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GENERATIVE AI IN MARKETING AND 
CUSTOMER EXPERIENCE:  

REVOLUTIONIZING CREATIVITY 
WITH INTELLIGENCE

What is Generative AI? 

G
enerative AI, simply put, is technology that assists in generating content - text, images, sound, 
video, or code, through artificial intelligence. But unlike the assumption that AI generates things 
on its own, generative AI only produces anything when we provide it with specific 
directions, or as we call them, prompts.

In marketing, this is especially vital. Whether as a business designing a consumer brochure or 
an  ad  agency  working  on  an ad film, the  beginning  point is always human  imagination. You 
still require strategists, planners, and creative minds who know brand values, customer psyche, and 
marketing objectives to develop the appropriate briefs.

AI does not substitute humans; it makes them more efficient. It is a cooperator, and not a single creator. 
The quality of the prompt is the quality of the output.

From Concept to Campaign: How Generative AI Fits In

Let’s take a classic marketing process. A team of creatives spends days (occasionally weeks) brainstorming, 
storyboarding,  creating, and  editing  marketing  content.  There is no assurance  even 
after working for weeks that the ultimate asset will appeal to the marketing team or audience. 

Now picture generative AI - Rather than starting from scratch, your team designs prompts that are in line with 
the brand message and customer requirements. The AI tool produces several alternatives within hours. 
This means marketing teams can choose, edit, and publish quicker.

Step Human Role AI Role Outcome

1. Define Brand & 
Customer

Strategy leads set goals, 
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brand needs
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We break down the concept into layman’s 
terms, revealing its synergy with human 
creativity, and chart its impact across 
campaign creation, visual design, personalized 
user interfaces, and feedback analysis. You’ll 
discover practical workflows, data-driven 
dashboards, and real-world case studies 
illustrating how generative AI enhances 
both speed and quality—without sidelining 
the creative teams that fuel authentic brand 
expression.

Abstract



www.icmai.in 	 September 2025 - The Management Accountant	    47

COVER STORY

2. Prompt Engineering Creative team crafts AI 
prompt

—
Textual or visual 
direction

3. Generate Assets —
AI produces multiple 
visuals, copy, scripts

Diverse content for 
review

4. Review & Refine Team selects and 
enhances outputs

AI iterates based on 
feedback

Final polished material

5. Execution
Produce assets for all 
channels

—
Campaign deployment 
across touchpoints

This flow allows for creative freedom at scale.

Bridging Creativity and Technology

Whether it is a brochure, print ad, short film, 
or social media post, generative AI can quickly 
transform creative intent into physical products. 
But the creative team should ensure that the AI 
receives the proper direction. The graphics and the 
brand language should be aligned, the tone should 
convey the utility of the product, and the message 
should reach the consumer on an emotional level.

Short of that, creative vision remains from 
humans. AI simply allows to dig up more ideas 
sooner.

Global Adoption & Market Growth

	~ Generative AI market is booming: valued 
at US $62.7 billion in 2025, projected to 
hit US $356 billion by 2030, with a CAGR 
of around 41.5 % Wikipedia+14sequencr.
ai+14BrowserCat+14SEO.com.

	~ Overall AI spend is soaring: Gartner 
forecasts worldwide AI investment reaching 
US $644 billion in 2025, a 76 % increase 
year-over-year sequencr.ai.

Enterprise-Level Perspectives

	~ 78 % of organizations use AI in at least one 
function and 71 % regularly use generative 
AI, with marketing and sales leading the pack 
McKinsey & Company.

	~ However, only 17 % see 5 %+ growth in 
EBIT directly attributable to generative AI.

	~ 84 % of enterprise leaders recognize 
AI’s disruptive potential, though 75 % find 
adoption challenging and 69 % struggle to 
move projects into production.

Real-World Marketing Use Cases

Zalando: Shortened visual creation timelines 
from 8 weeks down to 3–4 days. Reduced creative 
expenses by 90% with AI-produced visuals and 
digital twins.

Omnichannel Personalization: AI adjusts 
fundamental messaging on platforms (email, 
Instagram, YouTube) according to user activity 
and platform aesthetic.

Scriptwriting & Storyboarding: Brands can now 
employ AI to author campaign stories or ad copy 
in hours.

Marketers & Professionals Embrace AI

	~ Usage by marketers :  88 % use 
AI daily, 71 % use generative AI 
weekly or more, and 20 % use it daily 
Synthesia+11SurveyMonkey+11American 
Marketing Association+11.

	~ Perks of use:

	� 71 % of marketers save 5+ hours per 
week Deloitte InsightsBrowserCat.

	� 56 % say AI-generated content 
outperforms human-made content .
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	~ Customer concerns remain: 75 % wary about 
data security, and 62 % only comfortable with 
AI content if disclosed AmplifAI.

