Transformative Force in Customer Experience Management 

Artificial Intelligence, once relegated to the realm of science fiction, has firmly established its presence in 
our daily lives. Machine learning, natural language processing, and predictive analytics are among the key 
AI technologies that have gained prominence. These technologies have converged to create a new paradigm 
in customer experience management, one that is defined by data-driven insights, personalized interactions, 
and unparalleled efficiency. 

1.4 Personalization at Scale 

One of the most remarkable contributions of AI to CX management is its ability to offer personalization at 
scale. Through advanced algorithms, AI systems can analyze vast datasets in real-time to gain deep insights 
into individual customer preferences and behaviors. Armed with this knowledge, businesses can tailor their 
products, services, and marketing efforts to meet the unique needs of each customer. Gone are the days of 
one-size-fits-all approaches; AI enables hyper-personalization on an unprecedented scale. 
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2.0 Artificial Intelligence in Predictive Analytics and Customer Behaviour 

AI-driven predictive analytics is another game-changer in CX management. By crunching historical and real-
time data, AI systems can forecast customer behaviors, such as purchase patterns, product preferences, and 
even potential churn. Armed with these forecasts, businesses can proactively address customer concerns, 
offer timely recommendations, and provide solutions before issues arise. This not only enhances the 
customer experience but also boosts customer retention. 

2.1 Chatbots and Virtual Assistants 

AI-powered chatbots and virtual assistants have become the face of real-time customer support. These digital 
entities have evolved from basic scripted responses to sophisticated conversational agents capable of 
understanding and responding to natural language queries. They are available around the clock, answering 
customer inquiries, providing instant support, and facilitating seamless interactions.  

2.2 Sentiment Analysis and Brand Perception 

AI-driven sentiment analysis tools have empowered businesses to monitor and gauge customer sentiment in 
real-time. By scouring social media, customer feedback, and online reviews, AI can identify positive and 
negative sentiments, helping businesses make informed decisions. This not only allows for rapid responses to 
customer concerns but also provides invaluable insights into brand perception, helping companies shape their 
strategies accordingly. 

2.3 Enhanced Data-Driven Decision-Making 

AI’s role in CX management extends beyond customer interactions. It empowers businesses to make data-
driven decisions across the board. By analyzing customer data, market trends, and competitor insights, AI 
assists in formulating marketing strategies, product development, and pricing strategies. It provides the 
strategic intelligence needed to stay competitive and agile in a rapidly evolving marketplace. Thus 
emergence of AI as a transformative force in customer experience management is rewriting the rules of 
engagement between businesses and their customers. AI’s ability to offer personalization at scale, predict 
customer behaviour, facilitate real-time support, and provide data-driven insights has ushered in a new era of 
customer-centricity. As AI continues to evolve, its role in CX management will only become more profound, 
enabling businesses to create unparalleled experiences that drive customer satisfaction, loyalty, and 
advocacy. For companies looking to thrive in the digital age, embracing AI in CX management is not just an 
option; it’s a strategic imperative. 

2.4 Personalization, recommendation systems and Chatbots: AI in action 

The future of Artificial Intelligence (AI) in personalization, recommendation systems, and chatbots is poised 
for significant advancements and innovations. These AI-driven technologies will continue to evolve, offering 
more sophisticated and tailored experiences to users.  

2.4.1 Personalization 

a. Hyper-Personalization: AI will take personalization to the next level by delivering hyper-
personalized experiences. It will consider a broader range of data sources, including real-time 
location data, biometrics, and IoT devices, to offer personalized content, recommendations, and 
services in real-time. 

b. Predictive Personalization: AI will become more adept at predicting user preferences before 
they even express them. Through advanced predictive analytics, AI systems will anticipate user 
needs and provide personalized recommendations proactively. 
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c. Voice and Visual Personalization: With the increasing adoption of voice assistants and visual 
search, AI will adapt to provide personalized experiences through these channels. Users will 
receive tailored recommendations and assistance using voice and image inputs. 

