GAP iNTERDISCIPLINARITIES
000

A Global Journal of Interdisciplinary Studies
== (ISSN - 2581-5628)
GRAND ACADEMIC PORTAL Impact Factor: SJIF - 5.363, IIFS - 4.875
RESEARCH JOURNALS Globally peer-reviewed and open access journal.

THE IMPACT OF AI IN THE TRANSFORMATION OF THE
CUSTOMER RELATIONSHIP MANAGEMENT:
EXPLORING THE PROSPECTS AND BARRIERS

Pota Shreya Rushikesh? Dr. Vipul Nakum?

Research Scholar,
Monark University,
Ahmedabad, Gujarat
9409056589
shreyapota7397 @gmail.com

Research Guide,
Shree M P Shah Commerce College, Surendranagar, Gujarat
9879619561

vipulnakum91@gmail.com

Abstract

CRM is now one of the most powerful tools for the success and expansion of any business operation in modern
world. And integrating Al into CRM can effectively improve the customer interactions, engagement & relationship
and overall customer experience. This paper explores the impact of Al on CRM by taking prospects and barriers
both into the consideration. Engaged into the exploratory research this paper looks at how implementing Al into
CRM can be benefited to the organisation like enhanced customer communication, personalised services, chatbots
etc. but at the same time it faces the barriers like data dependency & privacy risks, impersonal interactions etc.
This study also identifies the industries and sectors that stand to gain the most from artificial intelligence and
those that may be at danger from using it.In the end the paper provides insights into the future of Al in CRM & its
potential to reshape relationship with the customers.

Keywords: Al - Artificial Intelligence, CRM - Customer Relationship Management, Customer interaction,
Personalization, Business transformation

INTRODUCTION

Now a days, in this ever-changing digitized environment businesses are continuously looking for ways to
improve the relationship with their customers by enhancing their overall experience. In recent times, Al has
emerged as one of the most revolutionary technologies which can significantly impact the CRM systems.
Conventionally, the primary focus of CRM was to manage communication & interactions with the current and
the future group of customers. In recent times by implementing Al technologies businesses now can anticipate
future demands and provide more personalised services and gain a deeper understanding of theconsumer
behaviour, too.

Al plays a variety of roles in CRM, enabling companies to automate tedious processes, analyse massive volumes
of real time data, and providing customers with personalized experiences on a large scale. This results into
increased customer loyalty and satisfaction which establishes more meaningful connection with them. Though
integrating Al into CRM comes with a bunch of barriers such asdata privacy& security, the difficulty of putting
Al solutions into the actual practice, and the possibility of losing the human element in customer service.

The purpose of this study is to investigate how Al is changing CRM systems, highlighting the opportunitiesas
well as the challenges that companies may have in using these technologies. Therefore, businesses can more
successfully negotiate the challenges of adopting Al and realize its full potential to transform their customer
engagement tactics. Also, this paper highlights the sectors which can be benefitted by leveraging Al into CRM as
well as the industries which are at a high risk if they enable Al

REVIEW OF LITERATURE

(Dr. Asha Bhatia, 2023)Through individualized recommendations and support, this research paper identifies
that, Al-powered CRM solutions are greatly improving customer satisfaction, loyalty, and retention in India's
retail and e-commerce industries. To ensure openness and adherence to data protection regulations, privacy
and ethical issues must be properly handled. Because of its digital character, e-commerce exhibits a higher
acceptance rate of Al, and the retail industry is also progressively incorporating Al. Including artificial
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intelligence in CRM can improve customer retention and happiness, which will cut down on waste and boost
income. With Al-driven CRM systems, both industries have a bright future.

(Dr B Kalaiyarasan, 2023)This study presents the significance of CRM systems with Al capabilities, such
chatbots, customer segmentation, and predictive analytics, help companies create more intimate, tailored
connections with their clients. However, their implementations must be guided by ethical issues such as justice
and data privacy. Personalized service, adaptive intelligence, and conversations with Al will all play a
significant role in creating outstanding customer experiences as Al-driven CRM develops. Customer-centric
CRM is the way of the future, with Al insights improving each interaction and choice. Businesses that tackle
these issues will become more competitive and cultivate enduring client loyalty.

(Diwakar Chaudhary, 2023)This research study looked at how artificial intelligence (AI) solutions including
speech recognition, email management, virtual agents, and product recommenders affected customer
relationship management, or CRM, in the Indian retail sector after the pandemic. According to the report,
clients like Al solutions and they have a favourable effect on CRM. With an emphasis on strengthening e-
commerce ecosystems, it underlined how crucial it is to implement Al technology in order to adjust to the
disruptions brought on by COVID-19. According to the study, businesses will increasingly offer Al-driven
services to spur growth, highlighting the technology's potential in the business world. It is recommended that
more research be done to examine particular artificial intelligence tools and the demographic effects they have.

KEY PROSPECTS OF Al POWERED CRM

Al enabled CRM has a number of benefits for the businesses from enhancing customer interactions to managing
customer retention ratio as well as to attract the potential customers by utilizing the different Al tools like
machine learning, predictive analysis etc. The following points offer a detailed examination of how Al works
well as a CRM tool.

