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Al-powered Customer Experience
Customization as a Sustainable
Competitive Advantage for the

Marketing Industry

Dr. Tarek Ahmed Guendouz

Abstract:

These research papers aim to shed light on the phenomenon of customer experience
customization powered by artificial intelligence as a sustainable competitive
advantage for the marketing industry. In the context of the momentum of accelerated
and accumulated scientific and cognitive development on the one hand. On the other
hand, considering the technical progress and cyber advances that are expanding at
a very rapid pace day after day. All of this led to a huge economic and industrial
revolution that had a profound impact in all sectors and at all levels. Al algorithms
and ML solutions are among the most important outcomes produced by the digital
and cloud environment supported by ICT systems and Internet networks. These
innovative mechanisms revealed their superior and enormous ability and their
astonishing capability to change the rules of the competitive game and modify
the laws of marketing and the forces of supply and demand. This theoretical study
found that personalized customer experiences are a vital and rich source for building
strategic success and sustainable excellence in target markets, and managing to
overcome and outperform current and potential competitors, it is considered one of
the most important modern marketing approaches that has benefited from automation,
robotics, big data analysis, etc. And the consequences of harnessing and adapting
these efficient and effective tools and means to achieve the exceptional performance
expected for brands based on improving and enhancing the customer experience
through the customization.

Keywords: Artificial Intelligence (Al), Customization, Customer Experience (CX),
Sustainable Competitive Advantage (SCA), Marketing industry
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ARTIFICIAL INTELLIGENCE

Everyday and potential use

A few examples of how we already use Al and the possibilities it offers

Web search
Smartphone or PC 3 ' Machine
digital personal ; ) m " translations
assistants 1

Cybersecurity

Smart air
conditioner

Autonomous cars Online shopping
and advertising
Internet of things: : Smart farming: Robots used
web-connected vacuum cleaners, irrigation, feeding animals, in factories
refrigerators, watches... weed removing robots
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Data Science Computer Vision Natural Language Processing
face Recoyrition

Textual
Audio

Big Data

Smart Interaction Environment

Scope of Artificial Intelligence

Machine Learning
Image leT

analytics g 5’ @

Fe:m:alr::slimma \ 1 / @ Visualization
— /'

Machine l — —t B i
; Deep learni
Translation Artificial Intelligence @ P "

Graph f'\rﬂ /./ J \‘\ o Audio analytics
analytics ﬁ

Natural Robatics and
Language processing  Simulation Soft robotics
modelling
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@ Implement analytics to generate
insights

Collecting customer feedback

Dissatisfied

customers
Understand the customers:

/ Why are they satisfied/dissatisfied?
o Where are the gaps?
Customer loyalty EE -—

customers

Service recovery
management
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ezl ploddl Ol we Lylds § a5 b polsll $rg—widl ddudd G138 Jodll 5)lad
Gos—eed] 33 3 8alll Bogenbl d il (dtgill dLabll daboll LoV pluiudl 554l
gwo & dS)Lidl e 4S9 (CLV) &8Il Josdl dads dsyy s 35S O IS (Jslat
plomog bl okl o Nl BLis 8y90] dbasdly LS 8)loY) ] 48Lo) oy),-al1 SLisly
(9 polin (8lae (b oNas) das Lty SlouY Lslshl Bg,lall &y I LY
313 oy SVl Oledaie &)l atwly doses pas OL8 g 4o yloatdl dadsll slydw (pntlgn
365y b el et (S S d3le 3L & Jtaxbly cdasd] 0ds 31 SVl BLAYI
955 oley § GLadly saslh duliall § Landelds LanlsS coxdl Gl Olusgil ool s
LA LAST Limgie 2 o3loliicls 0429158 il (pgilleng oilgol gloug cogllany
Cuboh Software Inc Team, :J] , 125 sl,at Wy oBYI o d3h) Mas)l dous ¢L“éi é
2023; Rational Expressions Inc Team, 2023; Carla Vianna, 2024; Arthur Greeno, 2014;

:(Mkeller, 2018; Bob Blumberg, 2024

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

489l 3, ey (Jewsd) Giga) JolSlg {:L‘.‘J\ SlasVl Lol (Listen) sloVlg glowdl -

033,39 dwelgng

blo¥l dwsll i gy ddl) dy)las L8 :(Apologize) awlilly Jlizell -
Baaadl J_Yl L

plabiuls 80 Jsasl AS_iie g 25 ol el Cinaas slall &8s 1(Solve) gdlslly Jodl -
)il Jolodl

oy cagis e Jopaml) ablall el oo 8,531 5 basdl :(Thank) GLizedls S all -
et )L slib) J] @350

djlanll ¢llaiall dioia djgps Jaoall dai djlal .2
:ddagiwoll Glguwll (nd guualioll go dalyl gljiilg

0,508 eawsd O Olaglabl Lo gleiS oduaitl] o pabl o Standard & Poor’s &ilewl Gueg
Forrester 45,5 Lidgg . o8, Js-octl) dpeal SYI &y el o)liel diis poil] o5 o]
L ,5m58 Olyoleh 2024 ple & 5 ST OO0 odasdl &5 ,25 8518 (0 d3UL 65 o Lydy Lo g 350
Masll 4,28 wdg3 O (-S McKinsey & Company 8;Lictulls 8yesdl G wsng .das]
Zendesk y—s szl d 25 Slaled) 5,80 Lisgs .Ols 3 awgihl § ea—adl dlosd aSlse
oLl s dslize OLaglsl o cpgasdy eMasdl d,28 OF JloesYl 8508 (o UL 81 s
Layo Gl Sloodl Sazgg gl & 5 dolis IS 655 Slawshl OF Gty s 2024
4523 Jolie u bl = 8w slasiwl (e sl o 45U 86 4 American Express 4.5
SLS 5 WL 74 O Saog Oracle Ly, sMasdl d,00 s dodle dwlyu) Ladgy . Jadl
Lds |polin 0555 01 § desasdl Lty e 5355 Mol doy e O Ogadim madedad)) s3]
Y93 e eSS I SR O g9 dowlys Temkin dsgaze O o cdoud CBsll @9
Sl e Olgiw 3 IS b gzl § ddld] Y95 Osse 700 uS @355 O LyiSg Ligiw
Ol g pwld Old JLdls .Olohodl § ASUL 70 dwsy 8305 eld Jigs oNasdl 425 &
B8 Ay yed eaadi Joliey a5 (ROT) Hlediwdl) e ailell Gl (KPIs) Lyl <10V
Llait wl Lulys Sy U3 ] 48LoYL . dwaYl atie § Dlue dsy odasll &3l wly
s Ll il Lus t_yai «sNasel) dsdly o yo5 e ISy 3l Bloomberg Businessweek Ly3,=1
A=) 5 LWL 75 Ol Customer Management 1Q 45, Lyl ddlaiiwl dwlys Gusgs

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

1 5 peladia s 5 Lyl s oNasdl & 525 Iy dio Masll ds,2 8l0] & BoLlly it
Ly lgilons ) OISl e B3UL 89 OLS IS s 85Ms (s-alll dpaa¥) 5 J28) 5 ]
3Sy=l) dols Lly ezl & 525 wlwl s pudlis OS5l 285 OLS Gartner dsluall Joxe
plite o Lajoles ol o gildss dyllany dlizdl slasll dy 25 OLS 13 Susasd) dwdladl
Apple, Zappos,) 845101 dudlil 3cadl] BloT dlig eMasll Lo ,o58 Lilsd Conaol 48 (-Loxil
Lay deolsdl Moasl doy o0 Sloediliwl O e JSTI O ) e usY &I (... ,Starbucks
695 b eMasll 8L 8y95 Jlgb JLuasl das JS & dstians duaaie M elds apus LySe
8l (og3)dlien (il e wsdly colaitwdl ees | gl el adl JBlazsVl 8505 )
McKinsey & Company Team, 2022; IBM Team, 2024; :J] , a5 ol wlg doBYl s du3h)

.(Standard & Poor’s Team, 2021; Forrester Team, 2024; Ipsos Team, 2024

Ll il i ddlsg ¢, 105wy 6,58 5Lb) zlhol d] Coldl g Codl 1in &
Go—edll o) s dBiin 009 dnshridae deudls dip § dpe dlgw A dpes dpyed 5035
09230 g A8 81y Al ] Glisdatlly Oliman) oo oy ¥ 5529 (Aelidly 233l
Olsudkly Go—wctl) grodudid] clwd)l e b wall o Bleug uolyn 3 (CRM Software)
OLssdl dploe Jol oo guly Gl e OlelaSly OliwssUls Slwloxbly Slideaslls
Ll 85kl 2w el Ly 5o dLall OIS O, Sedlly Olbgall dgzlsey «Blol oVl
gz 4] gy ek 3] (gymedl Buglly Gkl okl o Sy 0dgd cdaluiudd
095 Loaelilly Ll Olgiad) 4315 Jeg dwlelly dalsdl by sl mnsg SyloY) pulle
Josd 593) puwsdy gty Ba,bly dse, bl of duSisd] ddsall wld OLS (9, Yy el ul
Jlostiwly Ol gl &,z 1003 eply eMatwly qegas puzy (eanlziwly N ozl
Lelua) dwd)l dlgdly daglyll y oo s dadill Glodsd! e glanyl of @3ladly gl
elasl dadod) § Y59 plaiodl ol el pawdlib] e Clilly Go-dll dwaing SLaedl
poitlly padls Gl o] OLITs dwdlinll dmlll selsd O3 cddugrubl Gaudl § 45,41
il Ry gl S8 paymes pedige pore s JsYl doully s ol ble § poasdl s
sl diio @l i OhaSs Olasis Sl Ll Jowsl) L y25 925 Y1 e (o,
bl oo sudly BBLsY) (5,51 gz ey dgz s dlilsts dlglis et wls dodle
5edly Al Hlafe 4859 (9 el deS 28 J] daoshl 3kl IS Jelwy sl Ay dls
O By JS d8hg 8y bie dewomy (ptalsibly oylsll (s dsslibl (gyld] gl padl OLS
L) A3l g 85l Lyload] do gy 553 Aol (oo e jlint) yoLizk) cdaobazk] 31, LY

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

LYl (il Bt ylostl] iy B gyl Aol Gos oLl Spills bz
k) e o bl (3akl (A 8gkl lia = 39 18] ROt G i) dasewdl sla )l ol
1Y Olg3 J8 dlodl Lsdlag slisY) Y] Mol dsus iSa —abge deylus id
Wheelhouse Team, 2022; Paragraph Team, 2024; Jo :J] , 55 ol,atwVlg d6BY) s du3h)

