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IMPROVING INDICATORS OF DIGITAL MARKETING
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Abstract. In recent years, artificial intelligence (Al) has become a
growing trend in various fields: medicine, education and the automotive
industry. Al also reached a business, namely the marketing department of
various businesses. The goal of the article is to research how deeply Al is used
in digital marketing. The authors asked two research questions - which areas of
Al are used in marketing and what are the positive effects of chat bots on a
business. To answer these questions, the authors conducted a study of secondary
data with examples of Al used for marketing purposes. An analysis of the
collected examples shows that Al is widely implemented in the field of
marketing, although applications are at the operational level. This may be the
result of the careful implementation of the new technology, still at the level of
experimentation with it. The uncertainty of the results of the implementation of
Al can also affect caution when applying these innovations in practice. The
collected examples proved that Al affects all aspects of the marketing structure,
affecting both consumer value and the organization of marketing and business
management. This document is important for the business, especially the idea of
introducing artificial intelligence into marketing, developing innovation, and
ideas on how to incorporate new skills into the marketing team needed for new
technology.

Keywords: artificial intelligence, machine learning, big data, digital
marketing, marketing strategy.

**k*

Anparna. Courbl Kbulgapsl skacanasl wHTEWIEKT (OKM) oprypmi
calanmapja: MeIuIlMHa, OLTiM >KOHE aBTOMOOWIIL ©OHEPKOCiOiHIe ecim Keie
xaTkaH ypaicke anHamabl. XKW consiMeH katap Oip OM3HECKe, aTam alTKaHIa
opTYpiii OM3HECTIH MapKEeTUHT OemiMiHe KeTTi. MakanaHbIH MaKcaThl - CAaHIBIK
MapkeTuHrTe KM KaHIMAIBIKTBI TEPEeH KOJNJIAHBLUIATBHIHIABIFBIH 3EpTTEY.
ABTOpNIap €Ki 3epTTey cypakTapblH KoWael - MapketuHrre XKU-miH kait
OarpITTaphl KOJNJAHBIIAABI KOHE OM3HECKe 4aT OOTTapbIH OH ocepi KaHmaii?
Ocpl cypakrapra sxayan Oepy YUIIH aBTOpjiap MapKeTHHITIK MakcarTapjaa
naiinanansiran XKW Meicangapel 0ap Kaiitagama JepeKTepl 3epTTey KYpri3i.
Kunanran wmeicammapabl  tangay KM mapkeTHHT canacklHAa KEHIHEH
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KOJIJIaHBUIATBIHBIH KOPCETE/Il, IETCHMEH KoJIaHOaap oneparusiblK JeHrerIe.
By ’xaHa TeXHOJOTHSIHBI TOKIpUOE JEHTCHIHIE oIl € MYKHUAT 1CKE achIpyIbIH
HOTIKecT Oomysl MyMmkiH. JKM eHrizy HOTHXKeNepiHiH OeNrici3airi Ae OcChI
JKaHAJIBIKTapIbl TOKIpUOeae KoaaHy Ke3iHae cak Oonyra ocep €Tyl MYMKIH.
JKunanran Mbicannap KM TYTBIHYIIBUIBIK KYH/IBUIBIKKA [1d, MAapKETHUHI IIE€H
Ou3HecTi Oackapyra J1a ocep €TETIH MapKETHHT KYPBUIBIMBIHBIH OapiIbIK
aCITIeKTIepiHe ocep eTeTiHAIriH aanenaei. by Kyxar Ou3Hec yIIiH MaHbI3Ib,
acipece MapKeTHUHTKE ’KacaH bl HHTEJUIEKT €HI13y, MHHOBAIUSHBI ITaMBITY, )KaHa
TEXHOJIOTHSIFA KaXXET MApKETHHITIK TOMKA JXaHa IaFapUIap]bl Kajlail eHrizy
TypaJbl uaessap.

Tyiiin ce3aep: XacaH[Ipl HMHTEJUIEKT, MAIIWHAIBIK OKBITY, YJIKEH
MOJIIMETTEp, CaHJbIK MAPKETUHT, MAPKETUHT CTPATETHSICHI.