(A) Enhanced Customer Insights:

By leveraging Al into CRM, businesses may better customize their marketing strategies and other services. Al
can evaluate enormous volumes of data and find insightful information about the requirements, tastes, and
behaviour of their customers which can ultimately be benefitted to organization to better understand the
customers and to personalize their products or services.

(B) Improved Experience for Customers:

By evaluating enormous volumes of data, such as previous interactions, purchase histories, and browsing
patterns, artificial intelligence (AI) helps companies to provide highly customized experiences of their
customers. This makes it possible for:

. Personalized Interactions: Al is able to produce material, recommendations, and communications that
are specific to the interests and requirements of each client.
. 24x7 Customer Support: chatbots with artificial intelligence and virtual assistants can respond

instantly, address client concerns, and provide solutions at any time of day or night, guaranteeing flawless
service.

. Proactive Engagement: Al can predict consumer wants and provide pertinent offers or assistance
before a client even asks by analysing their behaviour.

Q) Automating The Typical Tasks:

Al can reduce human error and save time by automating a number of repetitive processes in CRM systems such
as entry and management of customer information, personalised e-mail marketing campaigns, issue/query
handling, reports generation etc. Enabling the above tedious processes to Al can effectively impact on overall
cost reduction and also helps with optimal utilization of resources.

(D) Customer Retention and Predictive Analysis:

Al can forecast future behaviour by analysing past consumer data, which can aid in:

. Churn Prediction: By using Al to recognize warning signs that a customer may quit, organizations can
take proactive measures to keep them around, such as offering loyalty prizes or special offers.

. Optimized Marketing Campaigns: Al helps companies run more focused, successful campaigns with a
higher chance of success by comprehending the requirements and habits of their customers.

. Upselland cross-sell: Al can provide recommendations for new goods or servicesbased on the

preferences and previous purchases of different group of customers, which can ultimately result into increased
sales.

(E) Scalability & Effective Segmentation of Customers:

CRM solutions driven by Al can readily scale to handle massive data volumes and a rising base of customers,
giving businesses the opportunity to develop without sacrificing the quality of their customer service. Also, the
organisations may better segment their customer base by using Al. Which can automatically classify them
according to their demographics, purchasing patterns, interests, and behaviours. This can help with:
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. Customised Marketing: By tailoring promotions and marketing messaging to each consumer segment,
the chance of involvement and conversion is increased.
. Dynamic Segmentation: Al may dynamically modify the categories in response to shifting consumer

behaviour, guaranteeing that marketing initiatives stay pertinent and successful.

(F) Improved Sales& Cost Reduction:

Ultimately the businesses are operating to generate profits by increasing their sales and customer base the Al
solutions can also help with providing the increased and improved sales by analysing the past sales data, which
can be helpful to forecast the future sales trends, assisting companies in making more informed choices
regarding marketing, staffing, and inventory. Also including matter of costs then the labour costs can be
decreased when repetitive processes are automated which results into human interaction.

(@) Real-time Sentiment analysis and customer feedback:

Customer feedback from surveys, social media, and reviews can be analysed using Al methods like analysing
sentiment & NLP (natural language processing). This offers useful information like:

. Sentiment tracking: Al is able to monitor consumer sentiment in real time, which enables companies
to quickly respond to unfavourable comments and raise customer satisfaction.

. Finding Trends: Al can see new trends or consumer concerns, enabling companies to quickly respond
to problems or needs in the market.

. Customer Satisfaction Insights: Al may offer significant insights into how customers think about goods
or services by continuously tracking feedback, which can lead to improvements.

KEY BARRIERS OF Al POWERED CRM

As the coin has two sides any matter is concerned with its two outcomes like advantages & disadvantages.
Therefore, after discussing the advantages in detail following is the brief idea about barriers while
implementing Al into CRM.

. Data Security and Privacy Issues:

One of the biggest challenges in implementing Al technologies will always be concerns regarding data privacy
and security. As Al systems integrates larger volume of data which can result into loss of sensitive &
confidential customer data as well. But engaging the organisation into a proper data security and privacy policy
can be benefitted to both - the business as well as the customers.

. High Cost of implementation:

Though Al reduces the overall labours’ cost but implementing the emerging technology itself is an expensive
idea specifically for small to medium scale enterprises. It demands big number of financial investments which
ultimately increases the costs. The one of the options to solve this particular point can be investing a small
amount in the initial phase. But as it requires some amount of investment that itself is a challenge.

. Linking with the current systems:

Since many companies still use conventional CRM systems, it can be difficult to smoothly incorporate Al
technologies. It frequently takes time, effort, and experience to ensure seamless data flow and operation across
old and new systems. Therefore, the solution for this particular barrier can be leveraging Al initially on small
scale.

. Objection to Transformation and Deficits in required SKkills:

Because they are inexperienced with the technology or fear losing their jobs, employees or consumers may be
reluctant to embrace Al-powered CRM solutions. Additionally, companies frequently struggle to find qualified
experts who can successfully deploy and oversee Al systems. Providing the proper training to the employees
might be an useful tool to overcome this obstacle.

