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MARKETING: A STUDY OF CHATGPT’S ROLE IN IMPROVING 

CUSTOMER ENGAGEMENT 

 

As digital marketing has evolved, companies have increasingly turned to AI 

technologies to improve their customer engagement strategies. AI-Language Models, 

such as ChatGPT, have emerged as a popular tools for generating conversational 

content and enhancing customer interactions. One of the most popular language 

models is ChatGPT, a natural language processing model that uses machine learning 

algorithms to generate human-like responses to user inquiries. This technology has 

been shown to be effective in improving customer interactions and reducing the 

workload of customer service teams (Nicolescu & Tudorache, 2022). In the context 

of digital marketing, ChatGPT has been used to create chatbots and virtual assistants 

that provide personalized and engaging customer experiences. Studies have shown 

that these chatbots can improve customer satisfaction, reduce customer churn, and 

increase sales (Mydyti & Kadriu, 2021). Besides customer service, marketers can use 

ChatGPT in other areas like content generation, lead generation, and e-mail 

marketing (Enterpreneur, 2023). It is expected that ChatGPT will play an increasingly 

important role in digital marketing in the coming years, and this study will provide 

valuable insights into how businesses can use it effectively to improve their marketing 

efforts. 

This thesis aims to investigate customer attitudes towards digital marketing content 

that employs ChatGPT compared to content that does not, in order to illustrate 

ChatGPT’s potential for improving customer engagement.  

You can choose from one of the following settings to study the above research 

question (or come up with your own):   

Example 1: Ad Copywriting 



 
 

In this setting, you can create two versions of an ad, one using a ChatGPT-generated 

ad copy and the other using an ad copy written by a human copywriter. The two 

versions of the ad should be identical in all other respects (e.g., same image, same 

call-to-action, a same landing page). In a randomized experiment, you can then show 

each version of the ad to different participants and measure the metrics you are 

interested in, such as attitudes towards the ad. 

Example 2: E-mail Marketing 

Another setting worth exploring is e-mail marketing and the effectiveness of using 

ChatGPT-generated subject lines versus human-written ones. The experiment would 

look similar to the first one.  

Example 3: Native Advertising  

The setup is similar to the one above, but this time you would be testing the 

effectiveness of Chat-GPT generated native ads vs human-generated ones.  
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Some chatbot use cases in advertising: 

● https://www.marketingdive.com/news/emirates-vacations-digital-display-
ads-integrate-chatbots-that-give-travel/518243/  
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● https://www.entrepreneur.com/science-technology/how-can-marketers-use-

chatgpt-here-are-the-top-11-uses/445015  

● https://acquire.io/blog/chatbot-statistics-trends/ 
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