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CrossMark

This study aimed to develop a model for enhancing the marketing performance of online stores
by leveraging artificial intelligence and to identify the dimensions and mechanisms influencing
customer experience personalization and intelligent marketing practices. This applied
exploratory study employed a mixed qualitative—quantitative approach. In the qualitative phase,
data were collected through semi-structured interviews with 15 experts, managers, and marketers
of online stores selected through purposive sampling until theoretical saturation was achieved.
Interpretive Structural Modeling (ISM) was used to design the conceptual framework, while the
Content Validity Ratio (CVR) was applied to validate the identified constructs. In the
quantitative phase, Structural Equation Modeling (SEM) was employed to examine the
relationships among variables. Data analysis was conducted using open, axial, and selective
coding, along with structural matrix and dependency analyses. The findings revealed that the
proposed model consisted of five main components and sixteen sub-components organized into
a four-level hierarchical structure. “Drivers” and “Marketing Intelligence” were identified as the
most influential components at the fourth level. “Intelligent Experience Tools” occupied the
third level, “Experience Personalization” was positioned at the second level, and “Enhancing the
Marketing Performance of Online Stores” was identified as the most dependent component at
the first level. All components demonstrated satisfactory content validity, with CVR values equal
to 1. The results further indicated that technological infrastructure, data quality, predictive
analytics, recommender systems, sentiment analysis, and targeted messaging significantly
contributed to improving marketing performance and data-driven marketing intelligence. The
study concluded that enhancing the marketing performance of online stores requires robust
technological infrastructure, intelligent experience tools, and customer experience
personalization strategies. Effective implementation of artificial intelligence can improve
marketing effectiveness, customer experience, conversion rates, and competitive advantage in e-
commerce businesses.

Keywords: Marketing Performance Enhancement, Digital Marketing, Online Stores, Artificial
Intelligence, Customer Experience Personalization, Marketing Intelligence.
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Extended Abstract

Introduction

The rapid advancement of digital technologies has fundamentally transformed the competitive
landscape of modern businesses and reshaped the mechanisms through which organizations interact with
consumers. Among emerging technologies, Artificial Intelligence (Al) has become one of the most
influential drivers of transformation in marketing and electronic commerce. Al enables organizations to
process massive volumes of customer data, identify hidden behavioral patterns, predict customer
preferences, and optimize marketing strategies in real time. Consequently, organizations are increasingly
shifting from traditional mass-marketing approaches toward data-driven, intelligent, and personalized
marketing systems capable of delivering customized customer experiences (Mariani et al., 2022; Wirtz et
al., 2018).

The expansion of e-commerce platforms and online stores has intensified market competition and
increased the importance of customer-centered marketing strategies. Online businesses are continuously
required to attract, retain, and engage customers in highly dynamic and competitive digital environments.
In this context, Al technologies provide organizations with unprecedented opportunities to enhance
customer interactions through predictive analytics, recommendation systems, automated marketing
processes, and intelligent customer engagement tools. Such technologies improve decision-making
accuracy, increase marketing efficiency, and strengthen customer loyalty (Lim et al., 2022; Nalbant & Aydin,
2025).

Al-driven personalization has become one of the most critical dimensions of modern digital
marketing. Through machine learning algorithms and behavioral analytics, organizations can design
personalized offers, targeted advertising campaigns, and individualized customer experiences. These
capabilities improve customer satisfaction and foster long-term relationships between brands and
consumers. Previous studies have shown that Al-based personalization significantly influences customer
trust, customer retention, and repurchase intentions in e-commerce environments (Arora et al., 2024; Sami
Adel, 2024). Furthermore, conversational commerce, intelligent recommendation systems, and Al-
powered customer service platforms have transformed the nature of interactions between businesses and
customers by providing more responsive and adaptive experiences (Lim et al., 2022).

In addition to personalization, Al contributes significantly to improving operational efficiency and
optimizing marketing resource allocation. Al-powered systems can analyze consumer data in real time,
automate marketing activities, identify profitable customer segments, and improve the effectiveness of
advertising campaigns. These capabilities reduce operational costs while simultaneously increasing
conversion rates and marketing performance. Research has demonstrated that predictive analytics and
intelligent targeting systems can substantially improve outreach effectiveness and strategic decision-
making processes (Chen et al., 2020; Manoharan et al., 2024).