2.4.2 Recommendation Systems 

a. Context-Aware Recommendations: Future recommendation systems will consider not only user 
preferences but also the context in which recommendations are made. This includes factors like 
location, time of day, and current activities, providing more relevant and timely suggestions. 

b. Explainable AI Recommendations: As AI becomes more complex, there will be a greater 
emphasis on explainability. Users will have the option to understand why a specific 
recommendation was made, enhancing trust and transparency. 

c. Cross-Platform Recommendations: AI-driven recommendation systems will seamlessly operate 
across various platforms and devices. For example, recommendations started on a smartphone 
app could seamlessly transition to a smart home device, ensuring consistency and convenience. 

24.3 Chatbots 

a. Conversational AI Evolution: Chatbots will evolve into more sophisticated conversational AI 
agents. They will have a deeper understanding of natural language, emotions, and context, 
enabling more human-like interactions and problem-solving. 

b. Multimodal Chatbots: Future chatbots will support multimodal interactions, including text, 
voice, and visual inputs. Users will be able to switch between modes, depending on their 
preferences and the situation. 

c. Industry-Specific Chatbots: Chatbots will become highly specialized for various industries. For 
example, in healthcare, chatbots will assist with medical queries, while in finance, they will 
provide personalized financial advice. 

d. AI-Driven Customer Support: AI-powered chatbots will handle a broader range of customer 
queries and issues. They will be integrated with customer data, enabling them to provide highly 
personalized and efficient support. 

2.5 Artificial Intelligence in Voice and Visual Search Revolution 

The future of Artificial Intelligence (AI) in the realm of voice and visual search is poised for remarkable 
transformations, offering more intuitive, efficient, and immersive experiences. Here’s a glimpse into what 
the future holds for AI in the voice and visual search revolution: 

2.5.1 Voice Search 

a. Natural Language Understanding (NLU): AI-powered voice search will evolve to better 
understand and interpret the nuances of natural language. This will enable more conversational 
interactions with voice assistants, making them feel increasingly human-like. 

b. Multimodal Integration: Voice search will integrate with other modalities, such as visual search 
and augmented reality (AR). Users will be able to initiate searches verbally and receive visual 
or AR-based results that enhance their understanding of the queried topic. 

c. Personalization: Future voice assistants will offer highly personalized experiences. They will 
remember past interactions, preferences, and context, enabling more relevant and tailored 
responses to user queries. 
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d. Contextual Awareness: Voice assistants will have a deeper understanding of context. They will 
consider factors like location, user history, and current activities to provide more contextually 
relevant information and suggestions. 

e. Multi-Language and Multilingual Support: AI-driven voice search will support a broader range 
of languages and dialects, making it more accessible and inclusive for users around the world. 

2.5.2 Visual Search 

a. Enhanced Visual Recognition: AI will continue to improve its ability to recognize and interpret 
visual content. This includes recognizing objects, scenes, text within images, and even 
emotions on people’s faces. 

b. Real-Time Visual Translation: Visual search will become more powerful in translating text 
within images in real-time. Travelers, for example, will be able to point their devices at foreign 
signs or menus and receive instant translations. 

c. Visual Shopping Experiences: E-commerce will see a significant transformation with AI-driven 
visual search. Users can snap a photo of an item they like, and AI will not only find similar 
products but also offer purchasing options. 

d. Integration with Augmented Reality (AR): Visual search and AR will merge to create 
immersive experiences. Users can point their smartphones or AR glasses at objects, and AI will 
provide relevant information, history, and context about those objects. 

e. Visual Assistants: AI-powered visual assistants will guide users through complex tasks using 
visual cues. For example, they can help users assemble furniture or perform maintenance tasks 
by overlaying visual instructions on real-world objects. 

f. Healthcare Diagnostics: AI-driven visual search will have applications in healthcare, assisting 
medical professionals in diagnosing conditions through medical imaging analysis, improving 
patient care and diagnosis accuracy. 

