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Abstract

The growing dynamics of technological progress and the daily emerging innovations push
businesses to respond, so that companies can maintain a competitive advantage and loyal
customers. One of the most important innovations of the last decade has been artificial
intelligence, which has revolutionized almost every field due to its versatility and development
capabilities. Management and marketing are no exception. Therefore, it was interesting in the
master thesis to study, what role Al can play in simplifying the work of managers, what are the
pros and cons of using it in marketing and customer relationship management, what is the
international experience in this field and how will it change consumer sentiment for such
companies. Consequently, the growing role of artificial intelligence in marketing management

and its impact on consumer attitudes has become a research topic.

To this end, the existing literature and foreign or local examples were searched and reviewed to
identify the benefits and challenges of integrating AI into organizations marketing and
management activities. Despite all the opportunities that artificial intelligence and machine
learning offer these companies in process automation, optimization, or 4P planning, it is not yet
regulated by the states and questioned as to whether is it used in good faith and whether there is

danger of data security protection.

As companies are now taking the first steps towards the introduction of artificial intelligence in
the Georgian market, it was therefore interesting to study the attitudes of Georgian consumers.
Accordingly, a quantitative survey was planned and conducted using the mono method,
specifically through an electronic questionnaire. It is based on positivist philosophy and deductive
reasoning. Respondents were selected on a random probabilistic basis and 112 people were

interviewed. Ethical issues were addressed in the research process. As a result, it has been found

v



that despite everything, artificial intelligence not only simplifies the activities of managers, but

also has a positive effect on consumer attitudes and satisfaction with the offers of these companies.

Keywords: Artificial Intelligence, Machine Learning, Marketing, Customer Relationship

Management.



