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Implicit Cognitions in the Experience Economy:  
Assessing travelers´ implicit attitudes toward (social) 

travel experiences 

Abstract

 Tourism and travel are at the forefront of the experience economy, with consumers articulating growing interest in 
responsible and social experiences. However, most travel products still provide basic aesthetic experiences, such as e.g. 
beaches and club settings, along with traditional entertainment. This disparity between travelers’ stated needs for more 
life-changing travel experiences and their acceptance of underwhelming travel offerings might be explained by shortco-
mings of the traditional survey-based methodology of assessing travelers’ attitudes. Therefore, this study uses implicit 
attitude measurement to elicit consumers´ underlying attitudes toward travel experiences. Findings show that travelers as-
sociate aesthetics more with positive and education more with negative travel experiences. Comparing escapism and en-
tertainment motives, respondents have more positive associations with passive, absorptive entertainment than with active, 
immersed escapism experiences. Thus, implicit cognitions may explain observed attitude-behavior gaps in responsible 
tourism.
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1. Introduction

 In the experience economy, consumers value the associated experiences of product offerings more than its 
VLPSOH�IXQFWLRQDO�YDOXH��6WDPERXOLV�	�6ND\DQQLV���������7RXULVP�DQG�WUDYHO�DUH�DW�WKH�IRUHIURQW�RI�WKH�H[SHULHQFH�HFRQRP\��
ZLWK�RIIHULQJV�LQFUHDVLQJO\�DGGUHVVLQJ�µH[SHULHQFHV��IXO¿OPHQW�DQG�UHMXYHQDWLRQ¶�LQVWHDG�RI�µSODFHV�DQG�WKLQJV¶��.LQG���������
Innovative service providers design responsible travel offerings, which entice travelers to experience travel in novel ways 
DQG� OHDUQ� DERXW� GLIIHUHQW� FXOWXUHV� �+DQQD� HW� DO�� ������� ,Q� VSLWH� RI� UHVSRQVLEOH� WUDYHO¶V�PHGLD� DFFODLP�� WKH�PDMRULW\� RI�
travel offers however still focus on providing simple aesthetic experiences, such as beautiful beach and club settings and 
traditional entertainment offers. A possible explanation for this gap between articulated needs and realized offers might 
be that the experiences that travelers´ truly search for are not well captured by traditional surveys. Unconscious desires 
as well as social desirability biases can lead to an overestimation of the importance of higher-order, politically correct 
WUDYHO�H[SHULHQFHV��7KH�TXHVWLRQ�WKHQ�EHFRPHV�ZKHWKHU�WUDYHOHUV�WUXO\�VHDUFK�IRU�WKH�H[SHULHQFHV�WKDW�WKH�WUDYHO�¿UPV�DUH�
offering to them. This questions  can be formulated also  as a trade-off questions: Which experience is more appealing for 
a traveler, traditional entertainment providing aesthetic experience,  such as a beautiful beach and club settings, or more 
DFWLYH�H[SHULHQFHV��VXFK�DV�HVFDSLVW�DQG�HGXFDWLRQ�RQHV��H�J���KLNLQJ��VNLLQJ��RU�HYHQ�FRRNLQJ�WKH��WUDGLWLRQDO�FXLVLQH���
 To answer these questions, previous studies have attempted to capture travelers’ attitudes using traditional 
VXUYH\V��VHH��+RVDQ\�	�:LWKDP��������2K��)LRUH�	�-HRXQJ��������0DQWKLRX�HW�DO����������7KHVH�WUDGLWLRQDO�PHDVXUHPHQWV�
rely on self-reported ratings, where people rate particular items,  such as tourism brochures, web-based advertising 
XVLQJ� � EL�GLPHQVLRQDO� MXGJPHQWV� OLNH� µIDYRUDEOH�XQIDYRUDEOH¶�� µJRRG�EDG¶�� µXVHIXO�XVHOHVV¶� �-DQJ�� �������7KLV� VHOI�UHSRUW�
PHDVXUHPHQW��IRFXVHV��RQO\�RQ��FDSWXULQJ�WKH�UHVSRQ¤GHQWV¶�H[SOLFLW�FRJQLWLYH�SURFHVV��<DQJ��+H��	�*X���������$�PDMRU�
drawback of using self-report measurement is the inability to retrieve and analyze the respondents´ implicit memories. 
 A traveler’ attitude, corrected for potential social desirability biases, can be measured indirectly. This process 
LV� NQRZQ� DV� LPSOLFLW� DWWLWXGH�PHDVXUHPHQW�� ,PSOLFLW� DWWLWXGH� LV� D� SHUVRQ¶V� XQFRQVFLRXV� YLHZ� WRZDUG� DQ� REMHFW�� DQG� LV�
WULJJHUHG� DXWRPDWLFDOO\� E\� WKH�PHUH� SUHVHQFH� RI� REMHFWV� RXWVLGH� LWV� DWWHQWLYH� RYHUVLJKW� �%RKQHU�	�'LFNHO�� ������ -DQJ��
�������*UHHQZDOG��0F*KHH��DQG�6FKZDUW]��������WKXV�LQWURGXFHG�WKH�LPSOLFLW�DVVRFLDWLRQ�WHVW��,$7���7RGD\�,$7�LV�RQH�RI�
the most widely used instruments when measuring individual’s implicit cognition. However, there remains a lack of studies 
WKDW�XVH�WKLV�UREXVW�WRRO�WR�PHDVXUH�DWWLWXGHV�LPSOLFLWO\�LQ�WRXULVP�±�GHVWLQDWLRQ�UHVHDUFK�¿HOG��/HH�	�.LP��������.LP��&KHQ��
	�+ZDQJ��������.LP�	�&KHQ���������7KH�SXUSRVH�RI�WKLV�VWXG\��WKHUHIRUH��LV�WR�XWLOL]H�*UHHQZDOG�HW�DO�¶V��������,PSOLFLW�
Association Test to elicit travelers´ true attitudes toward different types of travel experiences by incorporating Pine and 
*LOPRUH¶V��������H[SHULHQFH�HFRQRP\�IUDPHZRUN�DV�D�VXSSRUWLQJ�IUDPHZRUN�

2. Literature 

2.1. Experience Economy Framework

 3LQH�DQG�*LOPRUH¶V��������H[SHULHQFH�HFRQRP\�IUDPHZRUN�SURYLGHV�D�ZHOO�HVWDEOLVKHG�WKHRUHWLFDO�OHQV�WR�H[DPLQH�
FRQVXPSWLRQ�H[SHULHQFH�YLD�LWV�IRXU�UHDOPV��QDPHO\��HGXFDWLRQ��HQWHUWDLQPHQW��HVFDSLVP��DQG�DHVWKHWLFV��VHH�Figure 1).  
According to Pine and Gilmore, in the context of tourism destination, travellers are absorbed in the experience when 
engaging in an entertainment or an educational activity, whereas those travellers who participate in an aesthetics or and 
HVFDSLVW�DFWLYLW\�DUH�PRUH�OLNHO\�WR�EH�LPPHUVHG�LQ�WKH�HQYLURQPHQW�DURXQG�WKHP��7HUFLD�HW�DO��������

Figure 1: The four realms of an economy 
H[SHULHQFH��3LQH�	�*LOPRUH��������
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3LQH�DQG�*LOPRUH��������GLIIHUHQWLDWH�IRXU�UHDOPV�RI�WKH�H[SHULHQFH�HFRQRP\�DV�IROORZ��

Entertainment experience� LV�DERXW�VHQVLQJ��H�J��ZDWFKLQJ�D�FLUFXV��HQMR\LQJ�PXVLF�FRQFHUW���(QWHUWDLQPHQW� LV�FODVVL¿HG�
DV�SDVVLYH�SDUWLFLSDWLRQ�DQG�D�UHÀHFWLYH�DEVRUSWLRQ��7UDYHOOHUV�EHFRPH�MXVW�REVHUYHUV�RI�RU�OLVWHQHUV�WR�DQ�HYHQW��DQG�WKH\�
LQWHUQDOL]H�WKH�H[SHULHQFH�WKDW�WKH\�YLHZ�RU�KHDU��3LQH�	�*LOPRUH��������2K��)LRUH�	�-HRXQJ��������+ZDQJ�	�/\X���������

Educational experience�LV�WKH�GHVLUH�WR�OHDUQ�VRPHWKLQJ�QHZ��3LQH�	�*LOPRUH���������DQG�LW�LV�FODVVL¿HG�DV�DFWLYH�SDUWLFLSDWLRQ�
that  enhances a traveller’s knowledge. Education is characterized as an absorptive experience because travellers have to 
DEVRUE�WKH�REWDLQHG�LQSXW�DQG�WKHQ�VWRUH�LW�LQ�WKHLU�PHPRU\��3LQH�	�*LOPRUH��������2K��)LRUH��	��-HRXQJ���������'LIIHUHQW�
tourist activities are considered as educational experience are, for instance, visiting museum, taking a local cuisine cooking 
course. 

Esthetics experience�LV�DERXW�EHLQJ�LQ�WKH�SUHVHQFH�RI�VRPHWKLQJ��H�J���OD\LQJ�RQ�WKH�EHDFK��ZKHUH�WKH�WUDYHOOHUV�LPPHUVH�
WKHPVHOYHV�DQG�SDVVLYHO\�HQMR\�ZDWFKLQJ�RU�DUH�LQÀXHQFHG�E\�WKH�VHQVRU\�DSSHDO�RI�WKH�VFHQHU\�VXUURXQGLQJ�WKHP��3LQH�
	�*LOPRUH��������2K��)LRUH��	�-HRXQJ���������

Escapist experience�LV�DERXW�SHUIRUPLQJ�WKH�DFWLYLW\�DW�KDQG��H�J���WUHNNLQJ�D�ULFH�¿HOG��KRUVHEDFN�ULGLQJ��RU�VNLLQJ����:KHQ�
having an escapism experience, a traveller actively participates and becomes immersed in these activities during a vacation 
�+RVDQ\�	:LWKDP��������3LQH�	�*LOPRUH��������

 Researchers have thus far linked Pine and Gilmore’s concept with the  attitude and intention to visit or revisit a 
ORFDWLRQ��IRU��VSHFL¿F�WUDYHO�SXUSRVHV��H�J��&KDQJ��������3DUN��2K�	��3DUN���������0DQWKLRX�HW�DO����������2K��)LRUH�DQG�
-HRXQJ��������IRXQG�WKDW�DQ�esthetic experience�FRQVWLWXWHV�DQ�LPSRUWDQW�DVSHFW�IRU�WUDYHOOHUV��VWD\LQJ�LQ�%	%�V��DQG�QRW�VR�
much escapist and entertainment experiences. This result is reasonable since the esthetic experience is a focal marketing 
VWUDWHJ\�RI�WKH�%	%�LQGXVWU\��WKHUHE\�OLQNLQJ�JXHVWV¶�QHHGV�DQG�WKH�WUDYHO�RSHUDWRUV¶�LQYHVWPHQW��,Q�FRQWUDVW��0HKPHWRJOX�
DQG�(QJHQ�������� IRXQG�WKDW�escapism and esthetics experiences are a driver of visitors´ satisfaction in the context of  
music festivals, whereas education and aesthetics become the focal point of experiencein the the context of museums. In 
WKH�FRQWH[W�RI�WKH�FUXLVHU�H[SHULHQFH���+RVDQ\�DQG�:LWKDP��������FRQ¿UPHG�WKDW�esthetics experience is its main motive, 
followed by the entertainment experience and the educational experience. In the context of sport tourism, Hwang and Lyu 
�������UHYHDOHG�WKDW�VSRUW�WRXULVP�RSHUDWRUV�VKRXOG�RIIHU�H[SHULHQFHV�IRU�WKH��WKUHH�GLPHQVLRQV�RI�WKH�H[SHULHQFH�HFRQRP\��
namely, education, entertainment and escapism��LQ�RUGHU�WR�HQKDQFH��WKH�SHUFHSWLRQ�RI��ZHOO�EHLQJ�E\��JROI��VSRUW�WRXULVWV�
7KHVH�¿QGLQJV�LQGLFDWH��WKDW�WKH�YDULRXV�H[SHULHQFHV�WKDW�WRXULVWV�VWULYH�IRU�GHSHQGV�RQ�WKH�WRXULVP�DFWLYLW\�WKDW�WKH\�ZLOO�
undertake during their visits to a destination. 