2.6 AI in Customer Feedback and Sentiment Analysis 

The future of Artificial Intelligence (AI) in customer feedback and sentiment analysis is incredibly 
promising, offering businesses deeper insights into customer opinions, emotions, and preferences. Few of 
such are as follows: 

a. Enhanced Sentiment Analysis: AI-driven sentiment analysis will become more accurate and nuanced. 
Natural Language Processing (NLP) algorithms will better understand sarcasm, irony, and context, 
leading to more precise sentiment classification. 

b. Real-time Sentiment Monitoring: Businesses will employ AI to monitor social media, online reviews, 
and customer feedback in real-time. This enables them to respond swiftly to emerging issues, engage 
with customers promptly, and manage their brand’s online reputation effectively. 

c. Multilingual and Cross-cultural Analysis: AI-driven sentiment analysis tools will support a broader 
range of languages and dialects, making them suitable for global businesses. They will also adapt to 
cultural nuances, ensuring accurate analysis across diverse customer bases. 

d. Industry-specific Customization: AI sentiment analysis models will be customized for specific 
industries. For example, the healthcare sector can have sentiment models tailored to patient feedback, 
while the hospitality industry can focus on guest reviews. 
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e. Emotion Detection: AI will not only identify sentiment but also detect specific emotions within 
customer feedback. This can provide deeper insights into how customers feel about products, services, 
or interactions. 

f. Integration with Customer Service: AI sentiment analysis will be seamlessly integrated with customer 
service platforms. When a negative sentiment is detected, it can trigger automated responses or alert 
human agents for personalized follow-up. 

g. Predictive Sentiment Analysis: AI will move beyond analyzing historical sentiment data to predicting 
future sentiment trends. Businesses can anticipate customer reactions to product launches, marketing 
campaigns, or market events, enabling proactive strategies. 

h. Ethical Considerations: As AI sentiment analysis becomes more pervasive, ethical concerns 
surrounding privacy and data usage will gain prominence. Regulations and best practices will evolve to 
ensure responsible AI-driven sentiment analysis. 

i. Sentiment-enhanced Products and Services: Businesses will leverage sentiment analysis insights to 
improve existing products and create new ones tailored to customer preferences and emotions. 

j. AI-driven Insights into Customer Experience: AI will provide deeper insights into the customer 
experience by analyzing sentiment across various touchpoints. This will help businesses identify pain 
points and opportunities for improvement. 

k. Feedback Loop Optimization: AI will optimize feedback loops by automating the collection and 
analysis of customer feedback and then implementing improvements based on the insights gained. 

l. Visual Sentiment Analysis: Beyond text-based sentiment analysis, AI will also analyze visual content, 
such as images and videos, to gauge sentiment and emotions portrayed in multimedia content. 

3.0 Summarizing The Forecasting Responsibilities Of AI In Customer Experience 

Undoubtedly, Artificial Intelligence (AI) is incredibly promising, but it also comes with a host of challenges 
and ethical considerations that must be addressed to ensure its responsible and beneficial development. The 
future of AI in the voice and visual search revolution is marked by increased sophistication and integration 
across modalities. These technologies will become integral parts of our daily lives, transforming the way we 
search for information, shop, communicate, and interact with the world around us. As AI continues to 
advance, it will enhance our ability to understand and interact with the digital and physical environments 
more intuitively and efficiently, ushering in a new era of convenience and accessibility. Businesses that 
harness these advancements will have a competitive edge in delivering superior user experiences. 