**k*

AnHoTtanus. B nocneanue roapl uckycctBeHHnbiit naTesuiekT (MMN) cran
pa3BUBAlOIIEHCS TEHACHLMEH B pa3INYHbIX O0JIACTAX: MEIUIIMHA, 00Opa30BaHKE
u aBToMoOunectpoenue. MU Ttaxke poctur Ou3Heca, a MMEHHO OTJIENa
MapKeTUHIa DPa3IUYHbIX Ou3HecoB. Llenbio craThu SBIAETCS MCCIEIOBAHUE
TOT0, HACKOJIBKO TITy00K0 MW npumMensiercs B IupoBOM MapKETHHTE. ABTOPHI
3aJjay J1Ba BOMpoOca HccienoBaHus - kakue obnactu MU ucnonb3yrores B
MapKETHHIe U KaKHe MOJIOXKHUTEIbHbIE MMOCIEICTBUS YaT OOTHI 1al0T OU3HECY.
YToObl OTBETUTH HA 3TU BONPOCHI, aBTOPBI IPOBEJIN UCCIIEOBAHUE BTOPUYHBIX
JaHHbIX ¢ npuMmepamu MU, uCnonb30BaHHBIMM B MapKETHHIOBBIX LENSX.
AHanu3 coOpaHHBIX NPUMEPOB MoKasbiBaeT, uro MU mmpoko BHenpsiercs B
00JacTu MapKETHHTa, XOTs IPUJIOKEHNS HAXOASTCS Ha ONEPAallMOHHOM YPOBHE.
3T0 MOXeET OBbITh CJIECTBUEM TIATEILHOTO BHEIPEHUSI HOBOW TEXHOJIOTHUH, BCE
euie Ha ypOBHE DKCIIEpUMEHTOB ¢ Hell. HeompeneneHHOCTh pe3ynbTaToB
BHenpenus MM Ttakke MOMKET MOBIMATH Ha OCTOPOKHOCTH IIPU NMPUMEHEHUU
3TUX HOBOBBeJeHUN Ha mnpakTuke. CoOpaHHBIE TpUMepsl Aoka3aiu, yro MU
BIMAET HA BCE AaCHEKTbl CTPYKTYpbl MAapKETHHIa, BIMAA Kak Ha
NOTPEOUTENBCKYI0 LIEHHOCTh, TaK W Ha OpPraHM3all0 MapKeTUHIa W
yIpaBJIeHUIO OWU3HECOM. ITOT JOKYMEHT HMeeT 3HaueHue s OusHeca,
O0COOEHHO WU O BHEJPEHUI0 HMCKYCCTBEHHOTO WHTEIJIEKTa B MApKETHUHT,
pa3paboTKe MHHOBALIMI U UJIEH O TOM, KaK BKIIOUUTH HOBBIE HABBIKA B KOMAaHy
MapKeTHHra, HEOOXOAUMBIE /1711 HOBOM TEXHOJIOTHH.

KiroueBble c10Ba: MCKYCCTBEHHBIM MHTEIEKT, MAlIMHHOE 00y4eHue,
OombiIve JaHHbIE, TUPPOBOM MapKETUHT, MAPKETHUHIOBasi CTPATEerHsl.
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Introduction

The essence of marketing has not changed, but the way of
communication has changed marketing. It changes every day. That is where the
big shift happened. The art of storytelling is plentiful, but the key to this is how
we tell the story and the means by which we tell the story. The big changes that
will happen in marketing, as well as in business, are artificial intelligence and
machine learning. - Sanjiv Mehta, CEO and MD of Hindustan Unilever Ltd.

It is not so difficult to say that in the future marketing will increasingly
use Al. Even today, the components of an artificial intelligence-based approach
are pretty much in place. Modern marketing is becoming more quantitative,
targeted and tied to business results. Ads and promotions are increasingly being
adapted to individual consumers in real time. Companies use several channels to
access customers, but they are increasingly using digital content. The company's
marketers still work with agencies, many of which have developed their own
analytical capabilities. - Thomas H. Davenport.

