
INTRODUCTION
The transition in the automotive sector from fossil to 
renewable fuels is another important trend, which would be 
mainly pushed by climate change. This shift also involves 
increasing usage of EVS, with the market expected to expand 
at a CAGR of 24.30% during the forecast period, 2023–30. 
However, with an abundance of EV producers jumping 
into the fray, competition is heating up and automakers 
now grapple not only to sell cars but just to get on people’s 
radar. Customer engagement, or the cognitive and affective 
commitment that customers have towards a brand, is a 
key driver of spend decision-making, brand advocacy, and 
market share. This is where artificial intelligence (AI) steps 
in and disrupts the norm, making it feasible for companies 
to deliver high-quality, personalised customer experiences. 
Language technology-driven applications enable electric 
vehicle (EV) manufacturers to anticipate customer behaviour 
and future requirements and provide a hassle-free journey 
through the sales process. AI can do more than just exchange 
traditional conversations; it enables hyper-personalised 
marketing efforts, predictive maintenance solutions, 
and 24/7 customer service through chatbots and virtual 

assistants. At the same time, AI-powered applications such 
as augmented reality (AR)/virtual reality (VR), are building 
new EV customer experience with driving simulation and 
product visualisation. However, they have not succeeded 
completely. Thus far, there could be opportunities for the 
bigger EV companies to play big data to their advantage. 
For smaller organisations, however, the investment for AI 
(which is substantial in terms of both time and resources), 
infrastructure requirements (not to mention potential privacy 
concerns) are even more difficult to justify. In addition, trust 
in AI systems is also an issue of how much these systems 
offer perceived transparency and dependability.

In this work, the impact of AI on customer engagement in the 
EV industry is studied. Illustrated with numbers and actual 
cases of everyday life, it tells how AI can affect customer 
satisfaction, loyalty, and sales in addition to describing the 
risks and difficulties. In this context, the goal of this study 
is to shed some light on how AI has influenced and moulded 
the EV industry, then to elevate our understanding on how 
AI helped in this sector, and explore new or additional ways 
to apply AI from another sector.
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SIGNIFICANCE OF THE RESEARCH 
STUDY

With the rapid development of EV and AI that is getting 
converged into all (if not many) aspects of business, this 
work has gained great importance in a technology-driven 
world today. As EV makers shift from product feature-
based price war to experience-led differentiation, customer 
engagement has become a strategic necessity. Today’s 
digitally centric consumer expects personalised, predictive, 
and seamless interactions across all channels. Traditional 
models of engagement can no longer support this demand. 
Thus, it is pertinent to investigate whether AI-enabled 
applications such as predictive forecasting, personalised 
marketing strategies, and real-time learning capabilities of 
automated customer service systems persuade customers’ 
satisfaction, loyalty, and purchase decisions.

There are two lines of study – ‘AI’ and ‘EV adoption’; these 
have been discussed only separately in the theory literature 
but there is little integrated research on AI-supported 
customer engagement linked with the EV ecosystem. This 
gap is addressed in this paper, which provides methodically 
empirical insights about how AI is used as an enabler for 
providing tangible customer and business performance 
benefits. From a practical perspective, our findings offer 
strategic implications for EV enterprises to create competitive 
value in data-driven engagement models. Theoretical and 
practical implications of this study are provided in the 
environment of digital disruption, sustainability issues, and 
level of customer expectations’ maturity in the nascent EV 
industry.