.(Chapman, 2020; Cube Cloud Team, 2019

CAslisll @SB s Lalsody Laigaiae § iy oo sSasll (iles oLs w3 (551 35
Mkl 51,8 dloy cdde plhay Lo 929 cJlas¥l bLas § 3,81 gl 20l Gl
g Wsas poa o B35 5l dhilies gulé Jsl o lsiy d)leetll dadlsll 5L (CDJ)
3osls pusl Jo asll g 8lse bl soe Ludlidl ol Lygass Lib5d Goudl) 0BT slyw Lidss
O Jedm o) loed] LMl go eMas)] OB ;ne Gun s Nasdl dyyod ud IS o
031,89 03,55 o1 sl i) uuzs e Jadall plasiiad) i peiads el i) Ldes sly o] S
b Loy LaleST dpasd] dy 525 o -l dslsll o] 3okl oy (o 8552l dyylpetully
=Sl domatil) oS ¢ LuaS13 1,31 50 Olie @3B dslse glosl «Oluwtle s L
ez Olsaobly B, ll 0 ey () domme 8 9] (glew]) dume 055G OF La] (SLgl
Mozl doas o ibl 8:LiSy cdLogiy 02wy dddsly Aty dA30529 dimawy ikl slo]
Lblsdly ablall Jolgd] s 3 @Lall e §s gl o (ol gsall (gy5-a)l Jsudlls
slael e dlall B)lghl L)lie G931 gl dasll dolusYl Shlabl Jmiy dsluazll
e . GLusYl Il adl (o Buatuny Bloste dtloy slie eg Jlsb dasl] LS a3 o
04 (1 539 iy el o3l s Blw Olsally Gyowt) Gspddidl) slud))l (o520
AV &y Coonpol 488 (udlill sVl el 5Laodl § dLelowd] OIS Lsyad) deslial
555 s gl Brgwcl] sluns LSing dwdin Sdlely (e go8 s go-ad duglsl Sl
Go—dly dolodly dlnuud) Ludlbly (3957 SVy 03]l pasll § dolsy (Jaley Jiode
plezlreg e gilidss ps egled Gy iy el pody o (Sl —ahls=]
$oiid) Browidl J] L8L0] (sl dueloszY) OISl § CoYl ne oilogis egiludsds
& o) gl OIS (WOM) 031 ) ol s d3ghaib) Ol dSUI sl duase sl Lposilly
Nick Barney. et al, 2023; :J| , 125 ol Jat wlg oY) o d3h) dolsdly dsled] Sload
Chris Pemberton, 2018; Andre Schwager & Chris Meyer, 2007; Corey Patterson, 2022;

.(Blake Morgan, 2020

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

eMes] 24)95 )Ua! (7) @3) IS

Quality Complaints
Assurance and
Activity Compliments

Direct
Feedback
from
Customers

Observations

Customer
Experience
Framework

L

Analyse, Evaluate and Measure = Improvement Activity

Associated
Third Parties
(JCP, Primes)

Surveys

(The Growth Company - Employment Team, 2024) : .l

clball ailidi djjaall claoll wjylad Guuai ;Lo
awdigui alals (Ul ploill Glwjjlgag (nclibhnill
:dlloag doglo

1 (International Data Corporation (IDC ;s yolall sM sl 4 08 Judiwn y,85 dog
! sllao¥l <53 Lblell SRl e UL 45 pasew O @852l e 2026 pls Jgtoxy
L0l el puplie opwot) ddglle p g9 Busue (yles (] sl @80 (Y oL
Jgloo 4518 Servion Global Solutions ;e 5T ;1,85 Cowsug 4o load) oMl Olsae 3oL
709 LS s lho¥l sSI dha ulgy Masll CMslds e A5UL 95 i &5 g2 2025 pls
19,58 Mt ealod 3l Sdgiwd! (o 5L 88 L8 (OneSpot Research sl 1,8
vawazl] O 9,8 M8 .4l dadlall oless Lol 09y ez Lavazs 35V sl o
B3 Byin 535 el dyy20 (s sas sl golall sLad]y (Asdll Cdgll & Bugiall
13V O LSy «laglebl daad) LSV Jolodl Ly ,o0 «ladzdly JaesYl glind § d =y
Coll (Jall Lavas donan 4,08 dwding Loy @ Ol ] by e 1o, bty Wil wl

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

CoBoiiy cwaolos Bgorle ISy Lozl Gligiws Codimils losYl Laliis 83,5 Codelasy
Baiiadl &Y diiygwcll dsliall Slusyloz OLS . aliss 55 Lo g mls Bloadl § Lgiloye s
95l really sl il gslod] Slalozal Gleawly 48 J) gy (sliholl 531 (s
dsd sy dpdle AST yles J] ezl oles duges JLibs epildss by dblie )
Olslhaly (ddl byl Obagiudl odos § 4bs Laasss liouss ST JStiug dig-is &L
Al glowily msliel los Llase s oy dduall ads of ¢1,3 5s OL Y dogabll
Lalsll Olyghatlly doobs s oL SLEYe Byls] asYbs dmadly ddsgucd] daghaibl (o
Ot § L (5,51 Lol oo ,350aSd polsd Lo SV OlyLahl Jloms & Bpaiuk dLitlls
aSad] oo 8ya i)l OIS eliaol) S5 Olumeypy Gliuhs wsdy Aol L LA Olgiw]
CYlee & lilolgaly Lody Clb w89 Bgan 18 Lyygd BLAS] diyld) sleadl (oo o d=illy
Olmely Gagtl) $Iodidl oSl 51,3 08 les diworll SSasll Gyl § doles s
Cnlsll Joadl Cabgis .. (ool A8V usludl dyysall dslnbl g9y & 5T Olylokiwl gy
Jb § sl Lol dnggus JiS edasell dlall dadll puds JLsdl pas § OleLiaSly
IDC Team, 2023; Shashi : ] , a5 ol JaiwNlg dolY) e Jo3h) dodsd)] Soudod dewdls dio

.(Nirale, 2018; Valerie Beesley, 2016; Annette Franz, 2024

gai \nduguuill blaill aljlal ogoso uualii Gluw .1
jaoill dwais (nd axdall @ilddl cilgal glaialg (i

Grs—al e JLESYI ] QLS s dpill s gos Liogas &, sl & LA als Y1 &
Lz oJoiS3 Clolayl Olay «(dpd )l doyy2edll) (el Gas—aatl) S (daod) & 0l) (gl
(33 @ poli dols Masdl OlsBgiy GLBe 8)ls] Olud Oladdng dosls didygwll dalall
s bl Slizmay § Joddl a)slesd) Hhadl degdun (Jle tuog S o) OIS 8)90 HA Dy
Yl (AT) slhaal 831 GLig gl oo glod] 3ol (8l 854291 (UL aslsd
Ll &l dodlse (10T) cLil Cs5] (ML) dslsit) LSSl 4V e douasud!
SIS ptg e dasall OUL g3l Lol (Chatbot) syl GLigysy (NLP)
2l d g8 pella) d8SS 8,5kl (ICT) SYLasYl OIS sy Glaglell OLass Lol Je
g 5030 5 OLadl lia § pudl dalS 39 Azl Ldasdl Olayiee sy ¢y gad] 51V
51 «(Personalization) duasiJl zlb <Lasly (Customization) =il C3g)l § Olavasl
L3 g B s o 0y edasdl BlodT cihLasl (ldlas 3-89 gradlly gLy
Leluall wlsyg Oliogio 013 dddisd] 88 .OLigiSIVIs LY Olwldly & polsbl duygucd]

n 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

5 J=dlly Sasl 3] e-all oo 23S & slbao¥l s8I Jpazdly dipie dyasdl ddy gl
(s lbao¥l sl e @S ymme OB 3] Lol Lgtnyy dudiygauctd] dnghaikl) s Liysoiy Lyysd
BLusdl me dsilivg dalatio ddy g iz ] Litz youn Lisdlss Lo Lo354T grvol sVl 13g
glbd L asSordl Olaasdl 35 5o Buol L3 & dos Cowo mainbl 3, 8Y Lasl
O S 3h) SIS p s e el delio dudel OLudhll Jwogs ad)lall e lsll
AlIContentfy Team, 2023; Shada Wehbe, 2020; Jimit Mehta, :J] , 155 sl WVl d_s8Y

.(2023; Pohan Lin, 2020

Lyolany) diad OLSI os s datall Le,all dislgly (AT) slholl «S51 o SE o)
byl Jb § asleas ge sbiziwdl GSeYL dosmy ol i gleiSll diliin sy o slolly
IS &y ol e OIS,5) 58 ogd Blusd] 83529 delwiwll dLall OI3 Lokl dLsliall
L8150 LS O LIl dadl 955 & onl ) oladYl Liatyg opwdlik] oo dsily & ol
Giliss oliie JSing SresS dusm iy Hass Coowol Lol sl lgliluss dosulod] Lyslso]
Slbahsll Ludin & pa,e Gl Gls deludy byl ddygudl Oyl a1 3Ls0) § 8ylus
Olgiug dotweolll ONS_idl dadloe § dolwsly ddlus p4—udy cdpzesliwlly LS oSl
23l ol 5oull @ Suslait] aslely dablexl) slhol) s8I Oln3b jxs dslite
Ol il dis oy Log «paliably Clideatl (s dgusll § edosd] Oiloggaedly oy gwd] dln 53V
O J23b) 525 s qgouslly aSl ldl AL SloleaVly ddSly dos gill pulexd] (s
Megan Noorman, 2023; Mesh Flinders, 2023; Maria Carpena, :J| , a3 o)t uVlg 56Y

:(2023; Roman Kniahynyckyj, 2024

ClwsS) o (bl gy dwdlibl Ollayg Glysos Lgzlsey dewdlall Lell 485 -
Azl 8kl 8)lueg

LSl jadsg d 090,k &5)9 B 303239 il drowy ol S5l wsd -
Oldesll A Jb2Y)

st Buacds asWsglly Hleall 3levls gl ) BUS 8), Skl dvds )l Ologhl dodl -
ALY dtwe Ul OleusdS dgmall d2llg

Lbygud] da 23Vl haasa) Buhag Lol Olaglme x 3939 I3l d3uog d 35390 355 -
1Y) e LB,

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao n



jgaid gjlb .2

il pace el ol (Joid] gl Olomd) culil C89Il § sogomd] Blagiul SoLs] -
.&LC«}J)”g

Wkl 35Ls35 edass I Gialsg)l 3oy «dd gl dasdl iy ddleYl Sleakl udss -
Sl s

gl o] (o) e iao¥l oS plusciul 1(8) o8 JS
Content creation
Ad targeting
Marketing automation
Personalization software
Chatbots
Predictive analytics

