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ARTICLE INFO ABSTRACT 
 Today, AI and generative AI neural networks can reinforce and enhance customer 

engagement strategies. Traditionally, the marketing funnel describes the rigid, one-way 
relationship between producers and consumers. More advanced and contemporary 
frameworks consider the activity of the consumer as the legitimate beginning of a loop 
that will likely return him or her to the start of the buyer's journey several times. Brands 
are working with AI to predict the next most relevant advertising, customize subscription 
boxes, offer more rewards for more frequent purchases, market seasonal promotions, 
define omnichannel strategies, and ascertain when products are running out. This paper 
extends current knowledge by promoting the benefit of using AI neural networks for 
customer segmentation and generative AI for predicting the preferences of like-minded 
consumers. 
This essay explores how AI neural networks and generative AI can be used by brands to 
augment customer engagement strategies. Our essay aims to demonstrate that modern 
loyalty programs, more so than marketing automation, are about cultivating engagement 
and loyalty through meaningful, tailored consumer-brand relationships. We describe 
how AI neural networks can be used to extract value from unstructured data through 
customer segmentation, cognizant that consumer behavior is not subject to such 
categorical constraints. We also argue for the use of generative AI to foster superb 
customer engagement over conventional loyalty programs, more so than the current 
enthusiasm for marketing automation. We highlight the increasing use of AI by 
businesses for real-time analytics and business intelligence, emphasizing the value of 
these technologies. Offering practical insights, we outline how brand strategists might 
seize available and emerging technologies to reframe marketing problems and align 
toward necessary organizational change. 
 
Keywords: AI, Generative AI, Neural Networks, Customer Engagement, Marketing 
Funnel, Consumer Behavior, Buyer’s Journey, Advertising Prediction, Subscription 
Boxes, Loyalty Programs, Marketing Automation, Customer Segmentation, 
Omnichannel Strategies, Business Intelligence, Real-Time Analytics, Unstructured Data, 
Brand Strategy, Organizational Change, Seasonal Promotions, Consumer Preferences. 

 
1. Introduction 

 
The voracity of digitally savvy users and a massive surge in social media usage have significantly transformed 
and revolutionized engagement. Scrolling and sharing happy moments are preferred over long phone calls and 
conversations. In light of new norms, digital marketers have adapted channel enhancement through social 
platforms. However, users, devices, and technology are dynamic today, transitioning from a static informative 
world to a transformative network where data and AI collectively years beyond advertised and feel the best 
experiences. AI has made it easier for humans to connect through complex algorithms, big data, customer-
perceivable automation, predictive analytics, and realistic virtual appearances. This channeled technology of 
the fourth industrial revolution is driven by the cloud, is collective, and is accessible by small and large players 
sparking unprecedented growth in digital engagements. 
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The text explores the key role of contemporary AI models to enrich advanced customer engagement including 
various models and input formats. Potential applications are discussed such as artificial intelligence in loyalty 
programs and levels of application with drawbacks. This text also engages in customer-friendly marketing 
automation and depicts levels of intelligence to implement marketing automation including descriptive, 
investigative, predictive, adaptive, and maintenance. The relevance of modern model insights is also verified 
both qualitatively and quantitatively. AI in advanced customer engagement and marketing automation 
addresses the close confluence of AI for advanced customer engagement and marketing technology and also 
data-driven decision-making. The trend that is aggressively taking over today's business decisions is the turn 
toward data. 
 
1.1. Background and Significance 
Background and Significance: Customer engagement touches 90% of executives around the world today. In 
some form at least, most businesses have launched loyalty programs, and customer engagement has been the 
raison d'être for marketing automation initiatives. However, traditional marketing methods and incentive-
based loyalty programs have been eroded, if not rendered obsolete in some industries, by mass consumerization 
and datafication of brand-customer relationships. The advancement in technology and the change in consumer 
behavior increase the villagers' needs and expectations from e-commerce. It also requires engagement by 
business entities to improve the quality of service, and they have to convince customers through promotions, 
presentations, and negotiation. There are not enough preplanned or automated solutions as human needs are 
rapidly changing. Modern-day consumers expect every engagement with a brand to be a rewarding one, and 
the affinity they feel for a brand feeds off each of these small engagements. E-commerce is growing at a faster 
rate in the world. It uses historical data in real-time processes for customer engagements. Modern technologies 
like enhanced neural networks, reinforced learning, deep learning techniques, and generative adversarial 
networks are applied in e-commerce domains for decision-making over historical data. Business organizations 
are trying all means to increase their engagements with the target market, from being price leaders to providing 
offers and experiences to enhance engagement. There are two main influences on customer expectations and 
engagement. The first includes deep learning, neural networks, and machine learning capabilities for meta-
content generation, propensity models, or RFM scores to provide personalized customer content and 
promotions. The second influence is related to companies thinking about marketing more strategically for 
brand loyalty. There are huge opportunities for business organizations in the field of e-commerce. 
 