LITERATURE REVIEW

Davenport and Ronanki (2018) studied business 
information users of AI and discovered that AI enhances 
customer experience by providing automation, prediction 
analytics, as well as personalisation. However, their study 
is largely on the rise of enterprise AI instead of industry-
focused customer engagement models. Verhoef et al. (2017) 
conducted research on digital transformation and its impact 
on the management of customer experience centred around 
personalisation derived from big data, which is highly 
relevant when it comes to customer retention. That said, 
the study was not specifically centred around the EV sector. 
One of the most important researchers, Bhardwaj and Gupta 
(2020), analysed AI and its impact on customer retention 
in the automobile sector and concluded that the influence 
of AI-based engagement tools on loyalty is important. 
However, their study did not consider the EV as a unique 
strategic segment. Kumar and Kaushik (2021) researched 
the customer engagement strategies within the EV sector; 

they also stressed on transparency and personalised 
communication that helps in trust formation. However, the 
study was essentially based on theoretical work and did 
not investigate the mechanisms of engagement created by 
AI in a practical design. Li et al (2021) studied predictive 
analytics in automative customer engagement, and they 
proposed that AI-based forecasting models potentially 
improve the service performance as well as the customers’ 
satisfaction. However, they did not take into account the 
combined influence of marketing and engagement in EV 
ecosystems. Zhang, Chen and Lee (2022) explored AI 
applied to car marketing, demonstrating that machine 
learning can play an important role in promoting the 
accuracy of segmentation and effectiveness of campaigns. 
Although the findings support personalisation via AI, this 
was not an EV-related study. Also, industry case studies 
and white papers from McKinsey & Company (2023) 
demonstrate that AI-powered predictive maintenance and 
personalised marketing results in higher purchase rate and 
lower churn of EV companies. However, these are trade 
books without peer-reviewed empirical confirmation. 
Forrester Research (2023) has documented time savings 
for AI chatbots in auto customer service but without a long-
term loyalty or strategic competitive performance focus.

STATEMENT OF THE PROBLEM

However, although the market for EV is booming and AI-
driven applications are more and more frequently used in 
practice, there is still lack of structured scientific evidence 
on how AI-based customer engagement strategies affect 
measured outcomes (e.g. customer satisfaction, loyalty, 
retention, and sales performance,) specifically in the domain 
of EVs. Although there have been studies on the application 
of AI in marketing and automotive innovation what scholars 
observe, thus far missing, is an integrated analysis for AI-
driven customer engagement throughout the EV customer 
journey: from pre-purchase touchpoints to post-purchase 
services. In addition, majority of the discussions in the 
existing research are speculative or case-study based and 
insufficiently critical about effectiveness, challenges, 
and scalability across EV manufacturers. This leads to a 
lack of research on whether AI-supported engagement is 
just a technological surge, or whether it can be related to 
measurable strategic drivers for competitive advantage. 
Accordingly, the problem that this study seeks to solve is the 
lack of a systematic and informed scrutiny of AI’s impact on 
reshaping customer engagement in the EV industry.

RESEARCH QUESTIONS

In light of the problem identified, this research attempts to 
answer the following questions:
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●● What are the impacts of AI on customer engagement 
strategies in the EV industry?

●● How much does AI-based personalisation affect 
customer satisfaction, retention, and product 
conversion in the EV industry?

●● To what extent does foresight analytics reduce 
customer churn and enhance post-sale activities?

●● How do AI chatbots help in optimising the efficacy of 
responses and improving the customer experience?

●● What are the ethical and operational roadblocks facing 
EV producers as they adopt AI-driven engagement 
systems?

OBJECTIVES
●● To explore how AI will enable a redefined go-to-

market approach for EV customers.
●● To assess how AI-powered solutions – personalisation, 

predictive analytics, automated customer service, 
etc. – affect customer satisfaction, loyalty, and sales 
performance in the EV industry.

●● To understand the strategic and operational issues of 
developing AI-driven customer engagement systems 
in EV companies.

SCOPE OF THE STUDY

This research focuses only on the implications of AI for 
customer engagement within the EV industry. The research 
is specific to AI use cases related to personalised marketing 
approaches, predictive analytics, and AI-based customer 
service systems or immersive digital experiences throughout 
the customer journey.

The study focuses mainly on secondary data sources, industry 
reports, and the documented case studies of successful 
EV manufacturers to determine the tangible effects of AI-
enabled engagement activities in a customer satisfaction, 
loyalty, retention, and sales performance-driven setting.