The Human-AI Workflow Lifecycle
	~ Goal Definition: What experience or 

campaign result do we desire?

	~ Data Collection: Brand assets, historical 
feedback, and creative references.

	~ Prompt Design: Creativity + strategy to 
design inputs for the AI.

	~ Asset Generation: AI software generates 
multiple options.

	~ Review and Curate: Human teams shortlist, 
edit, and optimize outputs.

	~ Deployment: Deploy campaigns or UX 
changes.

	~ Monitoring: AI-driven dashboards give 
feedback on real-time basis.

Visualizing the Process

Human Insight → Prompt → AI Generation → 
Review → Launch → Feedback → Iterate

	� 34 % report significant improvements 
in marketing outcomes due to generative 
AI Influencer Marketing Hub.

Marketing & CX Applications

	~ 82 % of business professionals report using 
AI in marketing, making it the top usage 
area .

	~ 61 % of sales teams say AI helps them serve 
clients faster Salesforce.

	~ PR professionals tripled generative 
AI use since 2023; 82 % use it for 
brainstorming, 72 % use it for first drafts 
Salesforce+2Axios+2American Marketing 
Association+2.

Generative AI in Customer Experience (CX)

A. UI/UX Personalization
In D2C and SaaS brands, visual interfaces create 

first impressions. Generative AI facilitates designing 
and customizing landing pages, dashboards, and 
user experiences for varied personas. This improves 
the overall experience and saves hours of human 
design.

B. Feedback Management & Dashboards
Generative AI helps assisting businesses in 

building a communication path with customers 
on real-time basis, summarizing great amounts 
of feedback from reviews, chat logs, and surveys. 
It doesn’t simply gather data, it interprets and 
visualizes it through dashboards.

Whether or not a customer is happy, brands can 
now instantly know why.

Customer Experience & Personalization

	~ 70 % of business owners expect AI to help 
generate customer responses (e.g. chatbots) 
nu.edu.

	~ Nearly 58 % believe AI will deliver 
personalized experiences nu.edu.

	~ Hyper-personalization can increase 
conversion rates by ~40 % and boost ROAS 
by 10–25 % Vogue Business+1Business 
Insider+1.
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Why It Matters

Benefit Impact

Time savings
Weeks of creative work done 
in hours

Cost efficiency Massive cost reduction in 
production

Personalization
Tailored messaging per 
segment

Insight gathering Real-time feedback turned 
into insights

Speed to market
Faster iterations and campaign 
launches

Business Integration & ROI

	~ Adoption doubled: From 2023 to 2024, 
companies using generative AI jumped to 
65 % .

	~ ROI is strong: Each US $1 invested yields 
an average US $3.70 return sequencr.
ai+1Vogue Business+1.

	~ Productivity gains range 15–30 %, with 
some reporting up to 80 % improvements 
sequencr.ai+1BrowserCat+1.

	~ Cost reduction averages 15.2 %, while 
boosts in productivity average 22.6 %.

Watchouts: Use Responsibly

While Generative AI is a powerful enabler in 
marketing and customer experience, but it must be 
used with caution and along with human Insight. 

We should remember that AI explicitly is guided 
by thoughtful prompts as it does not inherently 
understand brand emotion, cultural nuance, or 
ethical boundaries. This means that the relevance 
and effectiveness of the output from any AI tool is 
dependent on the input it receives from the creative 
and strategy team.

If the Marketeers blindly rely on AI-generated 
content which is not curated carefully, there is a 
risk of diluting brand identity. Use of Generative AI 
needs constant checks else it will replicate outdated 
content which lacks empathy or context. Human 
marketeers, who understand the brand’s ethos, 
customer sensitivities, and long-term objectives, 
should take the final decision, while AI accelerates 
production. It implies, human insight is necessary, 

not optional.

Responsible use demands disclosing use of AI 
involvement to customers and ensuring transparency 
in communication with them. Companies and 
brands which can create a balance between speed 
and innovation with ethical responsibility will truly 
benefit from the generative AI revolution.

Cost and Management Accountants (CMAs) 
can play a pivotal role in guiding the responsible 
adoption of Generative AI by linking creativity 
with financial accountability. Their expertise in cost 
optimization, performance analysis, and governance 
ensures that AI-driven marketing initiatives remain 
not only innovative but also efficient, ethical, and 
value-driven for businesses.  

Conclusion

Marketing is, at its heart, storytelling and selling 
usefulness. Generative AI helps marketing teams 
tell more compelling stories, sooner. But still, the 
heart of the story originates through humans. Brands 
which are leveraging AI as a creative collaborator, 
not a substitute, can grow more quickly while 
remaining emotionally engaged with their people.

If the future is speed, scale, and personalization, 
then Generative AI is the engine that will power 
marketing and Customer Experience forward, 
provided we keep turning the wheel. 
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