. Impersonal interactions:

One of the crucial obstacles to Al-powered CRM is the lack of human engagement, since automated solutions
might not be able to deliver the individualized attention and empathy that customers desire. Over-reliance on
Al can cause annoyance, particularly when dealing with delicate or complicated problems. To guarantee
consumer happiness, it is essential to strike an equilibrium between Al effectiveness and human involvement.
1. MAJOR SECTORS

Here are few discussions and examples of major sectors which can easily integrate Al into their CRM system
which will be ultimately benefitted to business as well as to customers.

(@) Retail Industry:

The retailers are in contact with their customers on a daily basis, providing them tailored products or services
recommendations can increase their customer retention & loyalty ratio which definitely results into enhanced
sales and profit figures. Therefore,if this daily task is automated with Al then it can speed up the personal
recommendation to customers and finally speeding up the data of sales and profits.

For an example, the famous Indian based organisation Reliance Retail (JioMart) is using Al to enhance CRM by
offering customised recommendations of product as well as targeted discounts and offers. Also, chatbots are
leveraged to support the customer queries/issues.
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(b) E-commerce:

The very emerging sector in this digital age is E-commerce. Everyone out there is tremendously using the
different website/applications to purchase different product starting from a simple packet of chips to heavy
loaded furniture for the home décor. As the industry itself works on the internet it is quite an easy task for
them to enable the other emerging technology which is Al As a heavy load of customers is there of different E-
commerce websites the Al enabled CRM can be helpful in customer segmentation as well as in personalised
marketing. Also enabling the chatbots can enhance customer experience of suffering the sites.

For an instance, Amazon - the one of the leading E-commerce sites which started enabling Al in their websites
in the initial phase which resulted into increased customer base and customer support.

(c) Banking Sector:

While discussing CRM so the first and foremost sector comes into mind is always banking sector. Banking
sector has mostly used the conventional way of CRM system but in recent years the banking and other financial
institutions are on the path of integrating Al enabled CRM. Which can provide the current or potential account
holders different facilities on only one click like financial advice, investment advices, instant loan approvals etc.
HDFC has been working very efficiently in this area by providing “Whatsapp” banking facilities to the account
holders.

(d) Communication Sector:

Specifically, the telecommunication companies can easily integrate the Al technologies by providing the
prerecorded solutions to frequently asked queries of different customers. Also, the expense over
employees/works salaries is reduced due to automation and reduction in cost ultimately shows the bigger
figures of profit and moreover it somewhat reduces the load of human.

Vodafone/Airtel there are a lot of companies which are leveraging Al into CRM by providing chatbots and
prerecorded solutions of queries/issues of the callers.

(e) Hospitality Industry:

Some players of this industry such as MakeMyTrip/Booking.com are using Al to provide personalised
suggestions of flight bookings, hotel bookings & other activities. Which provides the travellers the customised
itineraries and a safe as well as pleasant travel & stay, enhancing the overall travel experience. So that the
customer will think of travelling with the same company every time.

. Sectors at risk:

At the end would like to highlight certain sectors which are recommended not to enable Al as these sectors
run on human. The lack of human feel will shut the industry permanently, also implementing Al in these sectors
are adversely affected to society as a whole and this big loss is definitely not acceptable. The few instances are
healthcare sector, counselling industry, legal services industry, education, creative industries (Art,
Design, Content creation etc..).

Risks include data privacy violations, biased decision-making, and a lack of human empathy when using
Al-powered CRM in delicate sectors including healthcare, counselling, judicial services, education, and the
creative industries. Additionally, it might lead to security flaws, employment displacement, and inconsistent Al
performance in crucial scenarios. Furthermore, ethical issues pertaining to privacy, equity, and legal
compliance may surface, which could have an impact on customer confidence and service quality.

As human empathy is the major aspect due to which the above-mentioned industries are running. Therefore,
enabling Al in the above sectors can destroy the society as a whole.

FUTURE SCOPE, DISCUSSION & CONCLUSION

Future studies could examine concerns like prejudice and privacy as they relate to the ethical consequences of
Al in CRM. Furthermore, researching how Al affects the new industries (including education and mental health)
as well as how it affects the staff responsibilities and customer sentiment provides insightful information.

In conclusion, businesses can use Al to forecast behaviour of group of customers, automate repetitive
operations, and provide customized solutions. Nevertheless, there are challenges, such as ethical dilemmas,
resistance to change, integration difficulties, high implementation costs, and data privacy concerns. To get
around this, businesses can make sure that data protection regulations are followed, begin with small-scale
initiatives, choose Al tools that work well, check for prejudices, and train staff to adjust with Al. Al-powered
CRM has a lot to offer to certain industries including retail, e-commerce, banking, telecoms, and hospitality.
However, complete Al integration may be difficult for all the sectors wherein empathy and judgment are
essential, such as healthcare and legal services.

Al in CRM has a bright future ahead of it, giving companies the chance to improve customer connections and
optimize processes. Its success, therefore, hinges on removing major obstacles and striking the ideal
equilibrium among automation and human connection. Businesses, legislators, and consumers must work
together as stakeholders to guarantee the ethical and open application of Al
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