 
Fig 1 : Harnessing AI Tools for Enhanced Customer Engagement and Innovation 

 
1.2. Research Objectives 
The main aim of this paper is to offer a technology and marketing literature review about how real-time AI 
capabilities have started to shape customer behavior and expectations in light of technological advancements. 
More specifically, the research objectives include: - Provide an analysis of technologies such as recurrent neural 
networks or generative AI developments, highlighting their effects on customer preferences, creativity, and 
desire to get the best offers for their purchase behavior; - Examine how reinforcement learning using AI 
interpretation of neural network results in deeper customer insights and development of user profiling; - 
Investigate the utilization of these technologies for building more advanced loyalty programs, including the key 
insights marketers should consider when setting rewards or offers that are presented to customer segments, 
and generally understanding customer purchase characteristics to create the best marketing strategy for a given 
segment; - Present the implications related to providing customers with real-time offer adjustments to improve 
loyalty and develop the right marketing automation based on adjustments of frequent customer behavior. 
Furthermore, and most importantly, the purpose of this paper is to examine the capabilities of AI technologies 
- depicted throughout our review - to provide the most relevant and important insights from raw data collected 
into company databases to maximize the personalized experience of a customer, where customer requirements 
are anticipated and an offer made. Also, the AI technologies reviewed in our paper can take into consideration 
present global and regional conditions such as tight budgets, lockdown status, and privacy concerns. The 
analysis performed suggests potential improvements in real-time analytics processes based on developing 
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analytical reports using advanced generative AI algorithms that identify the most probable customer behavior 
using real-time habitual transactions. Additionally, neural networks and generative adversarial network 
capabilities can be used to offer superior customer segment analysis. Such AI-based methods convey potentially 
important insights to businesses that are valuable to a customer, including their need to earn more loyalty 
points or the capability to up-sell. 
 
Equation 1 : Customer Loyalty Score Prediction 

 
 
2. AI Neural Networks in Customer Engagement 
Neural networks, also referred to as artificial neural networks, are a systematic combination of algorithms that 
underlie much of AI today, including computer vision and natural language processing. Neural networks 
attempt to simulate the way a brain works to create a system that is capable of "learning"—that is, improving 
its performance as it is fed more data. This makes it well-suited for businesses today, as the ever-increasing 
amount and variety of data that they generate, store, and process is too vast for human operators to analyze. 
This is also what sets neural networks apart from more traditional computer systems, which store information 
and rules for processing that information separately. 
"Learning" in a neural network comes down to calculating weights assigned to incoming data signals. By 
learning from all the data inputs that a company or organization has access to overtime, neural networks can 
make predictions and provide inputs and recommendations that are fully customized for a particular 
individual, which makes it a powerful marketing tool for identifying the customers most likely to purchase a 
company’s products or services, as well as tailoring ads specifically to the individual. This revolution in 
marketing is expected to have huge impacts on customer loyalty programs, customer “onboarding,” and 
marketing automation, not to mention analytics used to determine program and service profitability in the 
short, medium, and long term alike. In the finance sector, in particular, neural networks are being used to 
identify money laundering and financial statement fraud. This has greatly improved time-to-fraud and reduced 
false positives, and is also helping to improve the rate of trained personnel identification. As of now, these 
systems continue to improve as a result of increasing investments by businesses in digitalization technologies, 
and together with big data analytics and IoT connections, they are expected to have a huge impact on the 
advertising landscape by 2027. 
In the marketing sector, predictive neural networks are used hand-in-hand with analytics software to create 
“real-time high-level overviews of the current marketing data,” and this has knocked up to 80% off the time 
used on monthly reporting and forecasting, even for enterprises with ten million or more customers. In 
particular, neural network-based strategies are very effective in real-time digital advertising campaigns, 
predicting the probability of a variety of events registering, such as clicking on an online ad, registering with a 
website, and making a purchase. In one case study, real-time customer churn predictions were, most of the 
time, between 85% and 90% accurate. As a result, companies were able to take steps to retain up to 70% of the 
most likely to quit customers. While predictive models of all types are only as good as the validity of the data 
that are fed into them, the capability to analyze the available data is where the AI comes into it, expanded by 
the innovative digital advertising and marketing strategies being developed and deployed today. The downsides 
of predictive models such as these stem largely from challenges associated with successful implementation. 
 
