Marketers hail chatbots as key AI tool despite consumer scepticism
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A recent survey conducted by Advanis and Sitecore has revealed that 38% of marketers worldwide consider chatbots to be the most impactful use of artificial intelligence (AI) for enhancing digital experiences. The survey, part of the "DX Vision 24" report, was conducted between July and September 2024 and involved 625 marketers from Australia, the United Kingdom, and the United States, all of whom work in-house for companies with a minimum of 100 employees.
In parallel, a survey by SAS conducted in July 2024 by Coleman Parkes Research found that 82% of marketing executives worldwide are either already using or planning to introduce AI-powered chatbots for customer interactions within the next six to twelve months. This growing trend highlights the increasing reliance on AI technologies to streamline customer service operations and improve customer engagement.
The use of AI-powered chatbots is appreciated by marketers for its high impact and relatively straightforward implementation, according to analysis by EMARKETER. These chatbots are designed to handle customer queries efficiently, providing quick responses that enhance customer satisfaction and streamline operations for businesses of various scales.
However, despite the enthusiasm among marketers, the reception among consumers remains mixed. A July 2024 survey conducted by CivicScience discovered that 45% of US consumers harbour unfavourable opinions towards chatbots. This highlights a potential disconnect between industry professionals' optimism and consumer acceptance, suggesting challenges in user experience that businesses must overcome for broader acceptance.
Data from these surveys are invaluable for marketers when determining which AI applications to prioritise in their digital strategies. The information suggests that while chatbots are increasingly viewed as a crucial tool for improving digital experiences, businesses need to address consumer scepticism to fully leverage the benefits of this technology.
These surveys together paint a complex picture of the current landscape of AI usage in digital marketing. While the implementation of AI, particularly chatbots, is regarded as a valuable asset to enhance interaction in digital spaces, businesses must carefully consider consumer feedback and experiences to ensure these technologies are effective both in terms of functionality and user satisfaction.
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