In conclusion, AI’s future in customer feedback and sentiment analysis is characterized by more accurate, 
real-time, and actionable insights. These advancements will empower businesses to better understand and 
respond to customer sentiments, enhancing customer satisfaction, loyalty, and brand reputation. As AI 
continues to evolve, it will play an increasingly pivotal role in shaping customer-centric strategies and 
driving business success. There’s a need for widespread education on AI ethics and responsible AI use. 
Ethical AI education will be integrated into curricula, training programs, and corporate cultures. Responsible 
AI development will become a core competency. In conclusion, the future of AI is intrinsically tied to 
addressing these challenges and ethical considerations. Ethical AI development and deployment will be 
central to AI research, policy-making, and business practices. While AI promises tremendous benefits, a 
responsible and ethical approach is essential to harness its potential for the greater good of society. 

 

 



Published By: www.bijmrd.com  ll All rights reserved. © 2024 
BIJMRD Volume: 1 | Issue: 2 |January 2024   | e-ISSN: 2584-1890 

 
   27 | Page 

 

4.0 Reference 

Fernandes, T. and Moreira, M. (2019), “Consumer brand engagement, satisfaction and brand loyalty: a 
comparative study between functional and emotional brand 

relationships”, Journal of Product & Brand Management, Vol. 28 No. 2, pp. 274-286, doi: 10.1108/JPBM-
08-2017-1545 

Fetscherin, M. and Heinrich, D. (2015), “Consumer brand relationships research: a bibliometric citation 
meta-analysis”, Journal of Business Research, Vol. 68 No. 2, pp. 380-390, doi: 
10.1016/j.jbusres.2014.06.010. 

Forbes (2017), “How chatbots improve customer experience in every industry: an infograph”, available at: 
www.forbes.com/sites/blakemorgan/2017/06/08/how-chatbotsimprove-customerexperience-in-every-
industry-an-nfograph/#2162528867df/ 

Fournier, S. (1998), “Consumers and their brands: developing relationship theory in consumer research”, 
Journal of Consumer Research, Vol. 24 No. 4, pp. 343-373. 

Gautam, V. and Sharma, V. (2017), “The mediating role of customer relationship on the social media 
marketing and purchase intention relationship with special reference to luxury fashion brands”, Journal 
of Promotion Management, Vol. 23 No. 6, pp. 872-888. 

Godey, B., Manthiou, A., Pederzoli, D., Rokka, J., Aiello, G., Donvito, R. and Singh, R. (2016), “Social 
media marketing efforts of luxury brands: influence on Brand equity and customer behavior”, Journal 
of Business Research, Vol. 69 No. 12, pp. 5833-5841. 

Grunig, J.E. and Huang, Y.H. (2000), “From organizational effectiveness to relationship indicators: 
antecedents of relationships, public relations strategies, and relationship outcomes”, in Ledingham, J.A. 
and Bruning, S.D. (Eds), Public Relations as Relationship Management: A Relational Approach to the 
Study and Practice of Public Relations, Erlbaum, Mahwah, NJ, pp. 23-54. 

Guzman, A. and Lewis, S.C. (2019), “Artificial intelligence and communication: a human–machine 
communication research agenda”, New Media and Society, doi: 10.1177/1.46144E+15 

Holzwarth, M., Janiszewski, C. and Neumann, M.M. (2006), “The influence of avatars on online consumer 
shopping behavior”, Journal of Marketing, Vol. 70 No. 4, pp. 19-36. 

Hon, L.C. and Grunig, J.E. (1999), “Guidelines for measuring relationships in public relations”, available at: 
www.instituteforpr.org/wp-content/uploads/Guidelines_Measuring_Relationships.pdf 

Hu, L. and Bentler, P.M. (1999), “Cutoff criteria for fit indexes in covariance structure analysis conventional 
criteria versus new alternatives”, Structural Equation Modeling: A Multidisciplinary Journal, Vol. 6 No. 
1, pp. 1-55. 

Huang, M.H. and Rust, R.T. (2018), “Artificial intelligence in service”, Journal of Service Research, Vol. 21 
No. 2,pp. 155-172. 

Jeon, J.O. and Baeck, S. (2016), “What drives consumer’s responses to brand crisis? The moderating roles of 
brand associations and brand-customer relationship strength”, Journal of Product & Brand 
Management, Vol. 25 No. 6, pp. 550-567, doi: 10.1108/JPBM-10-2014-0725. 