Vice search optimization

006006006000

(Djanan Kasumovic, 2024) :ydal/

O 3l 5,8 8y9 5w (Mgl Islwdl flsag Jlgd 09 dwlyd O] cd—aite Sl 39
dompda)) &l dodlseg daseall OULU g5l Jdoly «OWSga9,l) SV Jglodl jg-late
=38 48 Oy aedbll pawass U] Dlowe Y @05 IS 0L (eldaoVl S5l 9,8 Lidyg
e32 ol of oSlatad) Jold Ludlll ylao & eLadly doaad] Olasadly Slsl,uYl
Joshl o3l Gelad) pupulol (i blssll s pls ALS 509 @l GlusYl Jslwll s
Glg9)y gl dogleSl OB ]l $olwSy dwdid] Olyesih] o Lapey .. YLz
0323l e Bysilly (¥ paddl] dodod e 8008 (Oluzong Gl lssn 83950 il dguds
Lals Lypwy dolud Olad Busy Eusadl dsds dewlad) dslusgll Olas Wiy deaxidl blély
Dimitris C. Gkikas :J] ,2Ja5 ol oz wlg d0BY) g0 Ju3b) JLasVl =V dlate juolll o
& Prokopis Theodoridis, 2022; Jean-Baptiste Hironde, 2023; Roman Chupryna & Olena
.(Kovalenko, 2021; Mona H. Mussa, 2020; Varsha Jain. et al, 2023; Jane Irene Kelly, 2023

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dutyguuill dclinll dolaiwo duualii djr0s (nclihnll (153ll Gjjooll Jrooll dypi gaundi

oelaall Sl bl B sudl] Wlsds blse :(9) o3y JSi

BENEFITS OF Al IN MARKETING

Personalized Better content roved Increased Higher
customer & offers per ormance productivity revenue
experience metrics

(Asi Dayan, 2024) :yuall

«3958IYls adsl puddl s (e glanl § 89 asd] OIS GAygud] g shl OLgSas polis Jbasg
i) SLbls Jlsad) oo ss3bl Slnaekly agmaill Osaiedid] sluh )l s ooy S
056 555 s ey gantll alydl s ds gt glsl Az § sadsdl slholl sISI) 2y ghl
Analytic Edge Team, 2024; Kerem :J] , a3 sl wVlg doBY) G0 d3h) (o 8 g—uch!

:(Giilen, 2024; Steve King, 2023; Krystyna Jarek & Grzegorz Mazurek, 2019

gl =lg Buce o @ds Bouome poles cowlid) Bunusd] Olowid) jmghls gouas -
eekatlly QlmallS mcdl doms Glads o load) L jod acidsadly L] Bl
a9l

e (81 o Sealioilly eiolssdl sl Slasiwl Jio oleadl 33059 dszlieg dyaos -
Olodsdal) slasswlly daowghl OLLE Lplel 43582l chsdll CBoll § ymdl
Al

Jwo g Olauday ilsd! J c&“sjs,ﬂl Glgidy J8le yjuwdy dygdly dlua¥l e a3 -

093] Al 0 AR sy (Dledgiacdly i) 44T 4] d3L5] Olllall oy plhall

4y yhy L5lewdly duswg ) CMasdl y 5oy (dLolSh) duty gwtl] OYLaBY) odaily Buewdd -

Jdoxtdl Suslns Llkl) daasng dugiuwe dJlall hblie ol Jio dotiley Swlote
Ssbd)

! By ol @l Slwsy dasall g IV 8yloadl Jlosl 83l ang Lgl -
Caomdl Oy ys el 54 G (S3ioeb] (339 Mgl LMY LS (G5 55UV

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

Iolw Laslaiylos w315 555V 0dgd (el Joolstll OlSivg baSlug xe Gas—uddl
8oL (3sdstl 5Lkl colzms¥l (Jslidl cplozall Eo s daikl s pasawd
) e dogd) @AY iy a sl

ezl SUL 50l o] G ,b (e (330 JSd deiitwll Olud) yuily m 853
SLo18Yls AoVl Slisesall Cilsd dys55 Vg wlasVly Slusl Ml pgle As 03B
sl doyolly (dslg—sisl]

Lostas e olsdl s 8)0L8 Loyl Glisysy 0L cepilelimly Lolislly Masdl dols)
Glales s by Oloul) Gloogsy dinl) Lady Olw)lssd) dousdy disldl Lassleds
dsde img B9l 59, Lavelo] oy dslpoiul ol «iligg )3 disludl ol i)
IS e AT U o050 d55lae A3l Bygmmy oldy GlwsSly sl dois § olkl)
el Ly guld) -3 plozal Jlome ddblsll dwgadl ol dablell -slho¥l S0l usy

eSoxt] OB 8518) é "_?.GL«huayl B3 499 :(10) 9§) IS

More
presonalized
customer
experience
Increase in Automation
ROI of CRM tasks

Accuracy in Impact Real-time
Predictions - f Al - Customer
through Al ° on engagement
Assistants CRM e

(Jay Hendricks, 2023) :yuall

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

<
s

ciligho diail dogeaoll Juooll dpai cilapio aigai .2
raggall alaill golas (adyguuill pujoll

O = doasd] Gl B sl )8 Aoy By13) L HL3YI oz @31l § sy 63 (501
el ddy gn Juadds plows] 4 O don (oY) doyall Olsudly Gas—atll 8,515 polazs]
Cozedl @8V Jysad] o) (oraad] dwdig) Olplosdl jlt s o5V diidssll
bh_ily LU oo puds gl . Olaglebl a5 (OlawegUl Logilall O95-aJl ,shilly
BySadl SluzgleiSl s dLalSl dbolsdl 0dg) dplondl Ol Jos Lidds 13] (b &
ISy 9o Ol Slas] J] 651 il edsle a5 A3 sliholl S5l lguly s
Spseikl Moasd] O3 dSlga § d8USg 89y CSHLbs dsun b dsy pw 81939 «$rder
siha] S5 sy dmd] o)l s asdly ey bly Bl og)le 55539
4IS liay (Consumer Decision Journey) J—w=ll jI,3 dl>) § 51 S5 dd de gl dglog
i el & 5o Siloryten o, 51 § dudy gl deliall Lyto dubt s «OULy aelsd ] Jsoiow
O S 3h) ellaall s8Il doass 3l sMasd] (yles Jslo e anyliabl Clbll GuSisy Lo
.(Blake Cahill, 2016; Fabyio Villegas, 2024; Christi Olson, 2024 : ] ,J45 sl oz w¥lg oY

dageadl doMeVly ddiygwdl dsluall I8 (o oluel OIS Ologgmey Lide olue 44
Bolat )l daluzwl Olomd Jool o ddadith] Lo glaiSall Buowll g3lly Lzéshl OlssYL
5255 ezl e JYI elstlly SII Jslodlly 01 898wy lmmadly Gomalod] Hsbatll s
Le 529 sl S8l 8 65y Sy A B 80929 dunlite 4805 edasl) 855509 duis ylod
ool 39 e s (JLby @IS Jolw § ¢Sy ddloyl oW udgs e S
SpS9 @809 gl blicl) dwdlid) dmdgll § L95ud) el oyl 35,40 d oS
8ydfeg Bdo,8 S el 53U Ol i Vs (0adV usdl ] geadl dloxe s yoig g datl]
Nasl OMwads § =) pualiy (Go—ud) Olagy by O] puwody g § Al
D52l Wbl 55] O cloms b1 ¢ B los gl 0 g e JLillos 0] o lsuas
Olaaislsss relibaodl sS3L 8552bl 315wl g3Lés Olikas dély rwod 4y yomekl z23LLIs
Joos 40523 Olasiiwl g ALl oSiihly grasiiud! OULY g5l dodoctly (JYI oLt
bty oY e dy5h) Leles dsdle dsdble Codluls ARy dudsyh 3ydarg (Sl
Adobe Experience Cloud Team, 2023; KPMG Team, 2024; The InMoment Team, :J] 25

.(2023; Elena Gonzalez Castillo, 2023; Sudeep Srivastava, 2023; Scott Clark, 2023

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

G5l elibaoYl IS dogsull eMasdll dyy25 delio Jysod (1) o3y JS

a0 C89 @l oo ¢ pul Jumg

Generative Al empowers
brands to deliver stronger e

Effectiveness

CX outcomes, by enabling
them to deliver

at
EVERY INTERACTION.

Humans +

Generative Al

(Jennifer Winter & Guillermo Zuniga, 2024) : ys.al/

sl Cole s 3l csliholl 83 Sl s dasl) iz gl aBlud] OIS §s
Iz § Byl Ololos Sl 821 03 g3 «Oluei)losll gl plasead) Coun paiud
sy oy ble § bgoday jatus Guwsd § 29 ea2lod parasdy edas)l dad Grwsd
o didzviudly Lkl Olykl s ausll Growdlls Olseh] dslio sy ¢ olukl i)
$dtitl] Guy)l il ol cdload] Glagdatlly dlyud] 8)s-201 i Olillate 2o LaasSs
sl (o Lo S (s Symbly 83)LN walgidl ey sdoasl) 480 du3) Olsedly 33 g—uil)

ALY syl OUssgy9 cygmdl 589 (Bgud)

s3] § Ay iy i) dalsabl 4V el 50IL pgeull o8 aeludl -
Ll pusiiud Co oY e gadll ddes § Ay daloy IS pusiudl 4,28
Bods . OaYl dyz dras by do pio LS Susludly es ) ghat) dmalall d2ll ddlse
IS o0 o] mo A=l CB9)) § Jelid) (ool 78V el Y3 4) (-Seg S e
T9-0 & dolell uiho liag s ysdg domy w 1993) ity loos cdicuoxdy Buz edas dads pdg3
£y iy e L] uSimis Lo s cclgianal) Al by 20l S ISk il
Neal Topf, 2023; Krutant :J] , 155 ol Jawdlg L6BYI o dojh) Lacss o 800,8 Jons
.(Iyer, 2023; Rinoo Rajesh, 2022; Louis Owen, 2024; Kathirvelan Ganesan, 2024

U 58 e dalsall AIVly slholl S5 dasall Soloall of L3kl Glsgygy -
CyUST &yl dasudall LUl o g ipusdl] dzg s ChatGPT Jlg Lagas Chatbots

