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   INTRODUCTION

In the era of rapid digitalization, the integration of 
Artificial Intelligence (AI) and Generative AI 
(GenAI) into B2C growth strategies has become a 
critical factor for competitiveness. Recent research 
by McKinsey demonstrates an unprecedented 
surge in the adoption of AI technologies in business 

processes, with 72% of organizations reporting 
their use (see Figure 1) [1]. This significant 
increase reflects a growing understanding of AI's 
potential to transform customer experiences, 
optimize operations, and create innovative 
products. 
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Figure 1 – Growth of AI Technology Adoption in Business Processes [1] 

The relevance of integrating AI and GenAI into B2C 
strategies lies in their ability to dramatically 
enhance the personalization of customer 
interactions, which is crucial in the modern 
consumer sector. The automation of routine 
processes and the making of more accurate, data-
driven decisions significantly boost operational 
efficiency. Furthermore, GenAI opens new horizons 
for innovation, enabling the creation of products 
and services that have the potential to 
revolutionize the market. 

Analysis of McKinsey reports reveals a rapid 
increase in the use of GenAI, with 65% of 
respondents reporting its regular application, 
which is double the previous year’s figures [1]. 
Notably, many players in the B2C sector have 
started exploring and experimenting with GenAI, 
demonstrating a growing interest in the 
technology's potential and adaptability to various 
business processes. Companies can choose from 
several AI and GenAI adoption strategies, each 
representing a trade-off between cost and level of 
customization. Mainly, it’s a balance between: 

1. Taking existing technology (off-the-shelf 
solutions) and deploying it. Pros: low cost, rapid 
deployment. Cons: not customized for specific 
company needs. 

2. Customizing an existing solution or building a 
proprietary solution. Pros: more tailored to the 
company’s specific requirements. Cons: higher 
cost, longer development and deployment time. 

For core functions such as promotion management, 
pricing, and other critical business processes, 
companies often prefer to develop their own 
customized solutions. Conversely, for non-core 
functions such as HR, Legal, and Finance, 
companies tend to leverage off-the-shelf solutions 
available in the market. 

However, the implementation of AI and GenAI 
raises several ethical concerns, including data 
privacy and potential algorithmic bias. These 
aspects require careful consideration when 
developing AI integration strategies in B2C 
companies, balancing innovative potential with 
ethical responsibility [1-4]. 
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The aim of this article is to provide a 
comprehensive analysis of the integration of AI and 
GenAI into B2C growth strategies, identifying key 
success factors and offering a practical framework 
for the effective implementation of these 
technologies. 

THEORETICAL FOUNDATIONS OF AI AND GENAI 
INTEGRATION IN THE B2C SECTOR 

The integration of AI and GenAI in the B2C sector 
represents a complex area of research, 
encompassing the evolution of technologies, their 
key components, and their potential applications in 
the context of consumer interaction. A fundamental 
understanding of these aspects is critically 
important for the effective implementation of AI-
driven strategies in B2C companies [3]. 

The evolution of AI and GenAI is characterized by a 
transition from specialized algorithms to 
multifunctional systems capable of generating 
content, making decisions, and interacting with 
users on a qualitatively new level. A key milestone 
in this evolution was the development of deep 
learning and neural networks, leading to the 
emergence of models capable of processing natural 
language and generating human-like responses. 
The transformation of AI from rule-based systems 
to self-learning models has opened new 
possibilities for personalization and automation in 
the B2C sector. 

GenAI, as an advanced direction of AI, is based on 
the principles of generative adversarial networks 
(GANs) and transformer architectures. These 
technologies enable the creation of models capable 
not only of analyzing but also generating new 
content, significantly expanding their application 
range in B2C. The key advantage of GenAI is its 
ability to understand context and generate relevant 
responses, which is especially valuable in customer 
service and personalized marketing. 

In the context of a GenAI system, the architecture 
often includes several key layers and components: 

1. User Experience Layer: This layer deals with the 
interface and interaction that users have with the 
GenAI system, such as chatbots or other interactive 
applications. 

2. GenAI Layer: This consists of: 

● GenAI Applications: Specific applications 
that utilize generative AI models to perform tasks 
such as content creation, personalized 
recommendations, and automated responses. 

● GenAI Pipelines and APIs: This includes 
frameworks for developing GenAI applications, 
guardrails for safe and effective AI deployment, 
compute services, and API gateways for integrating 
with other systems [11, 12]. 

3. GenAI Models/Hubs: Foundational large 
language models (LLMs) like GPT-4, model hubs for 
accessing these models, and hosting services for 
deploying them [13, 14]. 