Jo, S.A. (2013), “Impact of company’s SNS marketing activities on perceived value and customer’s loyalty: 
focusing on Facebook”, Master’s dissertation, Hong-Ik University. 



Published By: www.bijmrd.com  ll All rights reserved. © 2024 
BIJMRD Volume: 1 | Issue: 2 |January 2024   | e-ISSN: 2584-1890 

 
   28 | Page 

 

Jurisic, B. and Azevedo, A. (2011), “Building customer–brand relationships in the mobile communications 
market: the role of brand tribalism and brand reputation”, Journal of Brand Management, Vol. 18 Nos 
4/5, pp. 349-366, doi: 10.1057/bm.2010.37. 

Kang, G.D. (2006), “The hierarchical structure of service quality: integration of technical and functional 
quality”, Managing Service Quality: An International Journal, Vol. 16 No. 1, pp. 37-50. 

Kaufmann, H.R., Loureiro, S.M.C. and Manarioti, A. (2016), “Exploring behavioural branding, brand love 
and brand cocreation”, Journal of Product & Brand Management, Vol. 25 No. 6, pp. 516-526. 

Keller, K.L. (2003), “Strategic brand management: building, measuring, and managing brand equity”, 
Prentice Hall, Upper Saddle River, NJ. 

Khamitov, M., Wang, X. and Thomson, M. (2019), “How well do consumer-brand relationships drive 
customer brand loyalty? Generalizations from a meta-analysis of brand relationship elasticities”, 
Journal of Consumer Research, Vol. 46 No. 3, pp. 435-459. 

Kietzmann, J. and Pitt, F.L. (2020), “Artificial intelligence and machine learning: what managers need to 
know”, Business Horizons, Vol. 63 No. 2, pp. 131-133, doi: 10.1016/j.bushor.2019.11.005. 

Kietzmann, J., Paschen, J. and Treen, R.E. (2018), “Artificial intelligence in advertising: how marketers can 
leverage artificial intelligence along the consumer journey”, Journal of Advertising Research, Vol. 58 
No. 3, pp. 263-267, doi: 10.2501/JAR-2018-035. 

Kim, J.H. (2017), “An influence of mobile marketing features upon consumer attitudes”, Master’s 
dissertation, Hoseo University. 

Kim, A.J. and Ko, E. (2010), “Impacts of luxury fashion brand’s social media marketing on customer 
relationship and purchase intention”, Journal of Global Fashion Marketing, Vol. 1 No. 3, pp. 164-171. 
Role of chatbot marketing efforts Yang Cheng and Hua Jiang Journal of Product & Brand Management 

Kim, A.J. and Ko, E. (2012), “Do social media marketing activities enhance customer equity? An empirical 
study of luxury fashion brand”, Journal of Business Research, Vol. 65 No. 10, pp. 1480-1486. 

Kiran, P., & Srivastava, A. (2020). Brunt of online product reviews over customers assessment on online 
platform Instagram. Adhyayan: A Journal of Management Sciences, 10(01), 14-22. 

Klaus, P. and Zaichkowsky, J. (2020), “AI voice bots: a services marketing research agenda”, Journal of 
Services Marketing, Vol. 34 No. 3, pp. 389-398, doi: 10.1108/JSM-01-2019-43 

Ko, E., Phau, I. and Aiello, G. (2016), “Luxury brand strategies and customer experiences: contributions to 
theory and practice”, Journal of Business Research, Vol. 69 No. 12, pp. 5749-5752. 

Kumar, V. and Reinartz, W. (2018), Customer Relationship Management: Concept, Strategy, and Tools, 
Springer, Berlin. 

Kumar, V., Dixit, A., Javalgi, R.R.G. and Dass, M. (2016), “Research framework, strategies, and 
applications of intelligent agent technologies (IATs) in marketing”, Journal of the Academy of 
Marketing Science, Vol. 44 No. 1, pp. 24-45. 