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

emailly dSsSisll 8t e pBsithl oo @2,y SR 3,15 oLals Glesd)
Basld Blall doly § USiacs 3] (sloxz¥l Joolgall Oliudis ams)l z3lse s sl
LloYls OLolzeYl Lodlres (NSl Jo @ Lol §553 Legiy LS 093, dased By
SewsS dis o Le o (FAQ) 8, Sibly dsSlad) dludl lials «Olludzadl e
dsladl Jlas s plas Builudly psall Oy Logas qoldy) 3-sasiy odosll daisd
Osama Ahmed Abdelkader, :J] , 1235 sl wVls LoBY e do3h) & gl (:L;I Jlgby

.(2023; Victoria Campbell, 2023; Leila Hawkins, 2023; Jesse Short, 2023

Masll dyy25 guss o Joss G bl s Olidas Juadl :(12) 08y S

E AMEYO 4

Top 5 Al Applications
that Enhance CX

Voice Assistants
and Chatbots

Location-based
Computing

Virtual and
Augmented Reality

(Shambhavi Sinha, 2022) :,0all

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m




jgaid gjlb .2

ds525 8313] 6523 51 (CX) sMwstll dsye5 OF (Ll o Limdl 0da & - SHL Hasdly
Sasdl OLBYe 8)ls] o Diuin il s d8B ds 8 Laghiin 29 (CEM) Mozl
Olduhs due g 3-wlty J—olS5 -y (ERP) d_wwshl 3ylgn o dnsss o o 3ik) (CRM)
(SCA) doxsiliw) dudlia) 83kl 3o ol o LglS Lavdgge dogil il gral g dolow
B2o-a33 i) § Oyges Coeyy ) d8Mes) dzr oSl OIS ) 303 505 Jlos VI Oilobaih
Oracle, «olee¥l &by 19, ) Cbbog guall Cd) ) LS Jglodl O3 dalasVl odn
o s LaySi ) LY s .... ,salesforce, SAP, Adobe, Microsoft, Google, IBM
Jeedls 8)13] «(SFA) Slsal) 858 diél Jglo (CDP) sdastl GUilo dais @ pasdl pucdy JULL
03 agud Cm gl s (CPQ) Sl (g, oo aiy slawdl dyuosy dagdl] (SCM) uo sl
camail) gdly edlssd] Brg—wdl] sI5] s § AlRdy 8 LAy diusdl dad )l ShISI
of dlagiul slsbl Jpasdl O] Esmr B dygulodl a3 0l slhal s3I s wizwl
0=83Lrs pploliz) g dB8lgill Olowdly 00,535y egelBly e—gade] o o) szl
BB elo2dl 3iillé ummall sl ogpuz s o5 Lblb Lo i o-gil bt peoybl e

hally Gugiadl Hsgesd) Cowld) gill Jsoy s wslug

25 dsBlgll Ol dod) ALY (o A8l ol gyay &, 48l oda plus &5
o G daglll sMasl Lo s s Byib) dlimoyng JUI 2551 ¢, 88 Sslelyl
doslas) ol delors Lolys OIS COlST clgw dolsdly dussSodl Slelhdll ja =y e S

1Oloyidl 8552 Cuo ga Ol ;Y18

Ldgmudl Lzl go Baawitly 8y aslly ol 8139 Cdlbl dnsSodl Gladsdl e § -
Lpasdl Olaghdl e dlalSiteg dlols daghisl «hluwr slholl s5idls L
D93 dage sy dgilyils ezl of glodl doyyes 50555 ) dosellly dogasSIY Glaitly
LT gy Lsdly Sl (e iy il Sl dzmaabls ol o] dmadl G0y am Il Bgiig
plaseiwl 0y 3] «ynymdl Mg dwddll olall & duodladl elwlill d3b § dums )l pgilo)
31 e Olyludzally Al e satadl 0, U zwsill § 8305V dnd )l GlLaadl odn
sl dpadll gsludll o8l dazly dsy o oLi8Y) Olous ] 48L5] d i,
095 dsy pudly dlelad] SUsloed) Us s cdslnd Ol Sus) doull Jaclghly 4 pull
Lojog dysliyVly L sl Ol3gag,Mlg dié 3l YV 542V uSlgd (Gusly § iy i3
lod Logas lyod] asl,sdls Olaglebl dalaily dasall GULL 48] ko w) o)
L) Sloasdl 85520 sLasVly ddgSIY Ol slly wslshl Olyg oo oy §-lsy

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

OL3sT § el d8LSI OIS Slrazlly dg-dodl Byl0]5 cyaddl BULASYl aloo3¥l <L
o il OLadaal) Ldds « jar«s «polgwn Je 455 dwd) Slais plasiwl 89,3
Asma ;4] , A5 slht Wls LB G u3h) Jills Lilrall bod ws z8laal &igu oy
Abdulaziz & Sumiah Al Amri. 2022; Saudi Gazette Team, 2023; Khitam Al Amir,

.(2024; Gulf Insider Team. 2024

s L ggiS3 OIS, Sus py 5 (Sl 090 o] b 23l 4315 SLSM Jloma & -
e S Gl p Sl LySie g (elbaol) eS0T 855kl 8oLl 4515 8)l!
“@_Jl ... Mercedes-Benz, Tesla, Samsung, Volkswagen, Huawei, Volvo, Fiat Chrysler
(ouSld) ol Glond OLLay s LasSy5 Coany @daiey poese JSdy Gilws Com
dodwy Lol AST s 8w (550 cpuseial] gas 2l 85L3 4,05 4ghiy sLss] JMs (s
Olausdly dwsomb) gadl dala] Joa sl Lol o § domiady dssdog dolys
Jlail Olyre oiiladl as3s « Oyl 31,k Ol oSy Hleicadl 85 gols dwésbl
85L0)9 el ddaddl 48105 (g)lg-hall WYL § Sl Je d8LS) Lalas] 5 8g35 cdiuwme
Sssly (Byhll Oloyming Olydovie § dloiock SUas YL 5 cilly g8l gl 8:L4S
oo Jdidly «dLEYlg pladaoll golad (oIS, U RIAY el Jasyg d=dlly 31kl yolad)
829,k plo-iVlg <y9,- bl 45, bLel dalshl dsseall GUL Jodos 4] 48Ls) «sslgodl
Swdign pdsia dgley Lsleb 1 ST Aoy J 8l Jsed (puiblly gLkl B3, b
L8 Syl o dgles (s e ol S @ dpylls YY1 elsatll SISyl
LAY LUV Lodlrey (0L dcogasy dalsill Bglsdl 8)ls) & Wl gusdl (- SJ
Ogbl o SLsdl Oyl 3Lsal e 8yl dolyuwdl d5U 5l dolasl o s 455
Ben Lutkevich, 2024; Alyssa Schroer, 2024; Ron : ] ;125 ol Jatwdlg L6BY1 o Jo3b)
.(Dutta, 2023; Jim Farley, 2019; Robin Wagner & Danny Smith, 2024

(sllaoYl 531 Lz gleS 63501 3l Ololayl Oluy dosall Lle )l 8552 Jloxe § -
3V gV § 33V § pols o3l pasll § Bkl Ol e Bl dolaillg
dy,25 31y § Al Lle ) Olaus onde Basluns (e 131 55815 T 4 OIS Le 505
vkl Oy Logas Bgus b cowlSos 02,8 pas 543 «BLapls oslibl s LI Jsas
AVl Oludsig «Bg-iSls pogmmilly Glawawly Olesl bl Olale 4455 Cdy & siws
deg 45l sz Olaldly 5STL & Ml diloy § daal IS dasityg dol,zdl
dudall QUL (o Lo OliaS Jodods (JYI 831y LIS ponud e eg-all bl us oL

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

dsy ool L)Yl ¢ oo,k s onwss s glaudl lywlSsily gclly bLeY) sl
G Y el Gan, bl d 25 8y15] O3 okl o ddlually d8g3skl Eom glid § doole |,al
e ladl e § doasaud) L] Olahdl oo degame J] LU Codl oSy die
o dogme el wsiost) (-l asldl Olazlss pas sl Ol lsss dolzdl SUss)
Lol Sl § dggall Laoyll OUsg) ged Lal g ddsall &gl Ol bl N
944.65 J] 2023 ple & ;Y93 Osebe 230.28 (s Bgudl lin sai O @Boikl (o o donall
GBS padss dumall dle )l glhd) LY Coaw LS 2032 ple Jsdoy j¥93 Og-ide
shhiuwlls doBYl e uu3h) CAQH Sl degasd Lads Voo HLis 122 jlagie duyloYl
Aamina Suleman, 2018; John Zimmerer, 2023; Brooke Phillips, 2023; Nelson :J] _/J:uj

.(Urbina & Vladimir Melnikov, 2023

Lpll=d d55oal 8ylod § 5okl dansall oghl 5w dousl Jslis dSiel gUad Jlow §
vawasd § (JYI o=l (el 53] Jgdog ol ] dwgall 858 e sloell
e2ldyg oalelds 8L ding (gas i) gollall cLad] U] 605 bs dlywy 50 Mas 40,25
ol Gyl OV § By Lo 5l ol ully BLaioYl Juse glis)ls osYs9 o2l
dd Vg L LadVl i dewdls 850 ) Jgmiew 4513 am § liag Slusdl gds sdas
Oleluyl Slasluny OYlsiwl dasy doiSIY) ol i) elyw L55oll mad) ol
Walmart, Amazon.com, Aldi, J= «gylead) bLid) s g o) iy 51,8 elial duawl
£SIJL 8)3=bl 31,k OlpealS «US e d42aYl g .Alibaba, Carrefour, Ikea, JD.com
Lot Jss a8 @3l oSl plontll 5-SIA1 (5,305 gl oy ails 0 (el
Ees sl Joasl s ) dosd) late dUISs LYl pasms § i il sl
dpas by d3dle Glods coud § GHLis Ul b0yl Ss19)9 Ly (oo5-bl Olowidl
Coh dagede A SU Bgd)ly A SU madl dlw H5ul J] 43LaYL zwly SUKS s
s sl Ay yed dad e ©3309 Bt Biy dsie § 8)s5 Clund il sl
s dsBs besy . 921589 55 =bl 2 8lgll OLads Olelgwl JysT Guds 1Ty (B gk
95 & (58w A5l gl Ly s st sloY) sISI) OF dasll 4 25 8ol
i3] a0 ol Wy oY) e do3h) desld)) (als_cill $ Sjoal lgiue Loy § sy
Shekar Murthy, 2024; Jodo M. S. Carvalho. et al, 2023; Ryan Tamminga, 2024; Ryan