4. Data Layer: This layer encompasses the storage 
and management of data that the GenAI system 
uses, including vector stores for embedding text 
meanings, prompt stores for managing AI prompts, 
and chat history for maintaining context in 
conversations [15]. 

5. Control Plane: Essential for monitoring and 
managing the performance of the GenAI system. 
This includes logging, monitoring, and 
performance tracking to ensure the system 
operates efficiently and securely [12, 15]. 

These layers collectively ensure that a GenAI 
system can effectively process data, generate 
meaningful outputs, and provide a seamless user 
experience while maintaining operational integrity 
and security. 

The application of these technologies in the B2C 
sector opens unprecedented opportunities for 
creating a hyper-personalized customer 
experience. For instance, the use of NLP and NLG 
allows the development of intelligent chatbots 
capable of engaging in natural dialogues with 
customers, providing personalized support 24/7. 
Computer Vision technologies are used in 
recommendation systems, analyzing users' visual 
preferences and suggesting relevant products. 

The potential of AI and GenAI for B2C companies 
extends far beyond customer service. These 
technologies transform the entire consumer 
interaction cycle, from targeted advertising to post-
sales service. Predictive Analytics allows for 
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demand forecasting and inventory management 
optimization, which is crucial for supply chain 
efficiency in the B2C sector. Reinforcement 
Learning algorithms are applied for dynamic 
pricing, maximizing profits by considering market 
conditions and consumer behavior. 

However, realizing the potential of AI and GenAI in 
B2C requires overcoming several technological and 
ethical barriers. Key challenges include: 

1. Ensuring the quality and relevance of generated 
content. 

2. Protecting personal data and adhering to 
privacy-by-design principles. 

3. Minimizing algorithmic bias to ensure fair 
service for all consumer segments. 

4. Integrating AI solutions with the existing IT 
infrastructure of companies. 

5. Adoption and change management to ensure 
smooth implementation and user acceptance. 

To visualize the complex nature of AI and GenAI 
integration in the B2C sector, the following 
conceptual diagram is proposed (see Figure 2). 

 

 

Figure 2 – Integration of AI and GenAI in B2C 

* Automation replaces manual tasks with technology to increase efficiency, while Optimization 

improves existing processes to achieve better results. 

Al and GenAl 
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This diagram illustrates the multifaceted nature of 
AI and GenAI integration, highlighting the 
interconnection between technological 
components, application areas, and ethical aspects. 

Current trends in the use of AI and GenAI in the B2C 
sector, as reflected in McKinsey reports, 
demonstrate a rapid increase in the adaptation of 
these technologies [1]. Particularly notable is the 
increase in the use of GenAI in marketing and sales 
functions, indicating a recognition of these 
technologies' potential to enhance customer 
experience and improve sales efficiency [5, 6]. 

A critically important aspect of integrating AI and 
GenAI into B2C strategies is the development of 
competencies in data science and machine 
learning. To effectively harness AI and GenAI in 
business transformations, companies need to 
develop a set of critical capabilities in several key 
areas. According to McKinsey's book "Rewired," 
these capabilities include: 

1. Technology and Data: Building a robust 
technology infrastructure and data management 
system is essential. This includes developing a 
dynamic data architecture that supports real-time 
business intelligence and future AI applications, as 
well as ensuring data quality, security, and 
compliance. Companies should focus on creating an 
integrated technology stack that allows for 
seamless deployment and scaling of AI innovations. 

2. Talent Management: A strategic approach to 
talent is crucial. McKinsey emphasizes that around 
70-80% of digital talent should be in-house, with 
the remaining 20-30% sourced externally for 
specialized skills and flexibility. Developing in-
house expertise helps in building a deep bench of 
digital talent necessary for sustaining digital 
transformations. 

3. Operating Model: Companies need to 
redesign their operating models to support agile, 
cross-functional teams that can drive innovation. 
This includes shifting from traditional functional 
silos to integrated product and platform teams that 
focus on end-user experiences and business 
outcomes. 

4. Adoption and Change Management: 

Managing change effectively is a critical component 
of digital transformation. This involves engaging 
leadership, crafting relatable narratives, and 
providing role-based training to ensure smooth 
adoption of new tools and systems. A dedicated 
team of change managers and communicators can 
facilitate this process. 

5. Strategic Alignment and Governance: 
Establishing a clear digital roadmap and financial 
plan is vital. This roadmap should outline the 
targeted business domains, the solutions to be 
implemented, and the key performance indicators 
to measure success. Effective governance ensures 
that all initiatives align with the overall strategic 
goals and are executed efficiently [16]. 