2.1. Fundamentals of AI Neural Networks 
Artificial neural networks mimic the architecture and operating principle of biological neural networks in our 
brains. They are composed of interconnected neurons. Each connection has an assigned weight. The neurons 
are arranged in layers. The unweighted inputs of the first layer are the network input. Its weighted outputs are 
the input to the second layer. Its weighted outputs are the input to the third layer, and so on. The weighted 
outputs of the last layer are the network output. For each neuron, the first step is to combine the actual input 
from the connected neurons by summing up the weighted outputs from these connected neurons. The next step 
is to fire a signal as an output value from the neuron. This is the output signal, and it is further propagated as 
input to the connected neurons. This is usually wrapped up in a so-called activation function. Networks can 
have diverse topologies, including filter or crop nets as well as autoencoders. Each single neuron can operate 
using a perceptron, feedforward, radial basis function, or long short-term memory principle. The key point in 
neural networks is the adaptive adjustment of the connection weights concerning a previously performed 
training procedure comprising training data. Training a neural network involves a forward and a backward 
pass, and is usually realized via supervised learning or, for example, in autoencoders, unsupervised learning. 
The long-standing problem known as the 'curse of dimensionality' dramatically constrains most of these 
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approaches. To adequately address it, deep learning uses many layers to achieve a high-level abstraction from 
the raw data to facilitate its use with complex algorithms. 
 

 
Fig 2 : Artificial Neural Networks 

 
2.2. Applications in Customer Engagement 
Despite their limitations, several AI-based solutions are already operating in the field of customer engagement 
in B2C activities. The purchase of a British firm to integrate its AI neural network into keyboard apps is an 
interesting case in point. Based on the collection and analysis of customer actions, it produces more suitable 
word predictions as the network "matures" and thus improves the user experience. The same principle can and 
has been applied to provide positive feedback in a wealth of situations in today’s marketing field. As can be 
seen below, neural networks have been put to work in several practice cases. 
Much attention is being paid to the potential value of customer behavior analysis for personalized 
communication. The incremental value of marketing automation was demonstrated both by a reduction in 
customer churn of 1–2% in as few as two mailings and as a basis for a successful sales increase of up to 5%. 
Despite the importance of interaction in establishing one-to-one communication, only data from the same area 
were used for marketing automation. This resulted in a considerably slimmed-down selection of factors, which 
then had strong discriminating value concerning the discounted interactions. Not only do such techniques 
improve sales, but one of the factors that discriminates against rewarded customers is customer loyalty, thereby 
enhancing this. Some suggest that personalized techniques will eventually be widely and advantageously used 
to motivate loyalty to interact with the company and place the order in the present. For the time being, the use 
of these techniques is still in the initial stage, although the benefits reflected so far are numerous. 
 