The work is not concerned with the technical evolution of 
AI algorithms/devices or self-driving systems. It focuses on 
customer engagement and marketing strategy facets of EV-
sector AI adoption.

The coverage is global with consideration of case references 
of EV-producing countries except that generalisations are 
not carried over for a specific region or country market.

RESEARCH METHODOLOGY

The research design is quantitative, descriptive, and 
analytical in nature and investigates the effect of AI-based 

customer engagement techniques on satisfaction, loyalty, 
and purchase intention of the EV industry. A convenience 
sample of 250 was drawn from among the EV owners and 
potential buyers exposed to AI- powered EV-platforms 
for primary data through non-probability convenience 
method. Data are collected using a structured questionnaire 
consisting of about 25–30 dichotomous questions on a five-
point Likert-type scale based on AI-based personalisation, 
predictive analytics, AI-integrated customer service, and 
customer outcome variables. An analysis of clarity, structure, 
as well as the preliminary reliability of the instrument is 
tested through a pilot study with 30 respondents before 
final administration after adjustment where necessary. 
Reliability of the constructs is tested through Cronbach’s 
alpha (acceptable value ≥ 0.70), while validity is ensured 
via experts’ review (for content validity) and exploratory 
factor analysis (KMO ≥ 0.60 and significant Bartlett’s 
test) for construct validity. The data collected are analysed 
through statistical tools, descriptive statistics, correlation 
analysis, multiple regression, chi-square test, and ANOVA; 
hypotheses are tested at 5% level of significance (p < 0.05).

KEY AREAS OF AI IMPACT

As we shall discuss below, AI shaping customer engagement 
in the EV market is threefold – it starts from personalised 
marketing with predictive analytics to improving customer 
service via AI-powered grocery shopping and enhancing 
test drives on the basis of data obtained through immersive 
experience. Details will be reviewed in the next sections 
with numerical values presented in tables.

Personalised Marketing

AI is shaping the way customers are engaging in the EV 
space. AI influencing customer engagement in the EV 
industry could be represented by four facts: personalised 
marketing through use of predictive analytics, to better 
customer service enabled by AI-driven grocery shopping, 
and test driving experiences improved through data collected 
during immersive experiences.

Table 1: Impact of AI-Driven Personalised Marketing 
on Customer Engagement Metrics

Metric
With 

AI
Without 

AI
Improvement 

(%)
Click-Through Rate 
(CTR) 5.80% 4.20% 38%

Conversion Rate 15% 11.50% 30%
Customer Retention Rate 68% 53% 28%

Source: McKinsey & Company.
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Table 1 compares important customer engagement metrics 
in AI and non-AI marketing environments. The findings 
confirm that AI has a positive impact on digital marketing 
KPIs for EVs. CTR grows up to 5.80% with a personalisation 
powered by AI, which is 38% better than without AI. The 
conversion rate also increases from 11.50% to 15%, which 
is a 30% increase. Customer retention rate also substantially 
increases from 53% to 68%, or a gain of 28%. Our findings 
confirm that AI-driven personalisation tactics drive impact 

Table 2: Impact of Predictive Analytics on Operational Performance and Customer Retention

Metric With Predictive Analytics Without Predictive Analytics Improvement (%)
Reduction in Maintenance Issues 22% 10% 120%
Uptime Percentage 98% 92% 6.50%
Churn Rate 12% 18% -33%

Source: McKinsey & Company.

Operational and Customer Performance metrics comparison 
set; Data from the EV industry The comparative performance 
measure is presented in Table 2 with (and without) AI 
predictive analytics, as applied to the EV industry. The 
findings present significant performance gains with the 
use of predictive analytics systems. The improvement of 
maintenance items reduction is 10% to 22%, a relative 
improvement of 120%. The availability rate increases 
from 92% to 98% and is proof that it is a more reliable and 

at all three stages of the customer lifecycle: acquisition, 
conversion, and retention.