These capabilities are fundamental to achieving 
higher success rates in AI projects and realizing the 
full potential of digital and AI transformations in 
businesses. 

TRANSFORMATION OF B2C BUSINESS 
PROCESSES UNDER THE INFLUENCE OF AI AND 
GENAI 

The transformation of B2C business processes 
under the influence of AI and GenAI represents a 
shift in operational models, customer interaction 
strategies, and approaches to innovation. This 
transformation affects all key aspects of B2C 
organizations, from front-office to back-office, 
creating new paradigms for conducting business in 
the digital age [7]. 

Changing customer experience and personalizing 
interactions are central elements of AI-driven 
transformation in the B2C sector. The integration 
of AI and GenAI enables the creation of hyper-
personalized customer journeys that adapt in real-
time to consumer preferences and behaviors. 
Machine learning algorithms, by analyzing vast 
amounts of data, form detailed customer profiles, 
predict their needs, and offer relevant products or 
services with unprecedented accuracy. 

A key aspect of this transformation is the 
implementation of conversational AI and next-
generation chatbots based on GenAI technologies. 
These systems can engage in natural dialogue with 
customers, understand the context and emotional 
tone of the conversation, and provide highly 
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personalized service 24/7. According to McKinsey, 
companies that have successfully implemented 
such solutions report significant increases in 
customer satisfaction and reductions in support 
operational costs [1]. 

Optimizing operational efficiency and decision-
making processes under the influence of AI and 
GenAI transforms the internal processes of B2C 
companies. Predictive analytics and machine 
learning are applied to optimize supply chains, 
forecast demand, and manage inventory with high 
precision. This minimizes costs and improves 
response times to market changes. 

In decision-making, AI systems provide analytical 
support at all management levels. Big data 
processing and machine learning algorithms 
analyze complex patterns in business metrics, 
providing management with actionable insights for 
strategic planning. For example, dynamic pricing 
based on AI algorithms allows for real-time 
optimization of pricing policies, maximizing 
profitability and competitiveness. 

Innovations in products and services based on AI 
and GenAI open new horizons for B2C companies. 
GenAI technologies enable the creation of 
personalized products and content tailored to each 
customer's individual preferences. This is 
applicable across various sectors, from e-
commerce to media and entertainment. For 

instance, next-generation recommendation 
systems based on deep learning can offer products 
and content with high relevance, significantly 
increasing conversion rates and customer loyalty. 

In product development, AI and GenAI accelerate 
design and prototyping processes, allowing for 
rapid iteration and testing of new concepts. This is 
especially important in the fast-moving consumer 
goods (FMCG) sector, where the speed to market is 
critical for success. AI systems analyze trends, 
consumer preferences, and feedback, optimizing 
the development process and minimizing the risks 
of unsuccessful launches. 

Data management and analytics become strategic 
assets in the era of AI-driven transformation of the 
B2C sector. The integration of AI and GenAI into 
data management systems allows for the efficient 
processing and analysis of structured and 
unstructured data in vast volumes. This creates a 
foundation for data-driven decision-making at all 
organizational levels. 

A key aspect of transformation in this area is the 
creation of a unified data ecosystem that integrates 
data from various sources and ensures its 
availability for AI algorithms in real-time. Such an 
ecosystem enables the realization of the "360-
degree customer view" concept, providing a 
complete understanding of customer behavior and 
preferences [8]. 

 

Table 1. Key Aspects of Business Process Transformation of B2C Companies 

under the Influence of AI and GenAI 

Domain Use Case Related Impact Application Examples 

Customer 

Experience 

Hyper-personalization 

Enhanced customer 

satisfaction 

Personalized recommendations, next-

gen chatbots 

Predictive Service 

Increased service 

efficiency Predictive customer support 

Omnichannel 

Seamless customer 

interactions 

Integrated communication channels, 

AR/VR virtual try-ons 

Operational 

Efficiency 

Supply Chain 

Optimization 

Reduced operational 

costs 

AI-optimized inventory management, 

dynamic pricing 

Automation of Improved process RPA for task automation, automated 
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Routine Tasks efficiency quality control 

Intelligent Resource 

Planning 

Optimal resource 

allocation 

Predictive analytics for resource 

management 

Product 

Innovation 

Accelerated R&D 

Faster time-to-

market 

AI-assisted product design, generative 

design 

Product 

Customization 

Tailored customer 

products Personalized formulas in FMCG 

Predictive 

Maintenance Reduced downtime AI-driven predictive maintenance 

Data 

Management 

Real-time Analytics 

Informed decision-

making 

Predictive customer behavior modeling, 

AI-driven marketing analytics 

Integrated Customer 

Data Platforms 

Unified data 

ecosystem 

Centralized customer data, cloud-based 

analytics 

 

The table illustrates the interconnection of key 
aspects of transformation, emphasizing the 
integrated nature of changes in B2C business 
models under the influence of AI and GenAI. 