3. Generative AI in Customer Engagement 
While AI neural networks and traditional AI are very powerful for bringing new insights to business functions, 
generative AI deserves its mention. Traditional AI focuses on processing current data to create predictive 
models or prescribe actions. However, generative AI is different in the sense that it uses intelligent algorithms 
to create new data or content that has been generated based on a specific input or request. This type of 
innovative AI can have many game-changing applications in customer engagement processes. Such 
applications of generative AI could be anything from using consumer demographics and interests to generate 
custom content for digital advertisements to creating specific creative content for a client while considering 
brand guidelines, business goals, and unique flavors for that customer in particular. This would also use 
massive amounts of historical data and learning to generate client-unique content. 
The power of this application comes from understanding several consumer journeys and applying those to 
inform the loyalty process. Generative AI could revolutionize key marketing strategies when applied as a deep 
and personalized tool in many different ways. It could make advertising relevant to the interests and 
demographics of the customers when they click on a sponsored story. Generative AI could be used to identify a 
potential user's brand flavor and target content and messaging that resonates with this personality. It could 
also aid in generating incredibly personalized brand content for a product where personal details have been 
input so that tailored content can be generated. Emails, websites, or apps could also be created to include 
generative AI when it comes to loyalty programs. For example, pricing could be personalized based on preferred 
products, experience levels, and knowledge of products, while also telling a unique story. Furthermore, it could 
support personalized communications when it comes to customer service or even a rewarding program that 
would appear in an app and be tailored to your interest. An example of this is a game platform rewarding a user 
who likes certain movies with in-game currency or items they can purchase for their favorite games. In this 
way, true customer engagement and resonance are achieved and can be applied in many ways. Of course, 
applying this type of AI to apps for these specific goals comes with privacy and ethical considerations, as the 
more control you offer the user, the better the experience will be. Therefore, depending on rules and personal 
beliefs, designing any system to support power-sharing will further drive resonance with your users. It also 
allows those who dislike personal data sharing to attain rewards using alternative methods. 
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3.1. Understanding Generative AI 
For the uninitiated, developing such AI-driven systems calls for an understanding of state-of-the-art generative 
AI technologies. Before understanding generative AI applications, let us understand what generative AI is. 
More generally, a generative machine learning model learns information about the real world from the 
available data and then makes new data based on the latent information it captured in the first step. In terms 
of algorithms, a variety of approaches could be loosely classified as generative models. There are the algorithms 
themselves, optimization methods to tune and train them, and artificial neural networks used to make 
predictions. Under this general classification, there are generative models and discriminative models. 
Generative and discriminative models are two paradigms in statistical modeling. A discriminative model does 
not model how the data was generated, in contrast to a generative model that represents how the data was 
generated. In layman's terms, a discriminative model extends its significance to predict the Y label or class 
based on the X features. While a generative model gives the power to predict the probability of X and Y values, 
Y prediction is conditioned on X. There are various types of generative models. The most common are VQ-VAE, 
GAN, BERT, WaveGAN, PixelCNN, WIA, and LSTM which produce images, text, and audio or conversion of 
any content. The modern use of generative models, apart from under artistic spectrums, is seen in the 
healthcare sector or personalized services that incorporate AI-generated content to offer experiences. Machine 
learning systems can decide how to build multiple interacting characters for content generation or personalized 
marketing. Businesses can scale operations using machine-generated narratives to enhance storytelling at scale 
or can use AI to create alternate versions of stories for better engagement, reconnecting, and building 
relationships through 'just checking in.' Very specific MarTech applications based on AI content creation are 
in development, moving from just brainstorming at this stage to rise within nine months. These ideas are in 
the realm of customer engagement where content created will be customized to each customer, unlike today's 
banners and QR coupons, which are the same for all. This can have deep impacts on advanced gamified real-
time personalization in digital journeys and omnichannel interactions, outside the scope of A/B testing, based 
on content, including video streams generated on the fly to present adverts. Relying on this near-customer-
experience personalization, enhanced KPIs across purchase funnels and loyalty programs are expected. The 
user experience of this generative model has already been leveraged by users of GPT-3. Advances in generative 
algorithms surged in early 2022. GPT-3 was released, and companies, individuals, and artists rapidly realized 
their potential for creativity, games, art, and many other uses, mostly benign. Later, with an AI-powered 
copywriter launching in 2022, we see GPT-3 being used for content creation and marketing automation at 
large. 
 

 
 
3.2. Use Cases in Customer Engagement 
In this section, we discuss the specific use cases and successful implementations of GAIs for customers. One of 
the most prominent applications of GAI for customer engagement is generating content. The development and 
promotion of diverse software products centered around content generation or conversational AI indicate that 
the plethora of available generative models features significant potential for customer communication. Content 
generation has been successfully utilized across various domains to create different types of generative content 
to engage customers. The creativity and quality of generativity generated authorable materials are created 
through the cooperation of professionals who conceptualize, actualize, and validate the illustrations. To entice 
customer engagement with these art pieces, users can browse and print out these creative illustrations on 
branded trinkets, like soap bottles and mall directories, or purchase wares emblazoned with these prints in a 
limited-run artist series. 
Some businesses may use generative-based algorithms to deploy a chatbot or progressive web application with 
a neatly programmed and sophisticated graphic user interface over the top of pre-existing back-end logic, 
making the AI side appear more innovative and original than it is in process automation. Marketing teams also 
embrace AI for client engagement with vibrant displays that prompt users to try customized virtual reactions 
or lip-synced cheers. In customer channels, a significant percentage would use a digital human for its style, and 
many would prefer to engage with one over a chatbot. Customer relationship chatbots and conversational AI 
bots can be made alive with AI multi-modal generative capabilities simulating latent generative human-like 
chat visual assistant capabilities as well. All of these use custom-tailored engines for the level of fidelity required 
in photo-realistic, interactive 2D and 3D human-like characters based on the script or conversational arcs and 
can build and deliver a rich level of personal engagement. 
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Equation 2 : Generative AI-Driven Marketing Automation 

 
 
