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The Experience Economy

Raw beans
$0,15/cup

Commodity
$1,5/cup

Experience
$3,85/cup

Customer Experiences drives 
loyalty and increase organizational
value.



What is customer experience?



“The Customer experience is the 
totality of a customer's interactions 

with an organization.”

Tim Walters, Digital Clarity Group 2014





By 2016, nearly 
90% of companies 
believe that 
customer 
experience will be 
their primary basis 
for competition

Gartner Research Predicts 
2015: Digital Marketers Will 
Monetize Disruptive Forces 
Published: 3 November 2014



© 2015 Sitecore Corporation A/S. All rights reserved. Sitecore® and Own the Experience® are registered trademarks of Sitecore Corporation A/S. All other brand and product names are the property of their respective owners.

Everyone is chasing the dream of experience
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But the public sector fail
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• Why am I offered elderly care at www.rudersdal.dk? Or daycare? My only daughter is 7.

• Why is my mother in law offered school, children care, jobs at www.furesoe.dk when she 
is a senior citizen?

• Why does ku.dk provide med with ads on dinosaurs when I have explicitly been searching 
for internship?

• I am even logged in!

http://www.rudersdal.dk/
http://www.furesoe.dk/
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Source: Connect How to Use Data and Experience Marketing to Create Lifetime Customers, Wiley 2014
Based on 2614 business and government institutions
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Back to (Big) Data



Every citizen’s journey to success is different

Digital
touchpoints

Physical
touchpoints

AWARENESS CONSIDERATION ACTION SERVICE LOYALTY

TV
Radio

PR Word
of mouth

Direct mail Store Call center Call center IVR Promotion
on invoice

Online Ads

Viral
email

Digital
billboards Search

Landing
page Blog

3rd Party
sites Website Mobile IM/Chat Blog Email Newsletter

Managed touchpoint

Unmanaged touchpoint

Customer 3Customer 2Customer 1

Decisions Are Not Made in Straight Lines
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Apply for blue sign (handicap parking permit) + 10

Search for “handicap parking” + 2

Sign on to handicap event +5

Withdraw blue sign -5

Like Scleroseforeningen at Facebook +1

Participate in “walk the Eiffel Tower” event -5

(time will degrade value)

Disabled profile value
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Clustering (similar people)

Unhappy

Lonely

Use social 
offers

Potential 
depressed
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Cooperation between public and private sector



Sustainable Computation Governance Project
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Sitecore participating in a cross-disciplinary research project with University of Copenhagen

• Use big data to understand citizens interactions with city

• Use behavioral patterns to promote desired behaviors

• Specific research areas

• Disambiguation of devices.

• Understanding major behavioral or life changes

• Use pattern knowledge to influence behavior at the right time

• Privacy research



Know every customer - Shape every experience