.(Tamminga, 2024; Erin Hueftner, 2024

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Ol Lazeobs lywly sg «O¥Yaally Slobizwdl oo 5] eabiws OF oS «dUabl Lolgs §
Ol Cxdl (JY o dslly dasally slbholl s53IL 835wl dosad) ddasly ddysutl] dslial)
2= dooly oy LBB dycan sMasdl 0yled (wsdy pawass § dsdiey dod (a3l Ly
(§3-8 dls] Coomeal diiiploby Al Wy win @8)9 i)y dow s (8 yoxlly (gl L5235
s 8,0 Sls dawgibly dpsally ,wall dolis sVl Olodaio Lyie JSES dwdls 85—ns
o b pswshl goulodls a3 ol 1is § ddeully dLadyl Lyie oy clyw do
L3 e dome Yo dgie o Y dsais 89509 U diwl ;365 Sla oYl & 5Lutay ys bt
HbodYly LSty &SIudl CYLaily Slaghell Glads Glidss g-dé § i Lad] dolo]

Aploadly dol Yl dad) OLlholy (ol dsliall

o) OB)gll o § 83yle) blaYI M;SJ Wls Lalsiue suall 1ia § Coll S s

Gl 5 480 ddbhe Coody , TeunSdl pode o 3tuie g 45 (slhoVl 8531 O] (1)
i leiSl SLI s iad] @bzl BLAYI s % g sl 4iley i
SULYI s dite ) Bamy b SISt cdspad] L9 AUV OBLEISY) 00 o 8,8 548 daslaxl]
dzdlll 3550 A yubly doand) 842V Jizsy & polell dewssdly Gl odzdl bls &
gsizedl 8L 8352 8okl dulonadl OUabatlly Al odl DLl LSS (ad Bylaalls
Lolodly ddusb] Bl giue 859 dloiy LyolaidVly Lelorz¥l dnald) §dbisdy g b
Bacsibly L] CYLaabls (BUbI Ly o9 daly olodl oo doyasl] e Mo (BoLiSy
ey G355 JS_iy ALYl 8yLasl dousd

Sl lstg dtelail mnzs Y Could] Olilys s Tz ¥ 5528 sllao¥l <531 o) (2)

diie g UBS sy degh OB (e Gy dlade do)sh WVgo8 (o Hiul sl

A yyohaiy Al wl Oilslsly laly Glaxed sy ie Gl wSes dalog 48Y Ol oia

Olagll dl oay Cllby Joy dSYg ! Bls—ully dpa )l Oleliall gpee Cin -l

dalzilly dwgeml] CYYI 35459 Bghuw 31555 e eyl b Gyl pladlly dsogSdl

1Y) Syl darid s Ao Comeols o dom Lagy GULl (g5l Jdowtl] 893

O LS dudsl] dotwegUly L loctdl OMS_ik) ol s 8y wnns i) Loaudaidly
Aazoel) 4 wlSag doyd Bl it wly (Jubiawdl deliog sl dwiin § Clie o) Ly

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

ssbatlly alsdl pu izl b 39 Al d8,=bly JLusdl pas § slhall s3I o) (3)
Oaadly 40 paslly Blasdl § dewladl 85515 duglyll ymxerg (5,-2801 Sg-asdd] Sy (3 gaslerl]
8oLs3)ls o, bl pLas¥l & 83T S dslog dlilugs asilssl mashis Cawss Of sdws
Ladlsy ) dpleodl OLehidl ooy slade J] 2 dadl Sy (pame o0 s LSSkl
Lslall Ll 0L ey slyw ao o plidly plall gslhill (Jadll oo dolusl
Co55]5 (Gonsd) ol (doidY OLs (o g i dos bl SHI OV Lgouts ) A3y
Sl omim 93 Lo 4S) Olaio¥ly ity 8ymie o (02l 78Ylg 55bl 2 3lsllg sl sVl
oezlsy s 559 & peus LU Byline daid g outlly oYl id @lies el
o=Vls Lsidly Slsaszdl s dipw HUTy dedww Slalin Y1 oS3 3] dasy iy dgial

S pad o At Jadod Ml me AN 8)13] 5 dogas duygwtl] deluall o) (4)

1A SL) oy Al 8,0y 3390l bLS)YI dpeal (alisy as—aledly 332kl ellaol

il 380y (o8l Jsoxill gt § IDg Argatll 51,81 SLssily e slssdl] deYl

N o s S (39S ] gurdlidl) Byl (o JLEDYNg (e gloSl puial]

gz o B)loalls Olmubls SLNeY Jlow g zesliwd) BYBYls plawdl Cadlowl]

Blsally daSUl wSlgsll s sl gyl dusb oo JYI Gl Slilass yguaSl poles

&l oo 35T Limes Latay diysatll daghaill Coomoly (Jd (o Stomy b LS A Sl

Ol 9dens s lbao¥l sS31 Glaudasy Glimeyy 32yb s «oudledl IV L350 gae C35
B35s-dall Olagiadly 852 bl skl 5L QLAY Ao odl sVl i

O dBusbl HLaSYg Olunugd) coisds o] A8 wdl CewlShls po,all IMswl o) (5)
Olsdly @rgwtl) gidml pud)l 35l e SLAlL Slsswll ely «lasal ool
Lolai¥l o ss Blusl oSI dgmall @b ol gl Lad § slidl O 89 s polbl s
O Rzg—atll Bl 8315) (0S8 U] 631 3IAoYl Bag—wtll o & dilmed) A3l 5l
zb OLRds Sege arass § doosd s diudlidl 5l 85l s daSlall 8504l
sl Lobs doaase gogye9 8un 8 Olouss gl peuady dwiigy Yatwl (hsgud)
ALolSl) Ay g wtd] YL § 481 JLs0]g lydl b asyg A0 p09 dSusliys diy sy
Olg3 Bylo] & Glisg,ll grndy el dp sy diwll dilely dumgdll SlbL il
Atz U1 Slossdly a5l OISy Slacedl Jdlug 35l Jadlly @ 3stll ddliag

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Layshiy Lanass § Hlokiwd) (s uSl=ll ddymeg (o] doy yo 8ymlseg wlid dummpio O] (6)

810 udmd U1 pLaLl § a8 JlomsVl bls § dle 1S Sy dmdy dyie s

312l ooy & sMasdl sy pueuloly Ol Gualiy g Gl Ce dyusdl

§ 8isT g Olsuall 815y s5-a8 Luslsly cAsgucll blidll grenoy I8 & dSWgrudlg

IS5 Ukl s Go-2ly 53-8l & il )l S sak] ploial Wol3s oy s-aailly <25V

ddhieg Lusgdse Oleg e Ly Hliall Masll 0ylod Gluwss § db,all dalLl oda

sailly plodl s LS duy gl 3l Hludiog AU dasdll 8352 Lyasl (e -l

s=ledly Bydll Sluo]g wcalisdl Gl ooV b b Geiws Of comy gdly Ladeds §
ABagiad) Blsud) 850059 33L3 JLidls comsdiyhly odlod] udlill e el

ptibolzog ogions oLy Masll Gyled Jpolds A3 budylls &S,Lall a9l o] (7)
Jsmiityy By—gung Ay Woad gslys dilizs Suzr dsligil Ly easailuns
8L Lgre ,Sig cdalarall yime Loeliwl 593,0 (8 dlose Y it ahdd] 9t
Ailazgg dudble dhuly o epilxely oasld] Guasdy Bolelly Lol oMol yoline
S G dgley dlpaad) Olelaill 59859 il dpdud) Olgatll (2535
ddo BusB 5ol diles e giVer BlazoVls slicwdl CYlio| o Caslasy el il 8olels
Lasd ol L8 daddll sl o gund] &L ol lierg o ga 81 J] LoVl Masdl o
Olasadly Olsho¥l eodass Lalyll dis o o Gyl s pud U el yas
At 30555 e Ll 488l Loy Lgio)d gl oo &gl plyVl s jpdody il
Al o))

Leluall JloesTy gmnSdl SOlusayg luosh dvddly dadll slebl o )Ll wolanl o) (8)
OUSY o il Bolatadl dol e sl pan s Ol b uB (Olsably didisg ]
& dxshl QY Olauhsy elhoYl oS3l Olwylssd dvosll Ohudlls &)l
dela] Oludy 8,5 Byhy dras il golb sLidly sNasdl Q)led fwsdy papass
O Al dwsdlid) dozlll uelgd § Lyyde Lsysd Yoo8 doblell Blsull Gugs dIU
Aoyl Olsygy s JoY) doyally B Coseool gl ddoud] 4y ledl] GLadls)
e Iy Laad) O s Loy s an dyeSI OB Jdods (nodl 581 uasludls
& oSlll Ml e Jtanyg «Slgd] oSl s (3! Jopasl) dsye Jodl pads -l
Olsal adgis szl aglis a1k 3kl s Lo 509 qarasall LSV Jg Lol
8951 el ddgudl paasdl mewsly A SOV

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

Lad] Josihl Olog blly psbill o ditid] Ololsawly Olblaiwdl o 0,53 Gew losg
Oloogd! oo da3lb & 5bsbl iy iatahl $d oo @iy Caoll OLs U s 3dley .odel
L35 § pusling Jbl Sl Oledail) dld Logas 3o,k db)ls Llig 055 Ly iy dosly)]
s Ol e Lais L Log «slihal sIS3UL 8330l Ggulod] 8542l diy gl da iVl

L sl s g «dodl 2l dy o8y Jowesd] ddory 8510

G208 IS dl Il e lally «lsakly Bagctl) gipdid] pudyll i Of comy (1)
JosT dolaial OF ) ;a5 3] S polshl didwuldy d o) dudygct)) A3 szl
@ A8y B)lias 4 p=5 desdl (o950 3-89 USin Os-0ye LBugiwn Folody dalail
Unsdl Oy cdsesiliwl d8Me dal8) 3o yb s doyyload] LMl ol & 5,8y ddas, bl asdlelas
ot dlialls eglens Masll doas G -dall ] Lanled JssS OF s oy @ 9ias
Gbss IMs s 50 (il j5hatlly Lued)ll )51 pa e ¢ G oda Lolo] Ol
cwanasl g 9,-bl 5l sl dalS oLlSs dildb & $om $II (sl sS3) daghiie
Aol Slszllly duas 2l golb Lasly

a8 A8y sliha sS31 0L cOlsed] 9,009 Br9—etl] g swlon 3082 OF 3y (2)