The growing role of Al in marketing has also led to the emergence of intelligent marketing systems
that integrate technological infrastructure, data quality, automation, and customer experience
management. Such systems rely heavily on technological readiness, analytical capabilities, and data-
driven organizational cultures. Organizations with stronger technological infrastructures and higher-
quality customer data are better positioned to implement Al-driven marketing strategies effectively
(Umamaheswari, 2024; Van Esch & Stewart Black, 2021). Moreover, Al-based systems such as sentiment
analysis tools and recommender systems enable organizations to monitor customer perceptions, evaluate
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customer emotions, and adjust marketing strategies dynamically (Makhloog & Al Mubarak, 2024; Sheshadri
etal., 2024).

Despite these opportunities, Al implementation in marketing is accompanied by several
challenges. Ethical concerns regarding data privacy, transparency, algorithmic bias, and consumer trust
remain significant barriers to sustainable Al adoption. Organizations increasingly face pressure to ensure
ethical and responsible use of customer data while maintaining competitive advantages through advanced
analytics and personalization technologies (Hari et al., 2025). Furthermore, developing countries and
emerging digital markets often face infrastructural limitations, skill shortages, and technological
constraints that hinder the full integration of Al technologies into business operations (Mannuru et al.,
2025).

Previous studies have explored different dimensions of Al applications in marketing and e-
commerce. Rahimi Kalvar and Mohammadkhani emphasized the role of Al and machine learning in
enhancing advertising effectiveness and sales performance (Rahimi Kalvar & Mohammadkhani, 2024).
Ahmadzadeh et al. highlighted the importance of intelligent infrastructures and customer trust in the
success of smart platform businesses (Ahmadzadeh et al., 2024). Sha Nazim and Rajeswari demonstrated
that Al technologies improve customer satisfaction and brand value in e-commerce businesses (Sha Nazim
& Rajeswari, 2019). However, despite extensive research on Al in marketing, there remains a significant
gap regarding the development of an integrated structural model explaining how technological drivers,
intelligent experience tools, personalization mechanisms, and marketing performance interact within
online stores. Therefore, the present study aimed to develop a comprehensive model for enhancing the
marketing performance of online stores based on Atrtificial Intelligence.

Methods and Materials

The present study was applied in terms of purpose and exploratory in nature. Considering the
emerging nature of the research topic and the need for an in-depth understanding of the phenomenon, a
qualitative approach was employed in the initial stage of the study. The research population consisted of
managers, marketers, and experts in online businesses and e-commerce platforms who possessed
substantial professional experience in digital marketing and Al-based systems. Participants were selected
using purposive sampling, and data collection continued until theoretical saturation was achieved.

Semi-structured interviews were used as the primary data collection method. A total of 15 experts
participated in the qualitative phase of the study. The interview questions focused on identifying the
dimensions, components, and indicators influencing the enhancement of marketing performance in online
stores through Al technologies. The collected data were analyzed using open coding, axial coding, and
selective coding procedures.

To design the conceptual framework of the study, Interpretive Structural Modeling (ISM) was
employed. ISM was selected because of its capability to identify hierarchical relationships among complex
variables and construct systematic models of interrelated components. Initially, the extracted components
were evaluated using the Content Validity Ratio (CVR) to assess their content validity. Subsequently,
pairwise relationships among components were analyzed through structural self-interaction matrices and
reachability matrices.

In the quantitative stage, Structural Equation Modeling (SEM) was used to validate the proposed
relationships among variables. The final model included five principal components and sixteen sub-
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components organized into a four-level hierarchical structure. Dependency power and driving power
analyses were also conducted through MICMAC analysis to determine the influence and dependence
levels of each component within the model.

Findings

The findings revealed that the proposed model consisted of five main components, including
Drivers, Marketing Intelligence, Intelligent Experience Tools, Experience Personalization, and
Enhancement of Online Store Marketing Performance. In total, sixteen sub-components were identified
and categorized into four hierarchical levels.