Predictive Analytics

AI-based systems leverage historical data to foresee 
customer requirements and provide proactive solutions: from 
notifications about predictive maintenance to suggesting a 
charging station.

accessible vehicle. For example, we see churn rate reduced 
from 18% to 12%, i.e., a 33% reduction in the loss of 
customers.

AI-Powered Customer Service

AI-driven chatbots and virtual assistants can offer hassle-
free customer service to fix their EV-related performance, 
financing, and charging problems.

Table 3: Impact of AI-Powered Customer Service on Service Efficiency and Satisfaction

Metric AI-Powered Service Traditional Service Improvement (%)
Average Response Time 30 seconds 2 minutes 85%
Query Resolution Rate 92% 75% 22%
Customer Satisfaction Score 8.7/10 7.1/10 23%

               Source: McKinsey & Company.

Results highlight the remarkable buzzy inclusion of 
efficiency and customer experience with AI-driven chatbots 
and virtual assessment agents. The average response time will 
decrease from 2 minutes to just 30 seconds – an impressive 
85% increase. The jump of 75% to 92% is observed when 
it comes to query solving rate; a better problem-solving 
ability is shown. In addition, customer satisfaction scores 
increase 23% from 7.1 to 8.7 out of 10. The present findings 

show that AI-based service systems outperform them in both 
aspects of response time and interaction quality.

AI-Powered Immersive Test

Virtual test drives and simulations are possible with the help 
of AI and AR technologies; these allow customers to explore 
EV functionality without visiting a showroom.

Table 4: Impact of AI-Powered Immersive Test-Drive Experiences on Customer Engagement and Conversion

Metric With AI-Powered Test Drives Without AI Test Drives Improvement (%)
Test-to-Purchase Conversion 25% 21.50% 16%
Customer Engagement Score 8.9/10 7.4/10 20%

      Source: McKinsey & Company.
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Summary of Findings

Table 5

Key Area Major Metric Improved Improvement (%)
Personalised Marketing Conversion Rate 30%
Predictive Analytics Churn Rate Reduction 33%
AI-Powered Customer Service Query Resolution Rate 22%
Immersive Test-Drive Experience Test-to-Purchase Conversion Rate 16%

                   Source: McKinsey & Company.

The table compares the customer engagement and 
conversion of both AI-powered immersive test drives versus 
conventional test drive methods. The results illustrated that 
the integration of AR and AI-powered simulations within the 
EV user journey has measurable benefits. The conversion 
from test-to-purchase also increases from 21.50% to 25%, 

representing a 16% improvement. There is an increase in 
customer engagement from 7.4 to 8.9 (20% increase across 
the board). As such, results of this study show that immersive 
technologies allow customers to engage with the product, 
causing positive effects on purchase intentions.

This data highlights important ways AI contributes to 
customer interactions in the EV industry. AI fuels all 
customer interactions, from marketing to customer after-
sales service and boosts satisfaction/retention/sales.

CASE STUDIES

International companies increasingly focus their research, 
development, and practical use of AI on their top electrically 
powered car makers. If you have enjoyed reading this blog, 
take a look at these case studies to read how AI has helped 
redefine customer engagement strategy, overcome industry 
and driving-business outcomes.

Tesla: AI-Driven Ecosystem for Customer 
Engagement

Overview

Tesla presents itself as a tech company, using AI not only to 
drive its cars but also for communicating with customers. 
AI is infused throughout Tesla, from sales to post-sales, thus 
improving user experience.

AI Applications

Personalisation in Marketing: Tesla is able to make 
recommendations to customers based on their previous 
behaviour through the app and website journey (e.g. 
configuration, features).

Predictive Analytics: The Tesla app sends alerts to customers 
when maintenance is predicted, before they realise the 
problem.

Customer Service: An AI-driven Tesla chatbot effectively 
manages generic customer inquiries such as charging and 
software updates.

Results

●● App Engagement: Tesla saw a 40% increase in user 
engagement in the app after launching predictive 
notifications.