 All the previous measurement relied on traditional surveys,which cannot capture the unconscious desires or the 
VRFLDO� GHVLUDELOLW\�RI�SRWHQWLDO� WUDYHOHUV��.LP��&KHQ�DQG�+ZDQJ� � �������DUJXHG� WKDW�TXHVWLRQQDLUHV�FDXVH� UHVSRQGHQWV�
to ignore their feelings and  rationalize their thoughts  either because of expected  social norms or their own individual 
VWDQGDUGV��7KXV��REWDLQHG�¿QGLQJV�PD\�HQFRXQWHU�SRWHQWLDO�ELDVHV�� UHVXOWLQJ� LQ�DQ�RYHUHVWLPDWLRQ�RI� WKH� LPSRUWDQFH�RI�
higher order, politically correct travel experiences. To overcome this limitation, this study utilizes an alternative measurement 
approach to assess people’s true attitudes. To shed light on possible hidden desire of travelers, this study combined the 
four experience dimensions offered by Pine and Gilmore with implicit association measurement.

2.2. Implicit Association Test

 ,QGLUHFW�DSSURDFKHV�RI�DWWLWXGH�PHDVXUHPHQW�DLP�WR�XQFRYHU�DIIHFWLYH�DVVRFLDWLRQV��)D]LR�	�2OVRQ��������DV�ZHOO�
DV�XQFRQVFLRXV�FRJQLWLYH�DVVRFLDWLRQV��H�J���DWWLWXGH��VHOI�HVWHHP��DQG�VHOI�FRQFHSW��E\�XVLQJ�UHDFWLRQ�WLPH�GDWD��*UHHQZDOG��
0F*KHH��	�6FKZDUW]���������7KH�,PSOLFLW�$VVRFLDWLRQ�7HVW��,$7��GHYHORSHG�E\�*UHHQZDOG�HW�DO���������LV�E\�IDU�WKH�PRVW�
SURPLQHQW��HYHQ� LI� QRW�XQGLVSXWHG�PHDVXUHPHQW�DSSURDFK� �.XUGL�� ������ZKLFK�FRPSDUHV� LPSOLFLW� DVVRFLDWLRQV�ZLWK� WZR�
categories. Relative response speed thereby reveals the strength of respondents’ mental association between a target 
FRQFHSW�DQG� LWV�HYDOXDWLYH�DWWULEXWH��6RRNHXQ��/LX�	�'DH�<RXQJ���������7KLV�PHDVXUHPHQW�SDUDGLJP�LV�ZHOO� UHFRJQL]HG�
DQG�KDV�EHHQ�DGDSWHG�WR�GLIIHUHQW�FRQWH[WV��)ULHVH��:DQNH�	�3OHVVQHU��������0DLVRQ��*UHHQZDOG�	�%UXLQ���������H�J��IRU�
PHDVXULQJ�FRQVXPHUV��LPSOLFLW�SUHIHUHQFH�IRU�VSHFL¿F�SURGXFWV�RU�VHUYLFHV��7KHVH�VWXGLHV��UHVXOWV�VKRZ�WKDW�WKH�,$7�FDQ�
improve the predicition of behavior as compared to relying on explicit attitude measurements. 
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 The IAT procedure involves a computerized task where participants are exposed to a series of stimuli, which can 
EH�HLWKHU�SLFWXUHV�DQG�RU�ZRUGV��7KRVH�VWLPXOL�DUH�JURXSHG�LQWR�IRXU�GLIIHUHQW�FDWHJRULHV���D��WZR�FRQWUDVWHG�WDUJHW�FRQFHSW�
FDWHJRULHV�FRQVLVWLQJ�RI�REMHFWV�EHLQJ�HYDOXDWHG��KHUH�H�J��HGXFDWLRQ�DQG�HQWHUWDLQPHQW��DQG��E��WZR�FRQWUDVWLQJ�DWWULEXWHG�
FDWHJRULHV��H�J���SOHDVDQW�DQG�XQSOHDVDQW�ZRUGV���2Q�HDFK�VLGH��OHIW�DQG�ULJKW��RI�WKH�GLVSOD\�VFUHHQ��WKH�QDPHV�RI�RQH�RI�
WKH�WDUJHW�FDWHJRULHV�DQG�RQH�RI�WKH�DWWULEXWH�FDWHJRULHV�DUH�SUHVHQWHG��H�J���³HGXFDWLRQ´�DQG�³XQSOHDVDQW´�RQ�WKH�OHIW�DQG�
“entertainment” and “pleasant” on the right). Then, participants are asked to assign each of stimulus to a particular category. 
Participants’ responses are measured according to their reaction time of how quickly they assign the stimuli to a particular 
category correctly. 
� 5HVHDUFKHUV�KDYH�ZLGHO\�XVHG� WKH� ,$7� LQ�VRFLDO�SV\FKRORJ\� UHVHDUFK� �*UHHQZDOG�	�%DQDML���������HYHQ�XVLQJ�
LW�WR�LQYHVWLJDWH�SHUVRQDOLW\�WUDLWV��$VHQGRUSI��%DQVH�	�0�FNH���������,Q�WKH�FRQWH[W�RI�PDUNHWLQJ�UHVHDUFK��H�J���0DLVRQ��
*UHHQZDOG� DQG� %UXLQ� ������� HPSOR\HG� ,$7� WR� LQYHVWLJDWH� LPSOLFLW� EUDQG� DWWLWXGHV� DQG� WKHLU� UHODWLRQ� WR� H[SOLFLW� DWWLWXGH��
SURGXFW�XVDJH��DQG�SURGXFW�GLIIHUHQWLDWLRQ��:LWKLQ�WKH�FRQWH[W�RI�WKH�WRXULVP�¿HOG��WKH�,$7�ZDV�XVHG�WR�PHDVXUH�WRXULVWV¶�
VXE�FRQVFLRXVQHVV� DVVRFLDWLRQ� ZLWK� LQWHUQDWLRQDO� GHVWLQDWLRQV� �&KRL�� /LX� 	� .LP�� ������ DQG� WRXULVWV¶� DWWLWXGHV� WRZDUG�
GHVWLQDWLRQV��.LP�	�&KHQ���������7KH�VWXG\�E\�&KRL��/LX�DQG�.LP��������VXJHVWHG�WKDW�WKH�,$7�ZRXOG�HQKDQFH�UHVHDUFKHUV¶�
understanding of the tourist perception on promonent international destinations that were particularly related to familiarity 
LVVXHV��0RUHRYHU���.LP�DQG�&KHQ��������UHYHDOHG�WKDW�H[SOLFLW�PHDVXUHV�ZHUH�XQVXFFHVVIXO�LQ�UHYHDOLQJ�WKH��GLIIHUHQFHV�LQ�
travelers´ preferences toward two country destinations, whereas the IAT proved the presence of an implicit preference for 
England over China by American and Korean travelers, and China over England by Chinese travelers.
 Despite its promising potential for the tourism domain, only a limited number of tourism researches have adopted 
the IAT to  try and understand travelers’ behavior and its underlying psychological contruct. Therefore, the current study 
adopted the IAT to measure tourists´ anticipation of desired travel experiences. 