Laroche, M., Habibi, M.R. and Richard, M.O. (2013), “To be or not to be in social media: how brand loyalty 
is affected by social media?”, International Journal of Information anagement, Vol. 33 No. 1, pp. 76-82. 



Published By: www.bijmrd.com  ll All rights reserved. © 2024 
BIJMRD Volume: 1 | Issue: 2 |January 2024   | e-ISSN: 2584-1890 

 
   29 | Page 

 

Lee, S. (2017), “A study on different recognition of importance in enterprises’ social media activities based 
on comparison between consumers and enterprise: focusing on commercial and relational 
characteristics of activity types”, Master’s dissertation, Hankuk University of Foreign Studies. 

Mimoun, M.S.B., Poncin, I. and Garnier, M. (2017), “Animated conversational agents and ecustomer 
productivity: the roles of agents and individual characteristics”, Information & Management, Vol. 54 
No. 5, pp. 545-559. 

Morgan-Thomas, A., Dessart, L. and Veloutsou, C. (2020), “Digital ecosystem and consumer engagement: a 
sociotechnical perspective”, Journal of Business Research, Vol. 121. 

Oh, H., Prado, P.H.M., Korelo, J.C. and Frizzo, F. (2019), “The effect of brand authenticity on consumer–
brand relationships”, Journal of Product & Brand Management, Vol. 28 No. 2, pp. 231-241. 

Papista, E. and Dimitriadis, S. (2019), “Consumer – green brand relationships: revisiting benefits, 
relationship quality and outcomes”, Journal of Product & Brand Management, Vol. 28 No. 2, pp. 166-
187, doi: 10.1108/JPBM-09-2016-1316 

Sangar, K. (2012), “Gucci–social media marketing strategies using internet and social networking sites”, 
available at: www.slideshare.net/AngelKritiSangar/gucci-social-mediamarketingstrategies-using-
internet-social-networking-sites 

Sanny, L., Susastra, A.C., Roberts, C. and Yusramdaleni, R.(2020), “The analysis of customer satisfaction 
factors which influence chatbot acceptance in Indonesia”, Management Science Letters, Vol. 10 No. 6, 
pp. 1225-1232. 

Seiders, K., Voss, G.B., Godfrey, A.L. and Grewal, D. (2007), “SERVCON: development and validation of a 
multidimensional service convenience scale”, Journal of the Academy of Marketing Science, Vol. 35 
No. 1, pp. 144-156. 

Sproutsocial (2019), “The complete guide to chatbots in 2018”, available at: 
https://sproutsocial.com/insights/topics/chatbots/ 

Srivastva, A., & Kiran, P. (2016). Transforming customer experience in e-commerce market place: A 
SMACT approach. Indian Journal of science and technology. 

Srivastava, A., & Sengupta, I. (2017). PREDICTING STOCK M ARKET: AN APPROACH WITH 
ARTIFICIAL INTELLIGENCE. Management Insight, 13(2), 73-77. 

Steinhoff, L., Arli, D., Weaven, S. and Kozlenkova, V.I.(2019), “Online relationship marketing”, Journal of 
the Academy of Marketing Science, Vol. 47 No. 3, pp. 369-393. 

Veloutsou, C. and Ruiz-Mafé, C. (2020), “Brands as relationship builders in the virtual world: a bibliometric 
analysis”, Electronic Commerce Research and Applications, Vol. 39, doi: 
10.1016/j.elerap.2019.100901. 

Veloutsou, C. (2015), “Brand evaluation, satisfaction and trust as predictors of brand loyalty: the mediator-
moderator effect of brand relationships”, Journal of Consumer Marketing, Vol. 32 No. 6, pp. 405-421. 

Verma, R., Stock, D. and McCarthy, L. (2012), “Customer preferences for online, social media, and mobile 
innovations in the hospitality industry”, Cornell Hospitality Quarterly, Vol. 53 No. 3, pp. 183-186. 

