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Abstract

Chatbots with a closer view of consumer behavior and data-driven approaches have
transformed how marketing specialists envision business communication and how to implement
marketing campaigns. However, AI's incorporation in digital marketing and especially the role of
chatbots in customer service have been previously assessed only to a minimal extent in Georgia.
The research was conducted to identify whether chatbots significantly impact customer service in
the Georgian banking market. The main problem that led this research was the limited number of
companies using chatbots - Al-enabled marketing tools and theoretical background in the Georgian
banking market. To carry out the research work effectively, it aimed to initiate a solid ground for
further research perspectives while creating a starting point and emphasizing new topics and
determinants that need to be studied. This exploratory research was based on the mixed-method
to perceive a bigger picture, and the existing knowledge gap in this field required incorporating
both sides, companies from the banking industry and customers of the banking industry, to assess
their perceptions towards chatbots. It assisted in identifying the correlation between the support
of chatbots and their efficiency in customer service. The research results supported and verified
the hypothesis, the impact is evident, but the scale of using chatbots and Al-enabled digital
assistants is too small. Therefore, banks did not perceive it as a very effective way to increase service
efficiency. The conducted study suggests several recommendations for the Georgian banking sector
to facilitate the proper usage of chatbots. Suppose the Georgian banking industry companies can
successfully harness the enormous promise of using chatbots, including Al-enabled digital
assistants. In that case, they can provide a faster, more enhanced customer experience, automate

the back-office processes, and gain valuable customer insights.
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Bomdm@Hgdds, OMIWgdoE 39Nl 5x3oLJd96  FmAbIsMdgEms  J3939L, @O
9mbs39890%g MmMH09gbEGH0MYdM B0EYMTYTs, FoMSJabal 6393 0bYOL L3gE0swolEYdOL
9096 30Bbgl 3mIMb03s300L bgzs s FM39EH0bYMEo 3593560900l Bodocmgdols Igmmgdo.
099939, Lodo®mzggwmdo Al- U 30x36Ww 5639306300 godmygbgds s 2sbLo3MmEmgdom
BomdmGHgool Mo dmdbdoMgdgwms dmdlobwemgdsdo sdsdg Fbmwmo dobodser®o
dmEMEmdom 0ym d9xsLgdMwo. 33e0g3s BsBoMgdol dobBsbo ogym sgoaobs mvy 5J3L
3600836903560 2530965 B50dMEHGIL Lodsb3M bgdEHm®Io IMIBAsMGdEOL FMALObYMGdsDY.
9053500 36MHMdgds, oL LyxMIz3gwbY3 Fmbs 33930l BsBHIMDS 0ym 3MmI35609d0L
d9B0M©OMo  MomEgbmds, MMIwgdos 0949bgdbgb BsMdMBHL - Al- U Lsdwmowgdom
95639¢0bgol Igm©gdo s MIMOOM  3MEbs  LoJoOM3gml  Lodsbzm  LgdEHm®do.
3393000 32985md0L 9RIJGHIOS© BoEMgds B0Bbs© 0lobsgs Yoo bosools d94dbsl
990030 33093000 39ML39JEH03900bM30L, s19g39 Lofigolbo Logmdzwols 89dabsls sbogro
099900L5 @5 296ABODBOZMGEO  BoJGHMMGIOL  A9TMBs3Zg39. F0dEOobstg  33e93
39b6bMM 309 FgMH9o 8900MmEOL Aom3zsobfiobgdom, MmOl bydrswgdomss bgds
OO BYOSMOL 50gds. 53 LBgMMTo sOLYdMEO 3mELOL botMzgBol Jglfogars dmombmzos
6039 Fbos®ob, Lsd63M 0bEHMLEHOOL 3MB3sb0gdoLs s 58539 BsDBMOL FMIbAsMYdgdOl
BoOMZ5L, ©r0Q96 dMmIbsM0ym domo §o0dmagbgdols T9x3oL9ds RomdmEHgool dodstom. 5J
990000l 1595 d0m BsMIMEHIOOL TBIMOFIMOLS s BMTBTIMGdJ ™S MABObMgdOL
995393GHOMIL FMOOL 30MHgs300l OEYJhs Bmbs. 330930l 9YEgdas ISILEMES
303mm9B, MMA 93w9bs 5835605, BoaM9d BomdmMEHqdols s Al- U Bsdwsegdom 30860
SLOLEIBEJOOL  2odmyggbgdols FoLIEGHd0  dogrosh F3oMmgs. sd0@MT, 3563990l  FbMH0I6
5060360 F90MO 56 A560LIBOZMGdS HMAMOE FMALIbMHgdOL 9539]BIMMDOL FoBEOOL
95393AO0 B53MsEgds. Bo@9MGOMWO 33¢0g30 3300035DMOL ModYbodg M93mdgbs305L
Uododmzgeoml  Lsdsb3m  LbgdBH™mOOLsmzol  PsdMEBHIO0L  LHMmOs©  godmygbgdols
b9 dgLsfymds. vy 393980 OHMA Lodo®mM39gemlb bsdsb3Mm 0bMLEHMmOOl 33356090l
D353 90000 JgmdEosm 459M0Ygbmb BMmmdMFHJIOL YOO  FBoJGMMGd0, 500 TGOl
Al- 15899590000 F0ROVIO SLOLEI6EJOOL 450mYygbgdol Tqlobgd. 53 gdmbgzgzsdo, dom

iv



3999905 OOHMb39wymb  IMIbAsMgdgms  MaO™  LHOSxo,  39dwwogmHgdeo
9mdLobM9gds, 93GMBoGH0B0MYPIMO  gobomb dgl Lomgxzgoly 3MHmEglgdo ©s FJoowmb
9mdbds69d9ms IbOHOIL F9z351909d0.



