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Understanding Al Personalization in the Consumer Journey

Abstract

In an increasingly digital world, artificial intelligence (Al) plays a central role in
optimizing the customer journey (CJ) through the automation of processes,
anticipating customer needs, and designing personalized experiences. This research
explores the influence of personalized Al across the CJ and provides a framework that
outlines the integration of Al in its various phases across the CJ. The framework is
validated via expert interviews, offering insights into practical applications for
businesses aiming to refine their Al strategies. The findings provide insights into the
strategic use of Al to boost Customer Lifetime Value and strengthen competitiveness.
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