4. Integration of AI Technologies in Loyalty Programs 
TITLE: Best Practices Stories in AI Neural Networks and Generative AI 
Integration of AI Technologies in Loyalty Programs 
Enabling companies to retain existing and attract new customers, loyalty programs represent a set of actions 
to motivate targeted consumers to make repeated purchases by accruing internal currency or providing 
bonuses and discounts. By ensuring a flow of purchases, such activities contribute to the increase in the entity's 
income and guarantee the sustainability of commercial activities. Companies, therefore, need to look for 
innovative solutions and combine various technologies with new research to satisfy consumers. In the next 
study, the aim is to show the benefits and ways of attracting the integration of artificial intelligence (AI) 
technologies in loyalty programs, including the latest AI neural networks, generative AI, and advanced real-
time analytics. This is because existing loyalty initiatives do not allow each company to provide a unique offer 
for a personalized loyalty program that automates the choice of rewards and points for each customer. Possible 
solutions for initiating customer participation with the use of predictive outcomes obtained after the predictive 
maintenance process is conducted are also presented. 
The artificial intelligence (AI) developments described and illustrated so far contribute to the development of 
new solutions to improve loyalty programs. The synthesis of these and other applications of AI in loyalty 
management shows that companies having information about their customers through big data analytics can 
provide them with a better personal experience and positive moments at any time, offering attractive discounts. 
The AI and the data analytics generate a model with valuable information such as customized offers, rewards, 
and incentives. AI provides companies with real-time analytics results, which are successively captured by 
software for proper customer engagement (personalized and custom communications, individualized 
proposals or offer content, and more). The AI algorithms use the defined data model and react to concentrated 
and summarized customer data. These reactions engage the customer to change behavior or maintain the same. 
 

 
Fig 4 : Generative Loyalty Ai Meets Customer Loyalty 

 
4.1. Enhancing Personalization and Customization 
AI-enhanced Tools for Personalization Several proprietary reports and investigations showcase the latest in AI 
technology for tracking, monitoring, and personalizing loyalty programs. Several case studies tell us how 
personalization has been combined with predictive analytics to define the next best actions. The models use 
clustering algorithms to identify segments of your client base and understand what moves them towards 
increased engagement, unplanned leave, or otherwise predicted behavior. From these predictions, offers are 
segmented and tailored. For example, certain companies have employed a cohort of clients from a particular 
program of interest to show how desired individuals' phone and plan variables could be extrapolated from the 
others' variables. That model showed a high probability of being accurate. Follow-Up Marketing has 
successfully used an AI personalization model and machine-based learning to segment its clients and 
personalize its complimentary offer in addition to others. The entire point of AI tools and analytics is to create 
unique experiences for consumers. To give clients the benefits their likes and impulse choices are directing 
them to offer, it could be used as a set of engines for such functions. You can make those same personalized 
offers work even harder, not only tailored to each client to select offers and shop frequency but also tailored to 
a particular client's time of year or day of the week. You could even go so far as to send personalized messages 
on your most popular holiday option if there is the ability to view that online. The main issue to consider when 
implementing this type of AI-powered capability is to identify if the cardinality and distribution typical of the 
customer data you've had are representative enough. 
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4.2. Improving Predictive Analytics 
Predictive analytics helps in forecasting future customer behavior, identified herein as customer segmentation. 
Through targeted and reinforced decision-making, in conjunction with the use of historical and transactional 
data, organizations can segment and forecast customer preferences, making it probable that targeted 
promotions will lead to improved and increased customer response. In the retail world, this is quite profound 
and can be observed by using predictive models that allocate the correct customer segments to loyalty offers. 
Customer analytics driven by predictive equations and decision trees help fine-tune loyalty programs and 
customer engagement strategies by customizing and optimizing all points of contact with an organization's 
products and services, assigning customer segments to customer service protocols, and predicting deviations 
in customer shopping patterns that lead to churn. 
Case Study 1: One impactful and productive way to utilize the results of predictive models is in loyalty programs. 
Two retail companies recently undertook predictive modeling to develop a targeted segmentation strategy. By 
adding interactive simulation environment capabilities to their leadership positioning, our company has now 
developed a leading analytical loyalty strategy that includes influential association analysis, idea mapping, and 
marketing direction guidelines. The organization is thus able to predict the likely responses of its customer 
segments through its promotional mix strategies, while also simulating customer segment behavior and 
creating loyalty program strategies. 
Challenges with Predictive Modeling 
Improved and efficient predictive modeling results in more powerful customer engagement outcomes. Some 
common challenges associated with attempting to improve the accuracy of a predictive model involve: 
1. The prohibition of bad data, now often referred to as 'AI bias'; 
2. The determination of the cause and effect functionality involving modeling analytics and the understanding 
of how these models may best be used; and 
3. The development of predictive models that are capable of continuous learning. 
The results of the predictive modeling will enable sound decision-making within marketing and direct 
marketing departments. One of many hurdles encountered in the decision-making process involves the 
utilization of very complex predictive equations and not being able to communicate and simplify that 
information for departmental use in their strategic and operational plans. Difficulty in communicating 
predictive information can lead to confusion and poor strategic alignment. Marketers can often waste time and 
energy focusing on the insignificant. Additionally, inaccurate or often disadvantaged decisions result in the loss 
of customer data and chase. If predictive results are focused on customer churn and targeting, further analysis 
could detail the potential costs associated with re-marketing to this group. 
 