Wang, H., Wei, Y. and Yu, C. (2008), “Global brand equity model: combining customer-based with product-
market outcome approaches”, Journal of Product & Brand Management, Vol. 17 No. 5, pp. 305-316, 
doi: 10.1108/1.06104E+16 



Published By: www.bijmrd.com  ll All rights reserved. © 2024 
BIJMRD Volume: 1 | Issue: 2 |January 2024   | e-ISSN: 2584-1890 

 
   30 | Page 

 

Yagoda, R. and Gillan, D. (2012), “You want me to trust a ROBOT? The development of a human-robot 
interaction trust scale”, International Journal of SocialRobotics, Vol. 4 No. 3, pp. 235-248, doi: 
10.1007/s12369-012-0144-0. 

Yang, S., Kang, M. and Cha, H. (2015), “A study on dialogic communication, trust, and distrust: testing a 
scale for measuring organization-public dialogic communication (OPDC)”, Journal of Public Relations 
Research, Vol. 27 No. 2, pp. 175-192. 

Yao, M. (2017), “100 Best bots for brands and business”, available at: www.topbots.com/100-best-bots-
brands-businesses/ 

Zarouali, B., Broeck, E.V., Walrave, M. and Poels, K. (2018), “Predicting consumer responses to a chatbot 
on facebook”, Cyberpsychology, Behavior, and Social Networking, Vol. 21 No. 8, pp. 491-497. 

Zehir, C., Sahin, A., Kitapçı, H. and Özsahin, M. (2011), “The effects of brand communication and service 
quality in building brand loyalty through brand trust: the empirical research on global brands”, Procedia 
– Social and Behavioral Sciences, Vol. 24 No. 1, pp. 1218-1231. 

Zhang, J. and Bloemer, J.M.M. (2008), “The impact of value congruence on consumer-service brand 
relationships”, Journal of Service Research, Vol. 11 No. 2, p. 161. 

M. Stone, ‘‘The new (and ever-evolving) direct and digital marketing ecosystem”, Journal of Direct, Data 
and Digital Marketing Practice, vol. 16, no. 2, pp. 71-74, 2014. Available: 10.1057/dddmp.2014.58. 

R. Radouan Ait Mouha, ‘‘Internet of Things (IoT)”, Journal of Data Analysis and Information Processing, 
vol. 09, no. 02, pp. 77-101, 2021. Available: 10.4236/jdaip.2021.92006. 

A. MIKLOSIK, M. KUCHTA and S. ZAK, ‘‘Privacy Protection Versus Advertising Revenues: The Case of 
Content Publishers”, Connectist: Istanbul University Journal of Communication Sciences, pp. 117-140, 
2018. Available: 10.26650/connectist404711. 

F. Cheng and Y. Wang, ‘‘THE DO NOT TRACK MECHANISM FOR DIGITAL FOOTPRINT PRIVACY 
PROTECTION IN MARKETING APPLICATIONS”, Journal of Business Economics and 
Management, vol. 19, no. 2, pp. 253-267, 2018. Available: 10.3846/jbem.2018.5200. 

I. Heimbach, D. Kostyra and O. Hinz, ‘‘Marketing Automation”, Business & Information Systems 
Engineering, vol. 57, no. 2, pp. 129-133, 2015. Available: 10.1007/s12599-015-0370-8. 

J. Järvinen and H. Karjaluoto, ‘‘The use of Web analytics for digital marketing performance measurement”, 
Industrial Marketing Management, vol. 50, pp. 117-127, 2015. Available: 
10.1016/j.indmarman.2015.04.009. 

T. Melewar and N. Smith, ‘‘The Internet revolution: some global marketing implications”, Marketing 
Intelligence & Planning, vol. 21, no. 6, pp. 363-369, 2003. Available: 10.1108/02634500310499220. 

