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ABSTRACT

Generative AI is transforming customer retention strategies in emerging markets by 
enabling hyper-​personalization, predictive analytics, and automation to enhance 
customer engagement. This chapter explores the role of AI-​driven solutions in op-
timizing retention strategies across diverse socio-​economic and cultural contexts 
in Southeast Asia, Africa, and Latin America, based on a systematic review of 30 
academic sources and comparative case studies in e-​commerce, mobile telecom-
munications, and fintech. The findings highlight the effectiveness of AI in delivering 
personalized experiences, optimizing dynamic pricing models, and leveraging 
predictive analytics to identify and prevent customer churn. This chapter presents 
a conceptual framework that provides actionable guidelines for businesses to har-
ness generative AI effectively while maintaining ethical standards and scalability.
The chapter concludes with managerial insights, limitations, and future research 
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directions, highlighting the potential of AI in shaping customer experiences and 
long-​term loyalty in emerging markets.

INTRODUCTION

Customer loyalty in the pre-​AI era relied principally on rewards schemes, be-
havioral segmentation, and rule-​driven interactions (Lemon & Verhoef, 2016). All 
these are now shifting towards hyper-​personalization, adaptation, and conversation 
as generative AI has stepped in, redefining customer relationships in real-​time 
(Davenport et al., 2023).

Customer loyalty and retention are fast-​growing business priorities for companies 
as they contend with an intense global economy that is increasingly competitive and 
interconnected. Traditional ways of connecting with customers are giving way to 
advanced, data-​driven customer-​engagement methods focusing on personalization, 
flexibility, as well as scalability. At the forefront of this revolution is Generative 
Artificial Intelligence (AI), technology enabling businesses to sift through vast 
amounts of data, predict consumer behavior, and create highly personalized customer 
experiences. By leveraging generative with AI, businesses can form in-​depth rela-
tionships with consumers, gaining long-​term loyalty as well as improved retention.

The Southeast Asian, Sub-​Saharan African, and Latin American emerging markets 
are of particular opportunities for the growth of generative AI. Such markets are 
dominated by young highly dynamic consumer attitudes, high penetration of mo-
biles, and increasingly digitalized infrastructure. A case in point is that smartphone 
penetration in such markets is predicted to exceed 70% by 2025, driving significant 
expansions in digital services such as fintech, e-​commerce, and telecommunications 
via cellular networks. (GSMA, 2022). These opportunities are supplemented by 
special problems, such as inadequate infrastructure, economic uncertainty, as well 
as multicultural communities. The companies doing business in these markets are 
faced with navigating these challenges alongside satisfying customers in a highly 
localized, culturally customized manner. Generative AI has tremendous potential to 
help meet these challenges through tools that can enable companies to tailor their 
customer retention strategies to complex and heterogeneous environments. AI-​driven 
chatbots, for instance, can provide personalized assistance in local languages, as 
predictive analytics can flag customer risk of churn and deliver actionable infor-
mation for renewal campaigns (Tadepally et al., 2022). Even with such potential, 
applied generative AI in emerging economies has been under-​explored in academic 
scholarship as well as business practice. The majority of available studies are concen-
trated on developed economies, where AI maturity as well as data infrastructure is 
far superior (Celik & Manson, 2021). This creates a very important gap in knowing 



 

 

48 more pages are available in the full version of this

document, which may be purchased using the "Add to Cart"

button on the publisher's webpage: www.igi-

global.com/chapter/generative-ai-solutions-for-unlocking-

customer-loyalty-and-retention-strategies-in-emerging-

markets/379226

Related Content

Reshaping Cybersecurity of Wireless Sensor Networks Using Energy-

Optimized Approach Against Wormhole Attack
Hafsa Shahid, Humaira Ashraf, N. Z. Jhanjhiand Qurat-ul Ain Zam Zam (2025).

Reshaping CyberSecurity With Generative AI Techniques (pp. 125-172).

www.irma-international.org/chapter/reshaping-cybersecurity-of-wireless-sensor-networks-using-

energy-optimized-approach-against-wormhole-attack/356772

Optimizing Business Processes Using AI and Digital Twin
S. Ushasukhanya, T. Y. J. Naga Malleswari, R. Brindhaand P. Renukadevi (2024).

Digital Twin Technology and AI Implementations in Future-Focused Businesses (pp.

206-216).

www.irma-international.org/chapter/optimizing-business-processes-using-ai-and-digital-

twin/336459

An Efficient, Secure, and Queryable Encryption for NoSQL-Based Databases

Hosted on Untrusted Cloud Environments
Mamdouh Alenezi, Muhammad Usama, Khaled Almustafa, Waheed Iqbal,

Muhammad Ali Razaand Tanveer Khan (2021). Research Anthology on Artificial

Intelligence Applications in Security (pp. 725-743).

www.irma-international.org/chapter/an-efficient-secure-and-queryable-encryption-for-nosql-

based-databases-hosted-on-untrusted-cloud-environments/270623

Comparison of the Hybrid Credit Scoring Models Based on Various

Classifiers
Fei-Long Chenand Feng-Chia Li (2010). International Journal of Intelligent

Information Technologies (pp. 56-74).

www.irma-international.org/article/comparison-hybrid-credit-scoring-models/45156

http://www.igi-global.com/chapter/generative-ai-solutions-for-unlocking-customer-loyalty-and-retention-strategies-in-emerging-markets/379226
http://www.igi-global.com/chapter/generative-ai-solutions-for-unlocking-customer-loyalty-and-retention-strategies-in-emerging-markets/379226
http://www.igi-global.com/chapter/generative-ai-solutions-for-unlocking-customer-loyalty-and-retention-strategies-in-emerging-markets/379226
http://www.igi-global.com/chapter/generative-ai-solutions-for-unlocking-customer-loyalty-and-retention-strategies-in-emerging-markets/379226
http://www.irma-international.org/chapter/reshaping-cybersecurity-of-wireless-sensor-networks-using-energy-optimized-approach-against-wormhole-attack/356772
http://www.irma-international.org/chapter/reshaping-cybersecurity-of-wireless-sensor-networks-using-energy-optimized-approach-against-wormhole-attack/356772
http://www.irma-international.org/chapter/optimizing-business-processes-using-ai-and-digital-twin/336459
http://www.irma-international.org/chapter/optimizing-business-processes-using-ai-and-digital-twin/336459
http://www.irma-international.org/chapter/an-efficient-secure-and-queryable-encryption-for-nosql-based-databases-hosted-on-untrusted-cloud-environments/270623
http://www.irma-international.org/chapter/an-efficient-secure-and-queryable-encryption-for-nosql-based-databases-hosted-on-untrusted-cloud-environments/270623
http://www.irma-international.org/article/comparison-hybrid-credit-scoring-models/45156


Transformation of the Traditional Classroom to Artificial Intelligence-Enabled

21st Century Classrooms in India: A Comprehensive Review
Aashish Jainand Rohit Khokher (2026). Defining an AI-Based K-12 Education System

(pp. 289-316).

www.irma-international.org/chapter/transformation-of-the-traditional-classroom-to-artificial-

intelligence-enabled-21st-century-classrooms-in-india/406152

http://www.irma-international.org/chapter/transformation-of-the-traditional-classroom-to-artificial-intelligence-enabled-21st-century-classrooms-in-india/406152
http://www.irma-international.org/chapter/transformation-of-the-traditional-classroom-to-artificial-intelligence-enabled-21st-century-classrooms-in-india/406152