5. AI in Marketing Automation 
The development of artificial intelligence (AI) technologies has brought a paradigm shift in marketing 
automation. AI-enabled automation streamlines various marketing processes, operational tasks, analysis, data 
management, and customer engagement at a faster pace and in real-time. AI-supported marketing automation 
ensures dynamic and hyper-targeted personal communications that take into account customers' 
demographics, behavior, attitudes, lifestyles, and expectations. Previously, these tasks had to be executed 
manually by highly skilled marketers in the profession of working with data, called data miners, statistical 
analysts, or operational researchers, depending on the sectors and markets in which they operate. How can AI 
and big data help to automate real-time customer understanding and engagement in marketing? One method 
is automatic segmentation, where customers are grouped according to needs or wants in unsupervised 
approaches, or grouped according to pre-specified criteria by a human-managed approach. The outcome of 
these analyses can be used in all marketing-related activities such as customer services, user engagement in 
CRM systems, customer relationships, customer touch points, supply chain and logistics, production, and so 
forth. Another marketing automation that AI and big data can provide is dynamic content optimization. This 
is an approach that relies on training a constructed neural network from currently successful emails and the 
overall conversion rate. The position of words that results in the textual structure that provides a high click rate 
and, in turn, conversion is predicted by the underlying trained network. Apart from significantly improving the 
efficiency of both marketing and advertising strategies, AI-transformed marketing automation significantly 
promotes dynamic and constructive forms of customer engagement and responsiveness. The rise exposes some 
issues and challenges that could result in the lack of or slow adoption of AI and big data. These include 
inadequate financial and human resources, technical knowledge, vision, biased attitudes, conservative 
orientation, and resistance to change. Some businesses are starting to invest sizable funds into AI-based 
marketing automation designed to improve customer experience. Given its high adaptability to diverse 
customer data and business objectives, one of the solutions is aimed at understanding data and offers a segment 
of one for its customers. Customers can be grouped by lifestyle, dining habits, and more with an AI-backed 
restaurant loyalty concept. The proposed system is proficient in real-time operationalization of email campaign 
segmentation and is compatible with current data protection laws. It enhances credit card customer 
engagement and loyalty for remarkable and easily obtainable predicted revenue in the first year after full 
national deployment. The AI-developed solution has enabled the processing of tens of billions of transactions 
and interactions, providing full automation and self-service options. 



4368                       Harish Kumar Sriram / Kuey, 29(4), 9264 

 

 
Fig 5 : AI in Marketing Automation 

 
5.1. Automated Customer Segmentation 
One of the important components of marketing automation is customer segmentation. Customer segmentation 
is the process of dividing customers into different groups with specific characteristics, for example, purchasing 
behaviors, preferences, usage rates, and so forth. The process of customer segmentation has long been carried 
out by recency, frequency, and monetary analysis, and the traditional algorithm of k-means. Segmentation of 
customer behaviors and preferences is very important because it can be used to form effective strategies, 
product marketing aligned with customer needs, improve customer retention, and can be used as an evaluation 
of customer relationship management. Essentially, the better the visitor's segmentation, the higher the visitor's 
click-through, conversion rate, and interaction rate. Furthermore, using a segmented approach can help our 
offers stand out simply by increasing relevancy and value, making it the major approach to campaigns wanting 
to target individuals' lifestyles. 
Artificial intelligence neural networks have been widely used to segment customer behavior and preferences. 
A multi-layer neural network can predict a target variable of interest. The hidden neurons capture the most 
important variables during the backpropagation learning process, increasing simplicity without decreasing 
accuracy. The ratification process found in the marketing automation concept created massive data for business 
analyses. This new modern marketing concept can help interactive marketers provide relevant offers and 
content that are useful and appealing for segmenting business data specific to targeting. On the other hand, 
sophisticated technology fragmentation provides a pile of data that reveals significant trends in customer 
experience within the industry, comprising other top clients inside firms with a huge impact. Through 
aggregated perspectives, these studies provide important insights for marketing customer segmentation by 
shedding light on the operational questions of how data integration can enhance segmentation efficacy. 
However, minimal structural tips exist for integrating data to increase the likelihood of creating a successful 
automated segmentation model. 
Automated segmentation exacerbates several well-recognized public data issues, such as data security and 
privacy. This inescapable entanglement of public data issues with automated marketing has broad-reaching 
implications for corporate policies. Large business organizations are beginning to recognize the potential of 
using AI in deep learning and computer vision to refine marketing strategies, such as sub-segmentation of the 
market, to understand customers better. Today is the era of custom-made people, which starts with enveloping 
insights about customers; hence, businesses can use AI modeling and screening of people, currently achieved 
best by merging in-group personalization with data for a personal segment of 1. For existing strategies, AI 
model-building cannot overpower the strong, logical segmentation styles that blend primary intentions for use 
with AI in marketing. Automated customer segmentation has been tackled by many business organizations in 
the industry. Data modeling and machine learning for implementing automation to flesh out a great customer 
base for targeting purposes. Moreover, AI segmentation of customers automates the audience breakdown into 
distinct customer groups, leading to effectiveness. 
 