S. Li, J. Zheng Li, H. He, P. Ward and B. Davies, ‘‘WebDigital: A Web-based hybrid intelligent knowledge 
automation system for developing digital marketing strategies”, Expert Systems with Applications, vol. 
38, no. 8, pp.10606-10613, 2011. Available: 10.1016/j.eswa.2011.02.128. 

C. Wymbs, ‘‘Digital Marketing: The Time for a New ‘‘Academic Major” Has Arrived”, Journal of 
Marketing Education, vol. 33, no. 1, pp. 93-106, 2011. Available: 10.1177/0273475310392544. 

J. Kamalam, ‘‘Impact VIA PROS and CONS of Digital Marketing”, Emperor Journal of Economics and 
Social Science Research, vol. 01, no. 06, pp. 16-20, 2019. Available: 10.35338/ejessr.2019.1604. 



Published By: www.bijmrd.com  ll All rights reserved. © 2024 
BIJMRD Volume: 1 | Issue: 2 |January 2024   | e-ISSN: 2584-1890 

 
   31 | Page 

 

V. Panwar, D. Kumar Sharma, K. Pradeep Kumar, A. Jain and C. Thakar, ‘‘Experimental investigations and 
optimization of surface roughness in turning of en 36 alloy steel using response surface methodology 
and genetic algorithm”, Materials Today: Proceedings, 2021. Available: 10.1016/j.matpr.2021.03.642 
[Accessed 27 July 2021]. 

Jain, A. Yadav and Y. Shrivastava, ‘‘Modelling and optimization of different quality characteristics in 
electric discharge drilling of titanium alloy sheet”, Materials Today: Proceedings, vol. 21, pp. 1680-
1684, 2020. Available: 10.1016/j.matpr.2019.12.010. 

Y. Yi and T. Gong, ‘‘The effects of customer justice perception and affect on customer citizenship behavior 
and customer dysfunctional behavior”, Industrial Marketing Management, vol. 37, no. 7, pp. 767-783, 
2008. Available: 10.1016/j.indmarman.2008.01.005. 

P. Di Gangi and M. Wasko, ‘‘Social Media Engagement Theory”, Journal of Organizational and End User 
Computing, vol. 28, no. 2, pp. 53-73, 2016. Available: 10.4018/joeuc.2016040104. 

Akinpelu, O. (2018). Google Ai Expands to Africa with a New Research Centre in Ghana. 
https://technext.ng/2018/06/14/google-ai-expands-africa-new-research-centre-ghana/. Accessed 30 July 
2021. 

O. Allal-Chérif, V. Simón-Moya, A.C.C. Ballester, Intelligent purchasing: How artificial intelligence can 
redefine the purchasing function Journal of Business Research, 124 (2021), pp. 69-76 

S.J. Anderson, P. Chintagunta, F. Germann, N. Vilcassim, Do marketers matter for entrepreneurs? Evidence 
from a field experiment in Uganda Journal of Marketing, 85 (3) (2021), pp. 78-96 

Antonelli, W. (2021). How to find and use Spotify’s new “Only You” feature to get a musical astrology 
reading and see your unique tastes”. https://www.businessinsider.com/spotify-only-you, Accessed date: 
July 28, 2021. 

Astor, M. (2017). Your Roomba may be Mapping your Home. New York Times, July 25 
https://www.nytimes.com/2017/07/25/technology/roomba-irobot-data-privacy.html. 

Aten, J. (2020). Google is rolling out a feature that will make you want to quit zoom. 
https://www.inc.com/jason-aten/google-just-solved-worst-thing-about-video-meetings-it-will-make-
you-want-to-quit-zoom.html. Accessed 30 July 2021. 

Bamford, R., Hutchinson, G., & Macon-Cooney, B. (2021). The Progressive Case for Universal Internet 
Access: How to Close the Digital Divide by 2030. https://institute.global/policy/progressive-case-
universal-internet-access-how-close-digital-divide-2030. 

 

  