Lkl 0uSlge Of yt dlaaldl d adly Lol 4salSs s o))l sy c@liuday

dbdyll Slgsg)g ddshl OYYI GLS B3 domag dudle dyou | 0051589 dsrigeg 4 o

seid) 505559 el doyy28 s Jlome § 850l il Cdis (pdl Y (yasladly

35 09909 399 621 dmes ] Usoeid «dy dolidl sl il dloy o das JS § ablsll

sLesily Sy dls Olsudl 949 (Lol el pdy «gol8id] 805 U] g35aw Moo 0L Ls)!
Asaud) dys839 )Yl

Dol OL dsasell go L8Vl 815] gralys 58 eng cedasll dods gibsge ditmy O 4y (3)

Oldhie Lyl dabiiall 53-S,kls x5l Gyl o s cdaluiacd] dwdlid) 5L

WS hayg didyg wtl) dsluall gilgis Olo st dses Laasl (g by iy Olodtiag

o Le JSC Joais Cpony ddlzilly 8sLaSUI g 50 so-tate o A1) O omes pusilie

ool Ol diw OLelaily dulusly dusd 3,25 Jlot oo Joasdl vizs 6ls

S Blusgy Olgal Jumis s ookl 18 g)ludl s e Jjmg Goudl Jmo i)
3-8uly dse bl Ul § 8ypubl slaol

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Ol Jad Ol 8,53159 ($39wdl) omd ey dabaill § Opoasiiad) JS gy Of pioy (4)

s dplon] doesdl 40,25 §955 Ladizd dilly Sued) Masdl doy,25 (0 092 Jlio

= o LYl s ol dalslly ymiiy dlzes ) Jogasdl 425 Ol Bolaudly j=do

Y 5l ety ¥ el Ml Olyga e dslad] Moozl ylos 2o Le Lleg . Lol

Lol dolodl s dims .ege dusled] Comall e 40T 51 - ooy 083 Y 51 - oo

Slazdly GAyswtll g3kl 228V elhall sS3l Slusi)lss g oMoy LBy S
]

9 Gelid Byime dulygud G9iz JYI s8I Olaud giass «Jo-ll 430 0L aluzdl &9
OY 11 s lhaa S0 L glgiSS go 5had O elotail] § dudygwntl] dsliall s 8L
Ol sde 2o Lsals)lly Lol Ghstws § 850139 el 9 & Grde i Ilin
2b9 uzlslls Bolsdl i35 (Jdlslly Oladsdl L) 3osb e V) Gl ¥ liay il
Lo gloiSl poud ails e Lo e BLusdl €ld o o331 mimg o) «luwlat¥ls JoS_il

Ghas—adl dgidl § At

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

:aaljallg jaloall

Aamina Suleman. (2018). How A.L Is Superseding HealthCare Customer (1)
Experience. Zillion Designs Blog (https://www.zilliondesigns.com/blog/artificial-

(/intelligence-healthcare-customer-experience

Accenture Team. (2024). What is artificial intelligence? (https://www.accenture.  (2)

(com/au-en/insights/artificial-intelligence-summary-index

Adobe Experience Cloud Team. (2023). How Al can improve your customer  (3)
experience in 2023. Business Adobe (https://business.adobe.com/blog/basics/ai-

(customer-experience

AlContentfy Team. (2023). Al vs Traditional Marketing: Which Will Prevail?  (4)

((https://aicontentfy.com/en/blog/ai-vs-traditional-marketing-which-will-prevail

AlContentfy Team. (2023). The power of strategic partnerships in customer  (5)
acquisition  (https://aicontentfy.com/en/blog/power-of-strategic-partnerships-in-

(customer-acquisition

Alyssa Schroer. (2024). Artificial Intelligence in Cars: Examples of Al in the (6)
Auto Industry. BUILTIN (https://builtin.com/artificial-intelligence/artificial-

(intelligence-automotive-industry

Alyssa Schroer. (2024). Artificial Intelligence. What Is Artificial Intelligence (A)?  (7)
(How Does AI Work? BUILTIN (https://builtin.com/artificial-intelligence

Analytic Edge Team. (2024). Automation and Marketing Mix Modelling (https://  (8)
analytic-edge.com/blog/automation-and-marketing-mix-modelling-balancing-ai-

(/with-human-judgment-to-deliver-the-best-in-marketing-analytics

Analytix Labs Team. (2020). 15 Real World Applications of Artificial Intelligence  (9)

(/(https://www.analytixlabs.co.in/blog/applications-of-artificial-intelligence

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Andre Schwager & Chris Meyer. (2007). Understanding Customer Experience. (10)
Harvard Business Review (https://hbr.org/2007/02/understanding-customer-

(experience

Annette Franz. (2024). How to transform customer experience with AL MarTech (11)

(/(https://martech.org/how-to-transform-customer-experience-with-ai

Antony J. Blinken. (2020). Artificial Intelligence (AI). the U.S. Department of State  (12)

(/(https://www.state.gov/artificial-intelligence

Arthur Greeno. (2014). Listen, Apologize, Solve and Thank (https://arthurgreeno. (13)

(/com/listen-apologize-solve-and-thank

Asi Dayan. (2024). 4 Practical Ways to Use Al in Marketing (& Why You Need (14)
To). Word Stream Blog (https://www.wordstream.com/blog/ws/2021/07/15/ai-

(marketing

Asma Abdulaziz & Sumiah Al Amri. (2022). Saudi Arabia’s Management of the Hajj  (15)
Season through Artificial Intelligence and Sustainability. Sustainability Journal.

(Volume 14. Issue 21 (https://www.mdpi.com/2071-1050/14/21/14142

Association of National Advertisers Team. (2024). Relationship Marketing. (16)
ANA Driving Growth (https://www.ana.net/content/show/id/brand-activation-

(relationship-marketing

Athanasios Valavanidis. (2023). Artificial Intelligence (AI) Applications. The (17)
most important technology we ever develop and we must ensure it is safe and
beneficial to human civilization I. Research Gate (https://www.researchgate.net/
publication/369914014_Artificial_Intelligence_AI_Applications_The_most_
important_technology_we_ever_develop_and_we_must_ensure_it_is_safe_and_

(beneficial_to_human_civilization_I

Avijeet Biswal. (2024). 18 Cutting-Edge Artificial Intelligence Applications in (18)
2024. Simpli Learn (https://www.simplilearn.com/tutorials/artificial-intelligence-

(tutorial/artificial-intelligence-applications

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

Barbara von der Osten. (2023). Why You Need to Embrace Relationship Marketing.

(/RockContentBlog(https://rockcontent.com/blog/relationship-marketing

Ben Lutkevich. (2024). self-driving car (autonomous car or driverless car). Tech

(Target  (https://www.techtarget.com/searchenterpriseai/definition/driverless-car

Bergur Thormundsson. (2022). Artificial intelligence software market revenue
worldwide  2018-2025.  Statista  (https://www.statista.com/statistics/607716/

(/worldwide-artificial-intelligence-market-revenues

Blake Cahill. (2016). Success is not a destination; it’s a (customer decision) journey.
ECONSULTANCY (https://econsultancy.com/success-is-not-a-destination-it-s-a-

(/customer-decision-journey

Blake Morgan. (2020). How To Prove the ROI Of Customer Experience. Forbes
(https://www.forbes.com/sites/blakemorgan/2020/09/07/how-to-prove-the-roi-of-
(customer-experience/?sh=411a765f67f4

Bob Blumberg. (2024). 6 Customer Service Acronyms That Hold the Secret Formula
for Delivering Amazing Support. UNITELVOICE (https://startup.unitelvoice.com/

(customer-service-acronyms

Brian Kennedy. et al. (2023). Public Awareness of Artificial Intelligence in Everyday
Activities. Pew Research Center (https://www.pewresearch.org/science/2023/02/15/

(/public-awareness-of-artificial-intelligence-in-everyday-activities

Brianna Blaney. (2024). Relationship Marketing: Authenticity and Honesty is What
(/Sells. TIPALTI (https://tipalti.com/affiliate-hub/relationship-marketing

Brooke Phillips. (2023). How artificial intelligence improves healthcare customer
satisfaction scores. Nice Blog (https://www.nice.com/blog/how-artificial-

(intelligence-improves-healthcare-customer-satisfaction-scores

Carla Vianna. (2024). How to use the LAST method to provide great customer

service for tour guests. XOLA (https://www.xola.com/articles/how-to-use-the-last-

(/method-for-customer-service

(19)

(20)

(21)

(22)

(23)

(24)

(25)

(26)

(27)

(28)

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Charlie Giattino. et al. (2023). Artificial Intelligence. Our World in Data Journal (29)

((https://ourworldindata.org/artificial-intelligence

Chris Pemberton. (2018). Key Findings from the Gartner Customer Experience (30)
Survey. Gartner (https://www.gartner.com/en/marketing/insights/articles/key-

(findings-from-the-gartner-customer-experience-survey

Christi Olson. (2024). Goodbye Funnel, Hello Flywheel: How to Build the New (31)
Customer Experience (CX). Marketing Profs (https://www.marketingprofs.com/
articles/2019/42175/goodbye-funnel-hello-flywheel-how-to-build-the-new-

(customer-experience-cx

Chrysalis Software Solutions Team. (2020). What is Artificial Intelligence? (32)
How does Artificial Intelligence work What are the major subfields of Artificial
Intelligence? (https://medium.com/@chrysaliss.transformation/what-is-artificial-

(intelligence-how-4987cbc34ea4

Cindy Hosea. (2021). From Customer Expectation to Customer Satisfaction: What  (33)
are the Gaps? (https://cindyhosea.medium.com/customer-expectation-product-

(value-and-customer-satisfaction-8ebbdc09e242

Corey Patterson. (2022). What is customer experience and why does it matter? Mar  (34)

(/Tech (https://martech.org/what-is-customer-experience-and-why-does-it-matter

Coursera Staff. (2023). What Is Artificial Intelligence? Definition, Uses, and Types (35)

((https://www.coursera.org/articles/what-is-artificial-intelligence

Cube Cloud Team. (2019). Customer Experience — a Powerful Concept (https:// (36)

(/cubecloud.eu/2019/09/13/customer-experience-a-powerful-concept

Cuboh Software Inc Team. (2023). Customer Complaints & Active Listening: The (37)
L.A.S.T. Method. Cuboh Blog (https://www.cuboh.com/blog/customer-complaints-

(active-listening

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

Darrell M. West and John R. Allen. (2018). How artificial intelligence is
transforming the world? Brookings (https://www.brookings.edu/articles/how-

