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Basic Benefits of the Product
The customer expects to obtain an adequate level of the benefits for which he has purchased a product or service. 

Achieving these benefits is the necessary foundation for a memorable buying experience.

WOW moments

In which the customer's 

expectations are 

thoroughly exceeded. 

Technology

As a medium for 

information, buying and 

communication.

Customer Experience

Personalisation

,,, of the service before, 

during and after the 

buying process.

Interaction

Every moment of 

customer contact is an 

opportunity to create 

emotional bonds.
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PHASE 1. SECONDARY RESEARCH .
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PHASE 2. INTERVIEWS WITH EXPERTS.

WHAT DO 

TECHNOLOGY, INTERACTION, PERSONALISATION AND 

THE BASIC BENEFITS OF THE PRODUCT MEAN 

IN EACH INDUSTRY?
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PHASE 2. INTERVIEWS WITH EXPERTS.
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PHASE 2. INTERVIEWS WITH EXPERTS.
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PHASE 3. QUANTITATIVE RESEARCH.

WHAT ARE THE 

KEY ELEMENTS 

FOR A 

MEMORABLE EXPERIENCE

IN EACH OF THE INDUSTRIES?.



Below 

expectations.

In line with 

expectations

Above 

expectations.

3.21

3.14

2.53

2.79

3.22

3.22

Average Score, with

1. Far below expectations.

3. In line with expectations

5. Far above expectations.

% of responses

Discovering the keys to a memorable experience.

PHASE 3. OVERALL SATISFACTION.
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PHASE 3. LUXURY GOODS STORES.
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PHASE 3. BANKING.
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PHASE 3. HEALTH.
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PHASE 3. TRAVEL.
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PHASE 3. MAIN ELEMENTS.
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PHASE 3. RECOMMENDATIONS.
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