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OZET

TURKIYE’'DE DIiJITAL HALKLA iLiSKILERDE DEGIiSEN MUSTERI
DENEYiMi: CHATBOT UYGULAMALARI

Bilgi ve iletisim teknolojilerinin gelisimi ile birlikte her alanda oldugu gibi,
iletisim alanindaki kavramlar ve uygulamalarda ¢ok hizli bir sekilde degismekte ve
ilerlemektedir. Dijitallesen diinyada yasanan s6z konusu kapsamli ve hizli doniisiim
yapay zeka, sanal gerceklik, endiistri 4.0 ve toplum 5.0 gibi kavramlarin ortaya
c¢ikmasina neden olmustur. Dijital diinyadaki bu doniisim halkla iliskiler
uygulamalarinda da yeni iletisim ortamlarinin dogmasina yol agmustir. Bunlardan biri
de yapay zekanin en 6nemli kullanim sekilleri arasinda yer alan, insan ve teknolojinin
birlikteliginden dogan “chatbot”lardir.

Yapay zekanin gelismesiyle birlikte ve kurumlar agisindan bireyin dneminin
artmastyla, bu yenicaga ayak uydurmak, onlar1 anlamak gelecekte daha iyi deneyimler
tasarlamak icin onemli olacaktir. Dijitallesme “miisteri deneyimi” kavraminit 6ne
cikaran en onemli faktordiir. Stirecleri dijitallestirip, miisteriye farkli bir deneyim
yagsatmak ve bunu siirdiirmek bu kiiresel rekabet ortaminda dikkatli bir sekilde
yonetilmelidir.

Bu caligmada, bugiiniin kavrami olan “Tirkiye’de dijital halkla iliskilerde
degisen miisteri deneyimi: Chatbot Uygulamalar1” tizerinden irdelenmistir. Ayrica
yapilan literatiir taramalarinda bu alanla ilgili caligmalarin sinirli olmasi ve goriilen
bosluk nedeniyle bu arastirma konusu se¢ilmistir.

Anahtar Sézciikler: Chatbot, Dijital Halkla iliskiler, Dijitallesme, Endiistri 4.0,
Miisteri Deneyimi.
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ABSTRACT

CHANGING OF CONSUMER EXPERIENCE IN DIGITAL PUBLIC
RELATIONS IN TURKEY: CHATBOT APPLICATIONS

With the development of information and communication technologies,
concepts and applications in the field of communication are changing and progressing
very rapidly as in every other field. This comprehensive and rapid transformation in
the digitalized world has caused the emergence of concepts such as artificial
intelligence, virtual reality, industry 4.0 and society 5.0. This transformation in the
digital world has also led to the emergence of new communication environments in
public relations practices. One of the most important ways of using of artificial
intelligence is chatbot that is conjugation of human and technology.

With the development of artificial intelligence and the importance of the
individual in point of institutions, it will be important to understand them in order to
design better experiences in the future for keeping pace with this new age.
Digitalization is the most important factor that is putting forward the concept of
“Customer experience’’. Giving the customer a different experience and maintaining
of it while digitalizing the processes, should be carefully managed in this global
competitive environment.

In this study was discussed the today’s concept of "Changing of consumer
experience in digital public relations in Turkey: chatbot applications”. In addition, this
research topic has been selected due to the limited number of studies related to this
field and the gap seen in the literature search.

Key Words: Chatbot, Digital Public Relations, Digitalization, Industry 4.0, Customer
Experience.