The results of the Content Validity Ratio analysis demonstrated that all identified components
possessed satisfactory content validity. All components achieved a CVR value of 1, indicating complete
agreement among experts regarding the relevance and necessity of the identified variables.

The ISM analysis showed that the components “Drivers” and “Marketing Intelligence” were
positioned at the fourth level of the hierarchy and possessed the highest driving power within the system.
These components included technological infrastructure, data quality, analytical capability, predictive
analytics, marketing automation, and Al-human interaction. The findings indicated that these variables
served as foundational enablers for the implementation of intelligent marketing systems in online stores.

The component “Intelligent Experience Tools” was positioned at the third level of the hierarchy.
This component included sentiment analysis, intelligent segmentation, and recommender systems. The
findings demonstrated that these tools acted as mediating mechanisms transferring the effects of
technological infrastructure and marketing intelligence to customer experience personalization processes.

The component “Experience Personalization” was identified at the second hierarchical level and
included experience design, targeted messaging, and personalized offers. The results indicated that
intelligent tools directly influenced the personalization of customer experiences in online stores.

Finally, “Enhancement of Online Store Marketing Performance” was positioned at the first level
and identified as the most dependent component in the model. This component included data-driven
marketing intelligence, customer experience personalization across all touchpoints, and effective customer
relationship management. The MICMAC analysis further demonstrated that the “Drivers” and “Marketing
Intelligence” components possessed the highest influence power and lowest dependency, while marketing
performance enhancement exhibited the highest dependency level.

Overall, the findings confirmed that marketing performance enhancement in online stores is the
result of a sequential and interconnected process beginning with technological and analytical
infrastructures, followed by intelligent experience tools and customer experience personalization
mechanisms.

Discussion and Conclusion

The findings of the present study demonstrated that enhancing the marketing performance of
online stores requires a multidimensional and hierarchical integration of technological, analytical, and
customer-centered capabilities. The positioning of “Drivers” and “Marketing Intelligence” at the
foundational level of the model indicates that technological infrastructure, data quality, predictive
analytics, and automation systems are critical prerequisites for successful Al implementation in digital
marketing environments. Without robust data infrastructures and intelligent analytical capabilities,
organizations cannot effectively implement advanced personalization or intelligent customer engagement
systems.
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The findings also emphasized the central role of intelligent experience tools in transforming raw
customer data into actionable marketing insights. Recommender systems, sentiment analysis technologies,
and intelligent segmentation mechanisms enable organizations to understand customer behaviors more
accurately and deliver highly personalized experiences. These capabilities contribute significantly to
customer satisfaction, trust, and loyalty while simultaneously improving marketing effectiveness and
operational efficiency.

Another important finding of the study was the significant role of customer experience
personalization in improving marketing performance. Personalized messaging, customized offers, and
adaptive experience design allow online stores to strengthen relationships with consumers and improve
customer engagement. The hierarchical structure identified in this research suggests that superior
marketing performance is not achieved through isolated technological applications but rather through an
integrated chain of technological readiness, intelligent systems, and customer-focused strategies.

The study further highlighted that Al-driven marketing transformation is not solely dependent on
technological adoption but also on the effective interaction between human expertise and intelligent
systems. Although Al technologies automate analytical and operational processes, human strategic
decision-making remains essential for interpreting insights, designing customer-centered strategies, and
managing ethical considerations.

Moreover, the findings revealed that ethical issues such as data privacy, transparency, and
algorithmic fairness remain critical concerns in Al-based marketing systems. As organizations
increasingly rely on customer data to personalize experiences and optimize marketing decisions,
maintaining consumer trust becomes essential for sustainable digital transformation.

In conclusion, the present study developed a comprehensive and integrated model explaining how
Al technologies contribute to enhancing the marketing performance of online stores. The proposed model
demonstrated that technological infrastructure and marketing intelligence serve as foundational drivers
that enable intelligent experience tools and customer experience personalization, ultimately leading to
superior marketing performance. The findings contribute to the theoretical development of Al-driven
marketing literature while also providing practical guidance for managers and decision-makers seeking to
improve digital marketing effectiveness in e-commerce environments.
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