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(“generative Al” OR “generative artificial intelligence” OR “large
language model*” OR LLM OR ChatGPT) AND (“customer
information” OR “customer data” OR “customer knowledge” OR
“customer insight” OR “customer experience” OR CRM) AND
(marketing OR  “customer relationship management” OR

personalization OR “information management” OR “digital
marketing”)
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Abstract

The expansion of generative artificial intelligence (GenAl) in
marketing has enhanced organizations’ capacity to process customer
information and personalize interactions; however, it has also
introduced risks such as privacy wiolations, algorithmic bias,
misinformation, and ambiguity in accountability. This study aims to
identify and explain the functions of GenAl in customer information
processing ‘and management through a systematic meta-synthesis
using thematic synthesis and to develop a conceptual framework for
explaining its role in marketing. Despite the growing body of research,
evidence concerning applications, outcomes, risks, and responsible
information governance requirements remains fragmented, with no
integrated framework clarifying their interrelationships. The study
employed a systematic meta-synthesis approach in accordance with
the PRISMA 2020 guidelines. Studies published between 2015 and
2026 were retrieved from domestic and international databases. Of the
428 records identified, 74 duplicates were removed, leaving 354
records for screening. Subsequently, 126 studies underwent eligibility
assessment, and 45 studies were included in the final synthesis. The
unit of analysis consisted of eligible scholarly studies, while the
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coding unit comprised findings and evidence related to the
applications, outcomes, risks, and governance mechanisms of GenAl
in customer information management. Data were analyzed through
thematic synthesis. The findings revealed six application clusters:
customer information enrichment and organization; feedback analysis
and summarization; dynamic personalization and recommendation;
intelligent conversational interaction; marketing decision support; and
responsible information governance and trust. The value creation of
GenAl stems from transforming customer data and interactions into
actionable information, insights, and knowledge outputs; however, its
sustainable realization depends on data quality, transparency, privacy
protection, human oversight, accountability, and bias mitigation. The
proposed framework explains the relationships among customer
information inputs, generative Al capabilities, information processes,
marketing outcomes, and responsible information governance.

Keywords: Generative Artificial Intelligence; Customer Information;
Responsible Marketing; Information Governance; Algorithmic
Transparency; Systematic Meta-Synthesis.
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