5.2. Dynamic Content Optimization 
Today, with artificial neural networks and generative AI, professional marketers can optimize website content 
and marketing messages to a level never before feasible. AI is used to analyze the vast amounts of customer 
data collected across many channels to determine which type of content is most likely to lead to a sale and is 
presented in real-time, at the very moment when a website visitor is looking for something with unique and 
relevant marketing messages. This technology increases customer interaction by providing relevant 
experiences, ultimately increasing some key performance indicators. Website content may be adapted to a 
segment, an individual, or, at the extreme, change from one page refresh to the next. 
Before AI, companies tried the same thing for optimizing customer acquisition strategies or marketing content 
using a different approach called A/B testing. A/B tests are a standard approach in direct marketing used to 
determine specific aspects of marketing strategy, such as capturing the attention of website visitors or getting 
them to sign up for a service. Comparison groups are used with each visitor exposed to only one. Then the 
average outcome of each group is compared for statistical significance. Content or strategies leading to superior 
performance become the company design. Dynamic content optimization is a technique that moves to a level 
of ultra fine-tuning and continuous evolution of marketing messages. However, A/B testing has some 
limitations. Most significantly, it has been validated only for strategic decisions for which managers are unlikely 
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to change them in response to data, thus making it less appealing in a context such as digital marketing where 
strategies need to be continuously optimized and updated. 
Moreover, for this kind of technique to deliver its full potential, several challenges have to be overcome, such 
as integrating the technology within business operations including IT systems and real-time analytics, 
managing data and privacy issues, and developing the necessary skills within the company. The idea of 
continually updating web page content is especially interesting in marketing as it may lead to improved 
customer relationships, which is not only about creating better customer experiences but also about driving 
customer loyalty. A few other examples of the successful implementation of dynamic content optimization in 
service marketing are also mentioned. In summary, some may argue that the determination of the relevance of 
marketing-type content and the use of personalization algorithms is only to determine customer preferences, 
and current human computational capability is limited in using the large number of data on customers and 
their behavior, and the almost infinite combination of selection from all kinds of content. 
 

6. Real-time analytics with AI 
 
With so much attention given to customer experience and customer engagement, the need to understand the 
motives of our users has led the online marketing world to constantly adapt and be the flag bearer for the global 
application and technological world. On the online stage, every customer interaction is mediated by technology. 
Since AI neural networks have now pervaded every application field on the market, they also seem to open the 
potential for greater customer relationships, primarily as powerful real-time analytics tools. 
Real-time analytics makes data from customer interactions available in microseconds or seconds. Going hand-
in-hand with personal engagement strategies, much activity in integrating real-time analytics has focused on 
marketing and customer corporate strategies and the facilitation of successful marketing automation programs 
to support content. To provide data to support this immediate insight into customer behavior and preferences 
necessitates real-time data from website interactions. This can be interpreted as a reinforcement of the internal 
data warehouse view that its infrastructure must be sufficiently well organized and large enough to store the 
huge volumes of data on which real-time analytics is based. Success in real-time analytics patches of data by 
reorganizing analytical systems to feature, for example, data 'cubes' built and automatically updated at each 
purchase. Critically, real-time analytics has forced IT and marketing people to integrate, thus encouraging them 
to build searches based on user preferences, habits, and behavior which will help customize a user experience. 
Moreover, the reduced costs are forcing companies to adopt strategies in this direction, after a period in which 
only large companies reserved the most advanced tools. 
It is of course true that while real-time analytics might reveal, for example, user reaction to a marketing 
campaign, it might be more profitable for global companies to close sales in the space in which the user spends 
four days, to provide a sufficient data set to analyze under traditional non-complete user-friendliness 
assumptions. Currency is paramount. For marketing teams, real-time analytics is about closing the time gap 
between when a campaign is launched (or retweaked) and the time to further order from this campaign after 
looking live at the results. Essentially, real-time analytics contributes to adding real-time data to all 
interactions. By including data from site visits, page views, and social media data in the CRM, real-time 
analytics allows the marketing team to become customer-centric instead of product-centric. 
 