●● Customer Loyalty: Tesla claims a customer retention 
rate of 91%, well above the sector average of 59% 
(Source: IHS Markit, 2022).

Nio: AI-Powered Personalisation and 
Community Building

Overview

Nio, the Chinese EV company, has customer-focused AI-
driven strategies to differentiate in a crowded market. Nio 
has developed an ecosystem incorporating AI offerings 
at customer touchpoints such as in-car assistants and 
community interaction platforms.

AI Applications

Nomi In-Car Assistant: Nio’s AI-based assistant offers 
tailored in-car services such as music advice and route 
optimisation according to user preferences.

Community Engagement: Nio’s AI works to learn and adapt 
from the way customers use its app to provide custom event 
invitations such as exclusive test drives and community 
meet-ups.
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Results

●● Customer Satisfaction: Nio posted a customer 
satisfaction rate of 94%, well above the industry 
average of 82%.

●● Engagement Metrics: The Nio app saw DAUs 
increase by 35% after implementing AI-powered 
recommendations.

Rivian: AI for Seamless Ownership 
Experiences

Overview

US EV manufacturer Rivian uses AI to broaden its customer 
engagement through tech-fed experiences after a purchase, 
and by aligning itself with sustainability.

AI Applications

Proactive Service Alerts: Rivian employs predictive 
analytics to alert customers to required maintenance or 
recalls, minimising vehicle downtime.

Charging Station Optimisation: Rivian app uses AI to 
recommend the best charging stops based on traffic and 
locations.

Sustainability: AI elements of the app measure the carbon 
footprint saved by customers and offer bespoke sustainability 
advice.

Results

●● Churn Rate: AI-based service notifications helped 
Rivian reduce the churn rate by 18%.

●● Over half of all Rivian vehicle owners are engaging 
with the app sustainability features, driving brand 
loyalty.

BYD: AI-Powered Scalability

Overview

This is the case of BYD – which is one of the largest and most 
advanced EV makers in the world – using AI to optimise its 
operations and provide personalised customer engagement, 
at scale. This covers predictive analytics and multilanguage 
chatbots for the global customer community.

AI Applications

Predictive Analytics: These rely on AI algorithms that 
predict demand for the customer and BYD has the ability to 
effectively utilise inventories while ensuring a decrease in 
delivery time.

Multilingual Service: BYD AI chatbots handle inquiries in 
over 10 languages, facilitating easier access to information 
for global customers.

Results

●● Operational Efficiency: Delivery time reduced (15%) 
with AI-based demand prediction.

●● Customer Support Metrics: Agents provided an average 
resolution rate of 91% with a prompt turnaround time 
via chatbots.

Comparative Analysis

Table 6

Company Key AI Application Outcome
Tesla Predictive maintenance 40% increase in app engagement

Nio AI-powered in-car assistant 94% customer satisfaction score

Rivian Charging station optimisation 18% reduction in customer churn

BYD Multilingual AI chatbots 91% query resolution rate

These are just a few examples of the myriad applications of 
AI, which is as a key protagonist in driving more engaging 
customer conversations in the EV space. This makes Tesla 
the leader in predictive maintenance and Nio the leader of 
customisation while Rivian is the leader of environmental 

focus, and BYD the leader of apparent user-friendly 
programming capacity, thanks to multilanguage support. 
That said, both of these lists will go on to demonstrate the 
great work AI is driving in defining the future of customer 
engagement in the EV world.
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ubiquitous engagement across the end-to-end customer 
journey. However, new challenges in its implementation, 
including data privacy and infrastructure costs, are hurdles 
to overcome.

IMPLICATIONS OF THE STUDY

Theoretical Implications
●● Build on the theory of customer engagement and 

extend the ESM in the context of integrated EV–AI.
●● Provides proof of AI tools as linked to real business 

outcomes.
●● Contribution to digital transformation literature in 

sustainable mobility domains.

Managerial Implications

●● Personalise acquisition and retention with AI for EV 
automakers:

●● Making investments in predictive maintenance 
systems to enhance reliability perception via 
greater churn control.

