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Abstract
The present study was conducted with the aim of identifying and prioritizing applications of Artificial
Intelligence (Al) in Customer Relationship Management (CRM) within the automotive industry. In terms of its
nature, it fell within the category of applied-developmental research and was designed within the framework of
the pragmatist paradigm using an exploratory mixed-method approach. From the perspective of data collection,
the study was conducted in a non-experimental and descriptive manner by using a cross-sectional survey design.

Participants in both the qualitative and quantitative sections consisted of 8 university professors and senior
experienced managers in marketing and CRM in the automotive industry, who were selected through purposive
sampling based on the principle of theoretical saturation. Qualitative data were collected through semi-structured
interviews and analyzed using thematic analysis with the aid of MAXQDA software. In the quantitative phase, a
questionnaire was designed and the SWARA method was applied to evaluate and prioritize the identified
dimensions and subcomponents.

The findings indicated that the highest priorities were mainly related to Al applications aimed at enhancing
customer experience and creating direct value for customers, alongside strengthening managerial strategic
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decision-making. In this regard, intelligent recommendation systems and advanced personalization of
interactions, scenario simulation and strategy evaluation, accelerated response time, and automation of repetitive
tasks were identified as the most important applications.

Mid-level priorities mostly included applications focused on improving operational efficiency, reducing
costs, developing data-driven value-added services, and fostering innovation in business models. In contrast,
more infrastructural and analytical applications, such as customer big data analytics, predictive marketing,
forecasting market trends, and optimizing human resource allocation, were ranked at lower priority levels.

These findings indicated that, from the perspective of experts in the automotive industry, tangible and
interactive Al applications that directly created value at customer touchpoints currently had higher
implementation priority compared to infrastructural and supportive analytical applications.

Keywords: Artificial Intelligence, Customer Relationship Management, Automotive Industry.

Introduction

In the increasingly competitive automotive industry, Customer Relationship Management (CRM) as a strategic
pillar of value creation and competitive advantage maintenance has faced complex challenges that traditional
approaches can no longer adequately address (Ledro et al., 2026). Rising customer expectations, diverse needs,
complexity of purchase journeys, and the growth of digital communication channels have further highlighted the
need to redefine customer interaction mechanisms (Putri et al., 2026). In this context, Artificial Intelligence (Al)
as a transformative technology has the capacity to fundamentally reshape organizational patterns of interaction
with customers and enable the emergence of intelligent, predictive, and personalized approaches to CRM (King,
2025). However, despite the expansion of Al applications across various industries, the systematic and goal-
oriented use of this technology in the automotive industry is accompanied by conceptual ambiguities,
implementation challenges, and multiple research gaps. One fundamental issue in this field is the lack of
integration of customer data across different touchpoints, which prevents the formation of a comprehensive and
accurate view of customer behavior and preferences (Morales Matamoros et al., 2025).

Through an in-depth analysis of various dimensions of this phenomenon, this study sought to develop a
conceptual model that could narrow the gap between the potential capabilities of Al and the current state of
practice in the automotive industry, thereby facilitating an effective path for leveraging this technology.
Focusing on identifying key components, explaining the relationships among them, and proposing an integrated
framework can help decision-makers and managers in this industry adopt a more strategic perspective and use Al
to enhance the quality of customer interactions, increase satisfaction, and strengthen loyalty. Accordingly, this
research addressed the following fundamental question: How can Al applications in customer relationship
management in the automotive industry be identified and prioritized?

Materials & Methods

The present study was designed and conducted within the pragmatist paradigm. The pragmatist paradigm
emphasizes solving real, practical problems and enables the researcher to achieve a more comprehensive and
applied understanding of the phenomenon under study by employing a combination of different research
approaches. Accordingly, this research employed an inductive-deductive approach.

From the perspective of data collection methods, the current study fell under non-experimental descriptive
research and was carried out by using a cross-sectional survey design. To achieve the research objectives and
identify the main dimensions and components of the model, an exploratory mixed-method approach was
employed. In this approach, qualitative data were first collected through in-depth interviews with experts and
then analyzed. The results obtained from the qualitative phase were subsequently used as the basis for designing
the quantitative portion of the study. In other words, the qualitative phase played an exploratory role in
identifying the main components and dimensions, while the quantitative phase was used to evaluate, prioritize,
and validate these components.

The statistical population in the qualitative phase consisted of two groups of experts. The first group
comprised theoretical experts, namely university faculty members in the fields of business management and
marketing. The second group consisted of applied experts, including senior managers, vice presidents, and
domain-related managers in the automotive industry, who had practical experience in customer management,
marketing, and the use of advanced technologies in this sector. Data collection in the qualitative phase was
conducted through semi-structured in-depth interviews.
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Research Findings

Based on the results of the qualitative thematic analysis, a total of 29 sub-themes were identified, which were
categorized into 5 main themes: improving operational efficiency and resource productivity, strengthening strategic
decision-making and performance management, enhancing customer experience and relationship personalization,
transforming marketing and sales processes, and creating innovation and sustainable competitive advantage.

The results indicated that the highest priorities were mainly related to Al applications aimed at enhancing
customer experience and creating direct value for customers, alongside strengthening managerial strategic
decision-making. In this regard, intelligent recommendation systems and advanced personalization of
interactions, scenario simulation and strategy evaluation, accelerated response time, and automation of repetitive
tasks were identified as the most important applications.

Mid-level priorities mainly included applications focused on improving operational efficiency, reducing
costs, developing data-driven value-added services, and fostering innovation in business models. In contrast,
more infrastructural and analytical applications, such as customer big data analytics, predictive marketing,
forecasting market trends, and optimizing human resource allocation, were placed at lower priority levels.

These findings indicated that, from the perspective of experts in the automotive industry, tangible and
interactive Al applications that directly created value at customer touchpoints currently had higher
implementation priority than infrastructural and supportive analytical applications.

Discussion of Results & Conclusion

This study aimed to identify and prioritize Al applications in automotive CRM. The findings indicated that Al
adoption structurally transforms key processes by boosting operational efficiency through task automation,
resource optimization, and error reduction. Big data analytics, predictive models, and scenario simulations
enhance data-driven decision-making and strategic planning. Al elevates customer experience via dynamic
segmentation, intelligent recommendations, and personalized interactions. In marketing and sales, it improves
acquisition and retention through behavior prediction, automated lead management, and data-driven campaigns.
Al also fosters innovation by enabling new value models, intelligent products, and sustainable competitive
advantage. Overall, integrating Al into CRM reshapes competitive dynamics, creating synergy among efficiency,
data-driven insights, and innovative customer experience, thereby enhancing organizational performance and
accelerating digital transformation.
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