6.1. Benefits and Challenges 
1. Why Use Real-Time Analytics for Customer Engagement? 
Benefits: The opportunity to make 'out-of-the-box' decisions using processes that are influenced by customer 
behavior insights; the ability to create greater responsiveness in the marketing sphere; offering cost reduction 
to the companies that wish to manage the right promotional strategy for each target group; the possibility to 
implement a more effective time to market for value or volume promotional campaigns; more agile decisions 
in crisis management across the 'moments of truth' (offers, transactions, and personalized promises); the 
ability to move towards creating a different, personalized experience; and a transition to a data-driven strategy 
using real-time data as sources.  
 

 
Fig 6 : AI in Marketing 
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Challenges: It is difficult to manage and analyze the considerable amount of customer behavior data in a short 
period (in an operational environment); the continuous process of integration into the new applications that 
have been taking place constantly across the companies is complex and requires customized solutions to 
manage this process (often manually); the operational logic emphasizes responsiveness, which often leads to 
an unbalanced surface architecture; the systems display a tendency towards tremendous complexity and 
therefore also vulnerability. Organizations would be prudent to read and consider all the pitfalls that are also 
an integral part of implementing 'real-time' advanced CRM in one's company. The approach needs to be 
carefully balanced to avoid costly investments in reengineering and upgrading the technology, only to end up 
in the 'real-time customer dialogue intelligence version' of the late 1990s. Moving from an 'acceptance phase' 
in the mid-90s to an 'innovation era', organizational deployments of real-time customer insight applications 
are forecasted in a mainstream environment across industries. 
Ultimately, a move towards involving real-time analytical responses can have huge benefits, statistically and 
financially, for companies prepared to adopt the approach. A significant change scenario evaluation is 
underscored when we understand that the generation of real-time analytics is a strategic and cultural priority; 
extensive financial and organizational resources are set up to take part in the mission, emblematic of the shift 
towards a customer-centric culture. Only those organizations capable of 'placing the customer at the heart of 
everything they do' (first) and incorporating 'state-of-the-art' technologies (second) will prevail in securing the 
maximum market share of the 'digital' consumer of the future. It is also essential that employees be capable of 
carrying out the analytical 'drill-downs' which are essential to transpose 'analytical knowledge' into the CRM 
customer dialogue and offer an environment on a real-time basis. Some of the biggest global brands are already 
getting results with this kind of approach. All of these initiatives are part of a 'digital' evolution. A company 
with cloud-based products that helped customers use Big Data and real-time analytics has seen a significant 
increase in deals with media companies; two are using real-time analytics to help customers in the travel 
industry offer services and target customers with the right offers, while another example sees a vendor pilot 
new applications for cities that use real-time data to track and communicate with public transportation users. 
 
Equation 3 : Real-Time Customer Engagement Analytics 

 
 
6.2. Implementation Strategies 
In the case organizations desire to successfully implement real-time analytics, it is important to focus on 
necessary prerequisites including the implementation of appropriate infrastructure such as digital technologies 
for tracking customer interactions, the integration of various systems for centralized data processing and 
systems monitoring, and the capability of swiftly addressing the emerging insights depending on the desired 
scale. Line of business and IT goals are required to be aligned to the shared success of the profit approach, to 
avoid silo-like systems. All parts of an organization need to participate; otherwise, data silos will persist. The 
implementation of analytics objectives is a cyclical, resource-requiring, and continuously monitored process, 
adjusted as necessary to achieve success. 
The implementation of data collection and adaptation facilities can process large amounts of customer activity 
data, resulting in a comprehensive customer interaction stored in an enterprise-wide relationship model. 
Practitioners typically face various challenges in implementing and executing real-time analytics. This 
implementation requires significant investments and a cultural change within the organization. Employees 
used to traditional annual strategic planning might be reluctant to share strategic plans online. Organizational 
leaders are often skeptical, needing proof of concept and comparatives before they can get on board. The main 
technology pitfall is a lack of attention to quality checks and adaptation of data streams before consumption by 
inferencing models. Errors then accumulate and can lead to unreliable models. 
Possibly compile innovative use cases to illustrate and inspire. For example, a credit card processing company 
uses analytics to process customers’ browsing behavior. Customers who receive a credit card invitation might 
turn to the website to see the exact liability mechanism. These customers will spend significantly more than 
return customers in the first three months, but overall, in the next two years, new customers only pay the same 
amount as return buyers. Therefore, the company can take marketing actions to keep new customers, as well 
as target return customers who carry high balances. 
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