(/artificial-intelligence-is-transforming-the-world

Dave Pabley. (2023). Customer expectations: 7 types all researchers should

(/understand. Qualtrics (https://www.qualtrics.com/blog/customer-expectations

Dimitris C. Gkikas & Prokopis Theodoridis. (2022). AI in Consumer
Behavior. Springer Cham. Research Gate (https://www.researchgate.net/

(publication/355069187_AI_in_Consumer_Behavior

Djanan Kasumovic. (2024). A Guide to AI Marketing Analytics for Marketing
Professionals. Influencer Marketing Hub (https://influencermarketinghub.com/ai-

(/marketing-analytics

Elena Gonzalez Castillo. (2023). How Can Artificial Intelligence Improve Customer
Experience? PATHMONK (https://pathmonk.com/artificial-intelligence-improve-

(/customer-experience

Erin Hueflner. (2024). Al in Retail: Transform your CX into your competitive

(/edge. Zendesk Blog (https://www.zendesk.com/blog/retail-ai-infographic

European Parliament Team. (2020). What is artificial intelligence and how is it
used? (https://www.europarl.europa.eu/topics/en/article/20200827STO85804/

(what-is-artificial-intelligence-and-how-is-it-used

Fabyio Villegas. (2024). Consumer Decision Journey: What it is? Question Pro

(/Blog  (https://www.questionpro.com/blog/consumer-decision-journey

Forrester Team. (2024). Planning Guide 2024: Customer Experience (https://www.
forrester.com/bold/planning-guide-2024-customer-experience/#:~:text=Yet%20

(.our%20research%20reveals%20that,that%20drive%20action%20and%20value

Gartner Team. (2024). What Is Artificial Intelligence? (https://www.gartner.com/

(en/topics/artificial-intelligence

(38)

(39)

(40)

(41)

(42)

(43)

(44)

(45)

(46)

(47)

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

George Hopkin. (2023). Six of the best future uses for artificial intelligence.
Technology Magazine (https://technologymagazine.com/articles/six-of-the-best-

(future-uses-for-artificial-intelligence

Gulf Insider Team. (2024). Saudi Arabia Launches AI-Powered Robots to Aid
Hajj and Umrah Pilgrims (https://www.gulf-insider.com/saudi-arabia-launches-ai-

(/powered-robots-to-aid-hajj-and-umrah-pilgrims

Heather Wintermantel. (2024). Customer experience: A comprehensive guide
for 2024. Zendesk Blog (https://www.zendesk.com/blog/why-companies-should-

(/invest-in-the-customer-experience

IBM Team. (2024). What is customer experience (CX)? (https://www.ibm.com/

(topics/customer-experience

International Data Corporation (IDC) Team. (2023). Improving the Customer
Experience with GenAI  (https://blogs.idc.com/2023/11/27/improving-the-

(/customer-experience-with-genai

Indeed Editorial Team. (2023). Relationship Marketing: Definition, Benefits and
Examples  (https://www.indeed.com/career-advice/career-development/relation-

(marketing

Ipsos Team. (2024). Delivering a Return on Customer Experience Investment
(ROCXI) (https://www.ipsos.com/en-si/delivering-return-customer-experience-

(investment

Jake Frankenfield. (2023). Artificial Intelligence (AI): What It Is and How It Is Used.
INVESTOPEDIA  (https://www.investopedia.com/terms/a/artificial-intelligence-

(ai.asp

Jane Irene Kelly. (2023). The Future of Marketing: Predicting Consumer behavior
with AL Invoca Blog (https://www.invoca.com/en-gb/blog/the-future-of-

(marketing-predicting-consumer-behavior-with-ai

(48)

(49)

(50)

(51)

(52)

(53)

(54)

(55)

(56)

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao E



jgaid gjlb .2

Jared Cornell. (2023). How to Meet & Exceed Customer Expectations. Pro Profs

(/Chat Blog (https://www.proprofschat.com/blog/customer-expectations

Jason Bordeaux. (2024). What Is Customer Experience? (And Why Its So
Important). Hubspot Blog (https://blog.hubspot.com/service/what-is-customer-

(experience

JavaTpoint Team. (2021). Artificial Intelligence (AI) Tutorial (https://www.

(javatpoint.com/artificial-intelligence-ai

Jay Hendricks. (2023). The Role of Artificial Intelligence in CRM: The Future of
Sales and Marketing. Find My CRM (https://www.findmycrm.com/blog/the-role-

(of-artificial-intelligence-in-crm-the-future-of-sales-and-marketing

Jean-Baptiste Hironde. (2023). AI's Impact on The Future of Consumer Behavior
and Expectations. Forbes Technology Council (https://www.forbes.com/sites/
forbestechcouncil/2023/08/31/ais-impact-on-the-future-of-consumer-behavior-

(and-expectations/?sh=7b6ba26a7f6d

Jeff Dean. (2024). Bringing the benefits of Al to everyone. AI Google (https://

(/ai.google

Jennifer Winter & Guillermo Zuniga. (2024). AI Governance in Customer
Experience: First Steps & Best Practices. Concentrix Blog (https://www.concentrix.
com/insights/blog/ai-governance-in-customer-experience-first-steps-best-

(/practices

Jesse Short. (2023). Al and Customer Experience: The Basics + 5 Tools to Try
in 2024. Help Scout Blog (https://www.helpscout.com/blog/ai-and-customer-

(/experience

Jim Farley. (2019). Beyond the Robo-Taxi: Great Customer Experiences Will Define
Self-Driving. MEDIUM (https://medium.com/self-driven/beyond-the-robo-taxi-

(great-customer-experiences-will-define-self-driving-20e9f76573e1

(57)

(58)

(59)

(60)

(61)

(62)

(63)

(64)

(65)

E 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Jimit Mehta. (2023). The role of artificial intelligence in personalized marketing. (66)
Abmatic Al  Blog  (https://abmatic.ai/blog/role-of-artificial-intelligence-in-

(personalized-marketing

Jo Chapman. (2020). Delivering Excellent Customer Experience in the New Virtual (67)
World. Pure Blue Ocean (https://www.pureblueocean.com/my-product/delivering-

(/excellent-customer-experience-in-the-new-virtual-world

Joio M. S. Carvalho. et al. (2023). Artificial Intelligence Effectiveness in (68)
Customer Experience at Retail. Research Gate (https://www.researchgate.net/
publication/372770238_Artificial _Intelligence_Effectiveness_in_Customer_

(Experience_at_Retail

John Zimmerer. (2023). Five ways Al can benefit customer experience in healthcare. (69)
Health Tech World (https://www.htworld.co.uk/insight/opinion/five-ways-ai-can-

(/benefit-customer-experience-in-healthcare

Kathirvelan Ganesan. (2024). Transforming CX with smart virtual assistants. Tata (70)
Consultancy Services (https://www.tcs.com/what-we-do/services/cloud/aws/blog/

(ai-powered-cx-collab-space-chatbots-customer-service

Ken Peterson. (2023). Customer Expectations: 10 Key Expectations to remember. (71)

(/Question Pro (https://www.questionpro.com/blog/top-customer-expectations

Kerem Giilen. (2024). Integrating Al into the 7Ps: A comprehensive media (72)
approach. Data Conomy (https://dataconomy.com/2024/01/15/7p-media-ai-

(/marketing-mix-modeling

Khitam Al Amir. (2024). Saudi Arabia launches AI robot to enhance pilgrim (73)
experience for Hajj and Umrah. Gulf News (https://gulfnews.com/world/gulf/
saudi/saudi-arabia-launches-ai-robot-to-enhance-pilgrim-experience-for-hajj-

(and-umrah-1.1708167886469

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

KPMG Team. (2024). Artificial Intelligence and the orchestrated customer
experience. Global Customer Experience Excellence 2023-24 (https://assets.
kpmg.com/content/dam/kpmg/uk/images/2024/01/crt151616/Global%20CEE%20

(2023%20-%2024%20report_WA_2.pdf

Krutant Iyer. (2023). Reshaping Customer Experiences with CINNOX Virtual
AT Assistant. CINNOX Blog (https://blog.cinnox.com/post/reshaping-customer-

(experiences-with-cinnox-virtual-ai-assistant

Krystyna Jarek & Grzegorz Mazurek. (2019). Areas of the impact of AI on
marketing mix. Research Gate (https://www.researchgate.net/figure/Areas-of-the-

(impact-of-Al-on-marketing-mix_tbll_333671063

Laura Aberle. (2023). Relationship Marketing. Tech Target (https://www.techtarget.

(com/searchcustomerexperience/definition/relationship-marketing

Leila Hawkins. (2023). One year of ChatGPT - how has it changed customer
experience? CX Network (https://www.cxnetwork.com/artificial-intelligence/

(articles/one-year-of-chatgpt-how-has-it-changed-customer-experience

Louis Owen. (2024). Intelligent virtual assistants — Differentiators and features.

(/Yellow AI Blog (https://yellow.ai/blog/intelligent-virtual-assistants

Margaret Rouse. (2024). Artificial Intelligence. TECHOPEDIA (https://www.

(techopedia.com/definition/190/artificial-intelligence-ai

Maria Carpena. (2023). The Advantages and Disadvantages of Using Al in
Marketing. WEBFX Blog (https://www.webfx.com/blog/marketing/ai-marketing-

(/advantages-disadvantages

Maria Diaz. (2023). What is AI? Everything to know about artificial intelligence.
ZDNET  (https://www.zdnet.com/article/what-is-ai-heres-everything-you-need-

(/to-know-about-artificial-intelligence

(74)

(75)

(76)

(77)

(78)

(79)

(80)

(81)

(82)

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

McKinsey & Company Team. (2022). What is CX? (https://www.mckinsey.com/ (83)

(featured-insights/mckinsey-explainers/what-is-cx

McKinsey & Company Team. (2023). What is AI? (https://www.mckinsey.com/ (84)

(featured-insights/mckinsey-explainers/what-is-ai

Megan Noorman. (2023). The Pros and Cons of Al in Marketing. Zen Media Blog (85)

(/(https://zenmedia.com/blog/ai-in-marketing

Mesh Flinders. (2023). Al in marketing: How to leverage this powerful new (86)
technology for your next campaign. IBM Blog (https://www.ibm.com/blog/ai-in-

(/marketing

Microsoft Team. (2017). State Of Global Customer Service Report (https://info. (87)
microsoft.com/rs/157-GQE-382/images/EN-CNTNT-Report-DynService-2017-

(global-state-customer-service-en-au.pdf

Mike Thomas. (2023). The Future of Al: How Artificial Intelligence Will Change the (88)
World. BUILTIN (https://builtin.com/artificial-intelligence/artificial-intelligence-