Main part

Al has so far attracted the attention of engineers, IT experts and analysts,
but now it goes beyond its traditional fields of activity, making an increasingly
noticeable footprint in the field of management and marketing. The ever-
growing volume of consumer data available online, in big data systems or mobile
devices, makes Al an important marketing ally, since it is based on data analysis
in almost all areas of its application. Marketing takes advantage of the data to a
large extent - from studying consumer needs, analyzing the market,
understanding customers and competition information, conducting events in
various communication or distribution channels, and measuring the results and
effects of adopted strategies. Marketing is becoming a natural beneficiary of the
development of information technology. The proximity of both domains allows
for a synergistic effect. Therefore, it seems important to emphasize the potential
of artificial intelligence and available Al-based tools and discuss the commercial
application of Al in the field of marketing.

In 2013, the American Marketing Association approved a new version of
the definition of marketing. According to the association, “marketing is an
activity, a set of institutions and processes for creating, exchanging, delivering
and exchanging offers that are valuable to customers, customers, partners and
society as a whole”.

A critical aspect of marketing is providing value to customers, while
value can represent various aspects of a product, such as products, ideas,
services, information, or any type of solution that satisfies customer needs.
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McCarthy proposed the idea of a “marketing mix” as a conceptual
framework that brings marketing planning to life. Although the marketing mix
is not a scientific theory, its tools can develop both long-term strategies and
short-term tactical marketing programs. McCarthy refined Borden's previous
concept of target market satisfaction. He grouped 12 Borden elements (product
planning, pricing, branding, distribution channels, personal sales, advertising,
promotion, packaging, demonstration, service, physical processing, fact finding
and analysis) into four elements called 4P: product, price, promotion and place.
Further improvements have been made in the concept of marketing, such as the
addition of another P - people, processes, physical evidence, although the idea
of 4P is still widely used and accepted. Al could be used in Promotion part of
4P, because this part covers advertising, messages, conversation, a lot of data,
where Al could show results.

Diagram

THE 4 P'S OF MARKETING MIX

Figure 1. The 4 P’s of marketing mix
Source: Author

Methods

Before companies can begin implementing Al marketing solutions, it is
better to understand the parts and components of Al and how they make them
work faster, easier and more efficiently. The following are explanations of Al
components based on Brookings Institutions definitions:

Artificial intelligence is a collection of machines that respond to
stimulation in the same way as humans. He can make decisions that usually
require human experience. For example, chat bots in messenger, that
automatically answer for customers questions.

Machine learning is a technology that analyzes huge amounts of data to
identify trends and receive information. It provides Al systems with the ability
to automatically learn and improve. For example, Smart Bidding in Google Ads.
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Smart Bidding is a subset of automated bid strategies that use machine learning
to optimize for conversions or conversion value in each and every auction—a
feature known as “auction-time bidding”.

Data science is the study of where information comes from, what it
means and how it can be interpreted. For example, there are a lot of data in
Google Analytics and Yandex Metrika of each company.

Typically, all three of these technologies go hand in hand. They give
marketers the opportunity to understand the sheer volume of data in order to
inform them of creative and strategic decisions.

Most companies already know about live chat bots or artificial
intelligence systems that you communicate with in instant messaging, and many
already use this feature on their site. But have you ever thought about updating
traditional chats with Al-based chat bots? The time has just come to do this.
Recently, National Australian Bank launched a customer support chat chat to
help customers find answers to common banking requests. The bot is able to
answer more than 200 common questions related to banking.

There are a huge number of programs for creating business logic for chat
bots in the Facebook, Telegram and WhatsApp messengers. After analysis and
a series of tests of these programs, the most stable and successful was revealed,
and this is Xenioo.

a;;l'l?"sot Bu Al Broadeast Conversation Reports. Help @
Your Main Bot Behavio = [ I

Figure 2. Logic of sample WhatsApp chat bot in Xenioo
Source: Author
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As the experiment we developed WhatsApp bot and forwarded people from
Facebook and Instagram ads to this chat bot. Before it was just usual WhatsApp
of company, where manager answered for questions of clients only at the
working hours. But companies launches ads around the clock and everyday. It
means that customer could write to manager of company at anytime, it could be
early morning or late night. As the experiment shows WhatsApp chat bot have
positive effect to customer relationship.
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Figure 3. WhatsApp chat bot in Xenioo
Source: Author
In Figure 4 is screenshot of how WhatsApp chat bot works. For this research
authors developed simple chat bot, we could make it more complicated and
complex, functionality depends on goals of business.
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20:49 Q

Qe

Hello!