It is important to note that successful 
transformation of business processes requires a 
comprehensive approach, including not only 
technological aspects but also changes in 
organizational culture, the development of new 
personnel competencies, and the rethinking of 
business strategies. Companies leading in AI 
adaptation, according to McKinsey reports, show 
higher growth and profitability rates, confirming 
the strategic importance of this transformation [1]. 

In the context of the B2C sector, the ethical aspect 
of using AI and GenAI becomes particularly 
significant. Ensuring algorithm transparency, 
protecting personal data, and preventing 
discriminatory practices are critical factors for 
building trust with consumers and complying with 
regulatory requirements [6,7]. 

STRATEGIC FRAMEWORK FOR AI AND GENAI 
INTEGRATION FOR B2C COMPANY GROWTH 

The strategic framework for AI and GenAI 
integration for B2C company growth represents a 
comprehensive approach aimed at systematically 
implementing and scaling AI technologies in 
business processes. This framework takes into 

account the multifaceted nature of transformation, 
encompassing technological, organizational, and 
ethical aspects of AI and GenAI integration [9]. 

Assessing a company's readiness for AI and GenAI 
implementation is the first step in the integration 
process. This assessment includes analyzing the 
current technological infrastructure, staff 
competencies, organizational culture, and business 
processes. Key Assessment Parameters for AI and 
GenAI Readiness 

1. Data Maturity: quality, Availability, and 
Integration of Data: Assess the completeness, 
accuracy, and accessibility of data across the 
organization. High data maturity means data is 
well-governed, integrated across systems, and 
available for real-time analytics. 

2. Technological Readiness: availability of 
Necessary IT Infrastructure and Tools: Evaluate 
the robustness of the IT infrastructure, including 
cloud capabilities, data storage solutions, and 
AI/ML tools. A technologically ready organization 
has scalable infrastructure to support AI 
deployments and advanced analytics. 

3. Staff Competencies: level of Expertise in AI 
and Data Science: Determine the proficiency levels 
of staff in AI, machine learning, and data science. 
Organizations need a critical mass of in-house 
talent to drive AI projects successfully, 
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complemented by external experts for specialized 
skills. 

4. Organizational Flexibility: ability to Adapt to 
Changes and Innovations: Examine the 
organization’s agility and willingness to embrace 
change. Flexible organizations can quickly adapt to 
new technologies and processes, fostering a culture 
of continuous improvement and innovation. 

5. Strategic Alignment: alignment of AI 
Initiatives with the Overall Business Strategy: 
Ensure that AI projects are closely aligned with the 
company's strategic goals. This alignment ensures 
that AI investments deliver tangible business value 
and support long-term objectives [16]. 

Based on this assessment, a readiness matrix is 
developed to identify priority areas for 
development and investment. 

Next, a roadmap for AI and GenAI integration is 
developed. This roadmap should be closely aligned 

with the company's business strategy and consider 
the specific needs and opportunities of the B2C 
sector. Key elements of the roadmap include: 

1. Identifying priority use cases based on potential 
business impact and technical feasibility. 

2. Developing a phased implementation plan, 
considering dependencies between different 
initiatives. 

3. Defining KPIs for each phase and mechanisms for 
monitoring progress. 

4. Resource planning, including budget, technology, 
and human capital. 

5. Developing a change management strategy to 
ensure the adoption of AI technologies within the 
organization. 

A visual representation of the strategic framework 
for AI and GenAI integration can be depicted in the 
following table. 

