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 CUSTOMER EXPERIENCE: 

A CONCEPTUAL OVERVIEW 

Abstract: Customer experience constitutes an important concern of the top management of busi-

ness organizations as it represents a prerequisite for achieving their long-term objectives. In this respect, 

knowing, analysing, and managing the customer experience has proved to be a highly effective tool for any 

company in obtaining and preserving its competitive advantage. The paper aims to define the concept of 

customer experience from multiple perspectives and outline its main characteristics. In order to achieve the 

goals of the paper, the authors employed a research methodology based on collecting, analysing, and syn-

thesizing quantitative information from numerous secondary sources of data through desk research. The 

paper shows that customer experience constitutes a multidimensional, complex, and context-based concept.   
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1. Introduction

the world. In the age of uncertainty, companies are competing in an increasingly turbulent envi-

the numerous and various challenges raised by a plethora of factors, such as disruptive technolo-

companies have to identify, design and implement innovative business models and successful 

-

els from key disciplines (e.g., management, marketing, quality management, strategy, finance, 

Customer experience constitutes an important concern of the top management of business 

-

spect, knowing, analysing, and managing the customer experience has proved to be a highly ef-

delivering immemorable and emotionally engaging customer experiences has become a new dif-

-

words, “the ability to create comfortable, intimate, exciting, and rewarding life experiences for 

In recent years customer experience has received greater consideration both in the scientific 

and business environment. On the one hand, scholars consider that customer experience already 

represents a challenging research topic. On the other hand, practitioners have understood that 

-

2. Literature review

As a rather modern phenomenon, customer experience has gained increased attention from 

been studied from different perspectives and in various contexts, such as restaurants, hypermar-

-

ed and, therefore, several conceptual models have appeared in the last decades.  

-
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-

-

-

of decision making and consumption chain involving an integrated series of interaction with 

-

-

relationship with your brand resulting from all their interactions with your brand during the cus-

Even though explaining customer experience is a rather relatively recent academic attempt 

there are a plethora of definitions in the literature. However, there is no consensus concerning 

-

3. Research methodology

In order to achieve the goals of the paper, the authors employed a research methodology 

-

ondary sources of data through desk research. In this respect, the authors identified and gathered 

information from articles, reports and books found in electronic databases (e.g., Science Direct, 
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4. Results and discussion

Starting from the above-illustrated definitions within the literature review, there are several 

key characteristics of the concept of customer experience that can be outlined. First, there is no 

universal definition of this concept as there are many approaches to customer experience that 

-

-

perience as an immersive consumption experience and identified five dimensions but later they 

Table 1: The dimensions of the concept of customer experience

Authors Dimensions

Brakus, Schmitt and Zarantonello

Schlesinger

Source: Fornerino, Helme-Guizon and Gaudemaris, 2006; Gentile, Spiller and Noci, 2007; Brakus, Schmitt and 

Zarantonello, 2009; Verhoef, et al, 2009
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-

Fourth, customer experience is basically a human phenomenon that occurs in different con-

texts that incorporates cognitive and affective states. More and more customers are expecting 

higher levels of satisfaction and, therefore, more pleasant experiences from the part of business 

Conclusions

-

ers and practitioners all over the world, especially since the beginning of this century.  

experience constitutes a multidimensional, complex, and context-based concept. Also, the paper 

perspectives. Further researches may identify other characteristics of customer experience and 

deepen the analysis of this concept.   
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