●● Humans have to enfold the AI-powered service 
automation.

●● Strategic Implications:
●● AI and machine learning should be viewed as an 

engagement strategy – core to the business, not a 
technology add-on

●● Organisations must establish robust data 
governance frameworks to reduce the risk of 
privacy problems.

●● Continuous AI investment can create sustained long-
term differentiation in competitive EV markets.

Key Findings of the Study
●● Personalised marketing assisted by AI can provide 

massive conversion boosts for potential customers.
●● It helps in reducing customer churn as well as increasing 

satisfaction post-purchase through predictive analytics.
●● Solutions which make use of AI for customer service 

help in resolving the queries fast and in a comparatively 
short time.

●● Having AI-driven immersive experiences has a 
positive impact on purchasing decisions.

●● Long-term customer loyalty for the EV sector through 
AI implementation.

●● The high investment costs and data privacy issues are 
some challenges.

DISCUSSION OF THE STUDY

AI-Enabled Personalised Marketing and 
Customer’s Behaviour

An enhanced automated personalisation system can 
empower the customer who buys an EV to prefer engaging 
more with your offerings in the first place. High conversion 
rates and improved brand loyalty are the results of easily 
segmented data, focused campaigns, and customised 
suggestions. These results are consistent with analysis 
showing that personalisation increases the perception of 
relevance and purchase intention.

Post-Purchase Experience and Predictive 
Analytics

According to the results, the reliability of vehicles can 
be improved by using AI to predict vehicle failures since 
maintenance can be notified earlier for more optimised 
service. Quicker troubleshooting and reduced downtime 
result in happier customers and lesser churn. This shows how 
AI is actually about generating long-term customer loyalty 
and not just producing inexpensive first-sale conversions.

AI-Powered Customer Service Efficiency

The response times are considerably reduced and the rate 
at which a query is resolved is increased with the help of 
AI chatbots and virtual assistants Faster and consistent 
responsiveness has the higher perception of service quality. 
The results also have meaningful implications for how much 
automation is needed to facilitate customer confidence and 
trust for high technological markets, as is the case with EVs.

ITC in Immersive Technologies and Purchase 
Intention

Virtual test drives, or other AI-based interactive journey 
makers, keep users busy and thus test to purchase success. 
That is, the use of simulation and decision-support tools is 
reducing uncertainty, thereby providing consumers of EVs 
with greater certainty in their decisions.

AI in Competitive Positioning: The Strategic 
Role

As a partner, AI application fosters operational efficiency 
and also sustained competitive advantage through 
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Recommendations
●● Deliver AI-powered personalisation across all digital 

touchpoints.
●● To encourage post-sale participation organisations 

must make maintenance mandatory.
●● To maintain the service level, AI-powered chatbots 

must be always trained and monitored.
●● If companies want to win consumers’ trust, they have 

to be more transparent about their data protection 
policy.

●● Lack of finances may also lead smaller EV players to 
adopt AI through stages (gradually).

●● It will be essential to constantly measure AI 
performance metrics and include them in engagement 
strategies.

CONCLUSION

This research examined the AI-driven customer engagement 
strategies’ impact on the EV industry. The study shows that 
AI-generated personalised marketing does a lot for customer 
conversion and retention. Predictive analytics enables 
companies to minimise maintenance problems and customer 
attrition, thus enhancing post-purchase satisfaction. AI 
customer service technology allows for improved response 
times and enhanced overall service. There is improved 
purchase intention and engagement from AI-based 
immersive experiences. Essentially, they discover that 
more customer satisfaction, loyalty, and sales performance 
is associated with implementing AI across the entire EV 
customer journey. However, it should be noted that some 
challenges such as data privacy, infrastructure investment, 
and technological scalability need to be addressed as well. 
AI is not merely an ‘enabling’ technology; it is a key part of 
the strategic steam engine driving competitive advantage for 
those playing the EV game, according to the study.
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