Generative AI transforms customer marketing and data analysis
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The use of generative artificial intelligence (AI) is transforming the way businesses handle customer marketing and data analysis, offering new possibilities and efficiencies in identifying key customer segments and crafting strategic communications. The recent experiment with Google's Gemini generative AI platform has highlighted these capabilities, particularly in the context of a fictional B2B software company's customer data analysis.
Traditionally, marketers have had to manually sift through customer data to discern patterns and insights concerning customer satisfaction, potential for churn, and opportunities for cross-selling or upselling. However, generative AI is simplifying this process by rapidly processing data and providing actionable insights. In this specific exercise, Gemini was employed to generate and analyse sample customer data, showcasing its ability to assist marketers in strategic decision-making.
The process began with creating a simulated dataset for 150 customers. Using Gemini, the researcher was able to generate columns that included company names, the number of licenses, time spent in the app, lifetime value, and customer support costs, with data spanning 2023 and 2024. This setup enabled detailed year-over-year comparisons and analysis.
One notable aspect of the analysis was the focus on customer support costs. High support costs can indicate a risk of customer churn and are crucial for determining whether the customer relationship is financially viable. The analysis revealed that none of the 150 customers had support costs exceeding their revenue, an encouraging discovery for the fictional company. Further investigation identified companies with the highest support costs in the dataset, which could suggest disharmony that needs attention.
Gemini was also tasked with generating communication drafts for customers with high support costs. The first draft directly referenced these costs, which was refined in subsequent drafts to focus on offering additional training and resources, thereby attempting to reduce support demands without alarming the customers.
Identifying customers at risk of churn was another focal point of the exercise. Using the dataset, Gemini identified five customers at increased risk, though it noted the need for more comprehensive data, such as historic churn rates, to enhance accuracy. Addressing churn risk is critical as it impacts customer retention and long-term revenue.
The AI's ability to identify "best customers" based on customer lifetime value, support costs, and product engagement was also tested. Although constrained by the simplicity of the dataset, Gemini offered insights, while acknowledging that factors like customer satisfaction ratings, product usage patterns, churn history, and referral data could refine this evaluation.
Throughout the exercise, the intuitive nature of Gemini's natural language processing stood out. The researcher did not require complex prompts, as Gemini offered insightful feedback and strategic suggestions, akin to guidance from an experienced mentor.
The promising results from this application of generative AI suggest a significant potential for enhancing customer marketing strategies. By continuing to expand the dataset and refine the analyses, marketers can look forward to deeper insights and more effective customer engagement strategies. The experiment demonstrates how AI can bridge the gap between massive datasets and actionable business intelligence, offering a glimpse into the future of customer marketing and data analysis.
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