(future

MkKeller. (2018). 5 Effective Ways to Resolve Complaints with LAST. Center Edge (89)
Software Blog (https://centeredgesoftware.com/blog/5-effective-ways-to-resolve-

(/complaints-with-last

Mohamed Zairi. (2000). Managing Customer Dissatisfaction through effective (90)
complaint management systems. Research Gate. The TQM Magazine. 12 (5)
(https://www.researchgate.net/publication/235279426_Managing Customer_

(Dissatisfaction_through_effective_complaint_management_systems

Mona H. Mussa. (2020). The impact of Artificial Intelligence on Consumer (91)
Behaviors an Applied Study on the Online Retailing Sector in Egypt. Scientific

(Journal of Economics and Trade (https://jsec.journals.ekb.eg/article_128722.html

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao E



jgaid gjlb .2

Neal Topf. (2023). Conversational virtual assistant, better known as VoiceBot. (92)
CALLZILLA (https://www.callzilla.cx/conversational-virtual-assistant-better-

(/known-as-voicebot

Nelson Urbina & Vladimir Melnikov. (2023). Revolutionizing Healthcare and Life (93)
Sciences: The Role of Al in Customer Experience. Stay Relevant Globant (https://
stayrelevant.globant.com/en/technology/business-hacking/the-role-of-artificial-

(/intelligence-in-customer-experience

Nick Barney. et al. (2023). Customer Experience (CX). Tech Target (https://www. (94)

(techtarget.com/searchcustomerexperience/definition/customer-experience-CX

Nikita Duggal. (2023). What is Artificial Intelligence and Why It Matters in (95)
20242 Simpli Learn (https://www.simplilearn.com/tutorials/artificial-intelligence-

(tutorial/what-is-artificial-intelligence

Nikita Sachdeva. (2024). 20 Uses of Artificial Intelligence in Day-to-Day Life. (96)
Insights Daffodilsw  (https://insights.daffodilsw.com/blog/20-uses-of-artificial-

(intelligence-in-day-to-day-life

Nithesh Naik. et al. (2022). Legal and Ethical Consideration in Artificial (97)
Intelligence in Healthcare: Who Takes Responsibility? Research Gate. Frontiers
in Surgery Journal (https://www.researchgate.net/figure/Various-ethical-and-legal-

(conundrums-involved-with-the-usage-of-artificial-intelligence_figl 359212194

The Organization for Economic Co-operation and Development (OECD) Team. (98)
(2024). How can we ensure that AI benefits society as a whole? (https://www.oecd.

(/org/digital/artificial-intelligence

Osama Ahmed Abdelkader. (2023). ChatGPT’s influence on customer experience (99)
in digital marketing. Heliyon Journal. Volume 9. Issue 8 (https://www.sciencedirect.

(com/science/article/pii/S2405844023059789

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Paragraph Team. (2024). Creating a positive customer experience (https:// (100)

(/paragraphinc.ca/en/creating-a-positive-customer-experience

Pohan Lin. (2020). AI-Based Marketing Personalization: How Machines Analyze (101)
Your Audience. Marketing AI Institute (https://www.marketingaiinstitute.com/

(blog/ai-based-marketing-personalization

Psychology Today Staff. (2024). Artificial Intelligence, Machine Learning. (102)
Psychology = Today  (https://www.psychologytoday.com/intl/basics/artificial-

(intelligence

Rational Expressions Inc Team. (2023). Mastering Customer Service: The L.A.S.T. (103)
Method Explained. EIGHTIFY (https://eightify.app/summary/negotiation-and-

(communication/mastering-customer-service-the-l-a-s-t-method-explained

Rinoo Rajesh. (2022). Virtual assistants — a new phase of customer experience. (104)

(TWIMBIT  (https://twimbit.com/insights/virtual-assistants-their-role-in-cx

Robin Wagner & Danny Smith. (2024). Using Generative Al to Revolutionize the (105)
Automotive Customer Experience. BCG (https://www.bcg.com/x/the-multiplier/

(gen-ai-revolutionizing-automotive-customer-experience

Rockwell Anyoha. (2017). The History of Artificial Intelligence. Harvard Graduate (106)
School of the Arts and Sciences (https://sitn.hms.harvard.edu/flash/2017/history-

(/artificial-intelligence

Roman Chupryna & Olena Kovalenko. (2021). Predicting Customer Behavior with (107)
Artificial Intelligence. SPD Technology (https://spd.tech/artificial-intelligence/ai-

(/for-customer-behavior-analysis

Roman Kniahynyckyj. (2024). The pros and cons of Al in marketing. BUSINESS.X (108)

((https://business.x.com/en/blog/the-pros-cons-ai-in-marketing.html

Ron Dutta. (2023). Al is driving the automotive industry’s customer-centric (109)
transformation. TTEC Blog (https://www.ttec.com/blog/ai-driving-automotive-

(industrys-customer-centric-transformation

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao E



jgaid gjlb .2

Ryan Tamminga. (2024). How Al will Impact CX in 2024. Customer Think (https://

(/customerthink.com/how-ai-will-impact-cx-in-2024

Salesforce Team. (2024). What Are Customer Expectations, and How Have They

(/Changed? (https://www.salesforce.com/resources/articles/customer-expectations

Sam Daley. (2024). 46 Artificial Intelligence Examples Shaking Up Business Across
Industries. BUILTIN (https://builtin.com/artificial-intelligence/examples-ai-in-
(industry

Saudi Gazette Team. (2023). Pilgrims are major beneficiaries of Al and newly
introduced and updated technologies (https://saudigazette.com.sa/article/633890/
SAUDI-ARABIA/Pilgrims-are-major-beneficiaries-of- Al-and-newly-introduced-

(and-updated-technologies

Scott Clark. (2023). AI Customer Experience Ushers in a New Era of Engagement.
CMSWIRE  (https://www.cmswire.com/customer-experience/4-ways-that-ai-is-

(/improving-the-customer-experience

Scott Likens. (2023). PwC’s Global Artificial Intelligence Study: Exploiting the AI
Revolution. PwC Analysis (https://www.pwc.com/gx/en/issues/data-and-analytics/

(publications/artificial-intelligence-study.html

Shada Wehbe. (2020). Six Ways Artificial Intelligence is Changing the Digital
Marketing Industry. Social Media Tag (https://www.socialmediatag.com/tech/6-

(/ways-artificial-intelligence-is-changing-digital-marketing

Shambhavi Sinha. (2022). Applications of Al that will Make You Rethink Your CX
Strategy. Ameyo (https://www.ameyo.com/blog/applications-of-ai-that-will-make-

(/you-rethink-your-cx-strategy

Shashi Nirale. (2018). What Makes Emerging Technologies the Future Of Customer

Experience? Servion Global Solutions (https://servion.com/blog/what-emerging-

(/technologies-future-customer-experience

(110)

(111)

(112)

(113)

(114)

(115)

(116)

(117)

(118)

m 102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa




dudyguuill dclinll dolaiwo duualii Gjpos (nclibolll c153ll Gjjoall Jrooll dspai grunAl

Shekar Murthy. (2024). Customer experience in retail: Strategies and the future of (119)
(/CX. Yellow AI Blog (https://yellow.ai/blog/customer-experience-in-retail

Standard & Poor’s Team. (2021). Customer Experience Focus Can Improve Equity (120)
And Credit Performance (https://www.spglobal.com/_division_assets/images/

(special-editorial/cx-leaders/cxleaders.pdf

Steve King. (2023). Leveraging Al for Marketing Mix Modelling (https://stevejking. (121)

(/com/theory/leveraging-ai-for-marketing-mix-modelling

Steven Macdonald. (2024). 9 ways to improve the customer experience (and (122)
increase revenue). Super Office Blog (https://www.superoffice.com/blog/customer-

(/experience-strategy

Steven Macdonald. (2024). Relationship Marketing: How To Put the Spotlight on (123)
Relationships in Business. Super Office Blog (https://www.superoffice.com/blog/

(/relationship-marketing

Sudeep Srivastava. (2023). How Will AI Improve Customer Experience in (124)
20232 APPINVENTIV (https://appinventiv.com/blog/artificial-intelligence-and-

(/customer-experience

The Growth Company - Employment Team. (2024). Customer Experience (125)

(/Framework  (https://www.gcemployment.uk/customer-experience-framework

The InMoment Team. (2023). How AI Customer Experience Can Advance Your (126)

(/Business Strategy? (https://inmoment.com/blog/ai-customer-experience

United Nations Educational, Scientific and Cultural Organization (UNESCO) (127)
Team. (2024). Artificial Intelligence. (https://www.unesco.org/en/artificial-

(intelligence

{02024 g1igy - 1445 a2l g3 / G124l g3 - 21 aa=ll - dxclaialllg dialais¥l Gluljall dralall @jldll dlao m



jgaid gjlb .2

Valerie Beesley. (2016). More Than Three-Quarters of Consumers Say Personally
Relevant Branded Content Increases Their Purchase Intent. One Spot and
Marketing Insider Group (https://www.prnewswire.com/news-releases/more-
than-three-quarters-of-consumers-say-personally-relevant-branded-content-
increases-their-purchase-intent-finds-new-study-from-onespot-and-marketing-

(insider-group-300376444.html

Varsha Jain. et al. (2023). Artificial intelligence consumer behavior: A hybrid
review and research agenda. John Wiley & Sons, Inc (https://onlinelibrary.wiley.

(com/do0i/10.1002/cb.2233?%af=R

Veselin Mladenov. (2024). Top 5 Types of Customer Expectations. Zonka Feedback

(Blog (https://www.zonkafeedback.com/blog/customer-expectations

Victoria Campbell. (2023). ChatGPT and the future of customer experience.
MAERSK  (https://www.maersk.com/insights/growth/2023/06/05/chatgpt-and-

(the-future-of-customer-experience

Vijay Kanade. (2022). What Is Artificial Intelligence (AI)? Definition, Types, Goals,
Challenges, and Trends in 2022. Spice Works (https://www.spiceworks.com/tech/

(/artificial-intelligence/articles/what-is-ai

Wheelhouse Team. (2022). What is a Customer Experience Strategy? (https://www.

(wheelhouse.com/resources/what-is-a-customer-experience-strategy-al1089

(128)

(129)

(130)

(131)

(132)

(133)

102024 g1igy - 1445 daall g3 / a=all gi - 21 aa2ll - dxclaialllg &alaid¥l GLwljall dralsll @plall dlaa



gujgillg pinill Lyl la

Arrythria for Publishing and Distribuation

(ISSN: 1858-9839 <les, )