 

Table 2. AI and GenAI integration frameworks 

Phase Key Actions 

Tools and 

Methodologies Expected Outcomes 

Readiness Assessment 

- Data and technology 

audit 

- Competency analysis 

- Organizational culture 

assessment 

- AI maturity matrix 

- GAP analysis 

- Cultural assessment 

- Current state map 

- Identification of 

critical gaps 

Strategy Development 

- Defining priority use 

cases 

- Aligning with 

business goals 

- Developing KPIs 

- Value stream mapping 

- Scenario planning 

- Business case analysis 

- AI integration strategic 

plan 

- Portfolio of priority 

projects 

Infrastructure 

Development 

- Developing data 

ecosystem 

- Implementing AI 

platforms 

- Ensuring 

cybersecurity 

- Cloud-native 

architectures 

- MLOps practices 

- Zero-trust security 

model 

- Scalable AI 

infrastructure 

- Integrated data 

pipeline 

Competency 

Development 

- Staff training 

- Attracting AI talent 

- Creating centers of 

- Upskilling/reskilling 

programs 

- Partnerships with 

- Increased AI literacy 

- Formation of AI-

driven culture 
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expertise academic institutions 

- Agile teams 

Piloting and Scaling 

- Launching pilot 

projects 

- Iterative improvement 

- Scaling successful 

initiatives 

- Lean Startup 

methodology 

- A/B testing 

- Agile/Scrum 

frameworks 

- Validation of business 

cases 

- Accelerated time-to-

value 

Risk and Ethics 

Management 

- Developing ethical 

principles 

- Implementing control 

mechanisms 

- Ensuring transparency 

- Ethical AI 

frameworks 

- Bias monitoring tools 

- Explainable AI 

methodologies 

- Stakeholder trust 

- Regulatory compliance 

 

Risk management and ethical aspects in the 
implementation of AI and GenAI are critical 
components of the strategic framework. In the 
context of the B2C sector, where consumer 
interaction is key, ethical aspects gain particular 
significance. Key directions for risk management 
include: 

1. Ensuring transparency of algorithms and their 
decisions for consumers. 

2. Protecting personal data and adhering to 
privacy-by-design principles. 

3. Preventing and minimizing algorithmic 
discrimination. 

4. Ensuring the security and resilience of AI 
systems against attacks and manipulations. 

For effective risk management, it is recommended 
to establish a cross-functional ethics committee, 
develop internal standards for ethical AI, and 
implement mechanisms for regular auditing of AI 
systems. 

Recommendations for competency development 
and organizational culture are critical success 
factors for AI and GenAI integration. Key 
recommendations include: 

1. Developing continuous learning and upskilling 
programs for all organizational levels. 

2. Creating cross-functional teams that bring 
together business and technology experts. 

3. Implementing a data-driven decision-making 

culture at all organizational levels. 

4. Developing leadership competencies in AI and 
digital transformation. 

5. Fostering an innovative culture and readiness for 
experimentation. 

Implementing this strategic framework requires a 
systematic approach and long-term vision. 
According to McKinsey, companies that have 
successfully integrated AI and GenAI into their 
business processes demonstrate significantly 
higher growth and efficiency indicators. However, 
it is important to note that this is not a linear 
process, and constant adaptation and iteration of 
the strategy are required in line with changes in the 
technological landscape and business environment 
[9,10]. 

CONCLUSION 

The integration of Artificial Intelligence (AI) and 
Generative AI (GenAI) into the growth and 
development strategies of B2C companies marks a 
paradigm shift in the business landscape of the 
digital age. The conducted research demonstrates 
the multifaceted and profound nature of the 
transformation, encompassing all aspects of 
organizational activities—from customer 
experience to operational processes and 
innovative endeavors. 

Key findings of the research underscore the critical 
role of AI and GenAI in creating sustainable 
competitive advantages for B2C companies. Hyper-
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personalization of customer interactions, 
optimization of operational efficiency, and 
acceleration of innovation cycles become realities 
through the integration of advanced AI 
technologies. Data analysis from McKinsey 
confirms the significant growth in the adoption of 
these technologies in the B2C sector, highlighting 
their strategic importance. 

However, the successful integration of AI and 
GenAI requires a comprehensive approach that 
goes beyond purely technological aspects. The 
developed strategic framework emphasizes the 
necessity of systemic changes, including the 
development of staff competencies, transformation 
of organizational culture, and rethinking of 
business models. The ethical aspect of AI usage 
becomes particularly significant, requiring a 
balance between innovative potential and a 
responsible approach to data processing and 
decision-making. 

Future research perspectives in AI-driven 
strategies in the B2C sector lie in several key 
directions: 

1. Long-term analysis of the economic impact of AI 
and GenAI implementation in various B2C 
industries. 

2. Investigation of the influence of AI technologies 
on consumer behavior and expectations. 

3. Development of methodologies for assessing and 
minimizing ethical risks associated with AI use in 
the B2C context. 

4. Examination of the impact of regulatory changes 
on AI integration strategies in B2C companies. 
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