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The Modern Directions of Public Relations Uses in
Governmental Services Management with Artificial

Intelligence Tools

Abstract

The study aimed to monitor the modern directions of Public
Relations' Uses in the Smart Government Services Management With
Acrtificial Intelligence (Al) Tools, It is a qualitative study applied to a
purposed sample of government electronic portals in the United Arab
Emirates, within the framework of the theories of automated social
presence (ASP) and dialogue communication, and model of Acrtificial
Intelligence in Customer Relationship Management. The results
revealed the use of chatbot technologies, electronic signature using the
Emirates ID application, stakeholder relationship management using
artificial intelligence techniques, smart supplier, and metaverse.

The researcher presented a scale to measure the public relations
uses of artificial intelligence techniques in services management via
the governmental electronic portals .

Key Words:

Ggovernmental services management - Smart Government -Artificial
Intelligence techniques - Customer Relationship Management -
Automated social presence - Dialogue communication.
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Al-driven business transformation ‘
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automation-augmentation 4i¥! (s siwe 33
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Data-driven CRM strategy

—
02

Al-driven CRM strategy

01 Technology investigation

Information management
of Big Data

* Build a unique customer data
platform (database)

* Leverage Big Data analytics
capabilities to support
organizations’ ability to identify.
attain, and retain  profitable
customers

* Integrate information from new
data sources into CRM decisions

* Clarify data access boundaries
(privacy by design) & manage
ethics of data

* Grasp ethical issues

of AT and ML techniques
applied to CRM activities

* Chose the right algorithms based

on application purpose

* Develop new human tasks. new

company capabilities

* Identify strategic. operational and

organisational changes needed
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Al-driven business
transformation

* Decide between in-house versu

outsourced implementation

* Decide the level of automation

augmemation

+ Build up IT and project resource
* Manage strategic, operational anc

organisational changes

+ Manage the interactive behaviour

of humans and Al
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