Thank you for contacting us! Please
enter your name to continue:

Johnny
Hello Johnny
Thank you for testing WHATBOT
Whatsapp Chatbot Software.

To continue the demo just enter a
number listed below

1 - View Test Static
2 - Our Offers
3 - Work with us

4 - Change Your Name
5 - Remove Your Registration

. o @

Figure 4. How WhatsApp chat bot works
Source: Author

Results

In the Figure 5 we see how many click Facebook Ads campaigns get.
Totally it is 3 352 clicks and all people, when clicked to the button in the ads,
were forwarded to usual WhatsApp and chat bot. And the huge number of click
of ad campaigns were gotten at the evening, after 7PM till 6 AM. Using
WhatsApp chat bot we have automated communication with client and managers
got more conversional leads, because requests from clients were qualified and
they are ready to buy product of company. Lead processing time reduced from 1
working day to 8 minutes without losing quality.
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Figure 5. Facebook Ads Manager. Source: Author

According the research of “99 Firms” that 79% of customers prefer chat
for getting their questions answered quickly. Here are the benefits of customer
service using WhatsApp chatbots from our research:

* Zero customer wait time
» 24X7 availability
 Ever-expanding knowledge database

+ Chat bots have the ability to route complex queries to human
Bots can also announce new product launches and share information about
discounts and coupons to drive user engagement up. The data collected by these
chatbots throughout customer interactions helps marketers develop insight on
consumer behavior and mindset — and, again, they do this at scale.

Thus, ML-powered chatbots not only help digital marketers save money,
but also ensure better business outcomes.

Discussion

Implications for marketing

The authors analyzed the collected examples and synthesized how these
examples reflect the marketing structure. The findings are presented in Table 1.
Each proven example shows that Al affects every area of the marketing program.
This penalty is especially important for practitioners who are responsible for
developing innovations, since Al affects the entire spectrum of marketing
activities. In addition, Al applications that extend the core product require an
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innovative design approach to find ideas that fit ideas that go beyond a product
or even a category. This is important for the implementation of Al in the field of

“product” and “promotion” in the marketing mix program.

Table 1. Areas of the impact of Al on marketing mix Source: Author

Promotion Place (Sales and
(Brand) Distribution)

New product
development
Hyper
personalisation

Automatic
recommendations

Creating additional
value

Additional solutions
beyond product
category

Price management

Dynamic price
matching to
customer profile

Creating a unique
experience

Personalised
communication

Creating the wow
factor and offering
benefits
Elimination of the
process of learning
product categories
Positive impact on
the customer

Minimised
disappointment

Convenient shopping

The faster and
simpler sales process

24/7 customer
service (chatbot)

Purchase automation

Service-free shops

Consultant-less
customer support
New distribution
channels
Merchandising
automation

The analysis of the collected cases shows that Al activities have a two-way
impact on marketing. On the one hand, the consumer is the beneficiary of the
changes, but on the other hand, new solutions affect all ongoing marketing

activities.
Conclusion

When it comes to marketing management, Al has a significant impact on
contemporary practices, and will surely require a new approach to tasks fulfilled

in marketing teams:

o  Elimination of laborious and time-consuming activities. Al automates
routine and repeatable tasks (e.g. data collection and analysis, image
search and adaptation/processing).

e Bigger significance of creative and strategic activities. Precise analyses
performed by Al increases the role of creative and strategic activities to

build competitive advantage.

62



SDU Bulletin: Natural and Technical Sciences. 2020/1 (52).

Developing new competences in the marketing team. Al requires
incorporating data scientist skills as well as an understanding of the new
technology possibilities in the marketing team.

A new marketing ecosystem. The complexity of Al increases the role of
companies producing Al solutions. Due to the current level of Al
advancement, there is a need to develop a new model of cooperation with
Al entities offering data engineering or ML tools.
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