3. Methodology 

 This study applies the IAT to Pine and Gilmore’s four realms of the experience economy to reveal travellers’ implicit 
associations with education, entertainment, escapist and aesthetic experience. We split the IAT into two experiments that 
FRQWUDVW� WKH� RSSRVLWH� GLPHQVLRQV� RI� WKH� IUDPHZRUN�� ,Q� WKH� ¿UVW� ,$7�� HGXFDWLRQDO� H[SHULHQFHV� DUH� EHHQ� FRPSDUHG�ZLWK�
aesthetic experiences. The second IAT then contrasts entertainment with escapist experiences. A total of 411 participants 
were recruited from three different universities in Indonesia. The experiment was conducted online using the research 
VRIWZDUH�$VN<RXU%UDLQ��7HLFKHUW�HW�DO���������WKH�VXUYH\�OLQN�ZDV�VHQW�YLD�SDUWLFLSDQWV¶�HPDLOV��DQG�QHHGHG�LQIRUPDWLRQ�ZDV�
SURYLGHG�DW�WKH�EHJLQQLQJ�EHIRUH�WKH�UHVSRQGHQWV�VWDUWHG�WR�SDUWLFLSDWH�LQ�WKH�H[SHULPHQW��%RWK�,$7�DUH�FRPSRVHG�RI�¿YH�
EORFNV��DQG�WKH�DYHUDJH�UHVSRQVH�WLPHV�IRU�HDFK�EORFN�ZHUH�FRPSDUHG��-DQJ���������$�YDULDQFH�DGMXVWHG�GLIIHUHQFH�VFRUH�
�'�VFRUH��RI�DYHUDJH�UHVSRQVH�WLPHV�LV�FDOFXODWHG�IRU�D�SUHFLVH�FRPSDULVRQ��
� ([SHULPHQW���XVHG�WKH�,$7�WR�DVVHVV�WKH�LPSOLFLW�DWWLWXGH�WRZDUG�D�SDLU�RI�WDUJHW�DWWLWXGH��WKXV������SDUWLFLSDQWV�
ZHUH�LQYROYHG�LQ�WKLV�H[SHULPHQW��7KH�,$7�FRQVLVWHG�RI�¿YH�VHTXHQWLDO�EORFNV������LQLWLDO�WDUJHW�FRQFHSW�GLVFULPLQDWLRQ������
HYDOXDWLYH�DWWULEXWH�GLVFULPLQDWLRQ������¿UVW�FRPELQHG�WDVN������UHYHUVHG�WDUJHW�FRQFHSW�GLVFULPLQDWLRQ��DQG�����D�UHYHUVHG�
combined task. The two target concepts of the experiment, represented by pictures were educational experience versus 
aesthetic experience and two evaluative attributes were “pleasant” versus “unpleasant”�� UHSUHVHQWHG� E\� ZRUGV� �see 
Table1��� �$�EDODQFHG�VHW�RI����SLFWXUH�VWLPXOL�ZDV�FKRVHQ�ZLWK�VL[�SLFWXUHV�UHSUHVHQWLQJ�³HGXFDWLRQDO�H[SHULHQFH´�H�J���
SDLQWLQJ��FRRNLQJ��YLVLWLQJ�PXVHXP��ZLQH�UHYLHZ��DQG�VL[�SLFWXUHV�UHSUHVHQWLQJ��³HVWKHWLF�H[SHULHQFH´��H�J���JDUGHQ��EHDFK��
PRXQWDLQ��YLOODJH���,Q�DGGLWLRQ�����ZRUG�VWLPXOL�ZHUH�FKRVHQ�ZLWK�VL[�ZRUGV�UHSUHVHQWLQJ�³SOHDVDQW´�H�J���DZHVRPH��IXQ��
VDWLVI\LQJ��FRPIRUWDEOH��DQG�VL[�ZRUGV�UHSUHVHQWLQJ�³XQSOHDVDQW´�H�J���EDG��GLVJXVWLQJ��SDWKHWLF��XQIRUWXQDWH���0DQLSXODWLRQ�
FKHFNV�ZHUH�H[HFXWHG�WR�YHULI\�WKH�DGHTXDF\�RI�WKH�FKRVHQ�SLFWXUHV��([SHUWV�FRQ¿UPHG�WKDW�WKHVH�SLFWXUHV�¿W�ZHOO�WR�WKH�
categories of Pine and Gilmore’ s realms.
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� 7KH�,$7�FRQVLVWHG�RI�¿YH�EORFNV��ZKHUHLQ�UHVSRQGHQWV�ZHUH�DVNHG�WR�FDWHJRUL]H�D�UDQGRPO\�VHOHFWHG�VWLPXOXV�LQWR�
its underlying category. Instructions were given at the beginning of each block, describing the two experience categories, 
WKHQ�DVNLQJ�SDUWLFLSDQWV�WR�FDWHJRUL]H�HDFK�VWLPXOXV�LQWR�RQH�WDUJHW�H[SHULHQFH��DQG�H[SODLQLQJ�RQ�KRZ�WR�UHVSRQG��L�H���
IRU�WKH�OHIW��VOLGH�WKH�PRXVH�WR�WKH�OHIW��IRU�WKH�ULJKW���VOLGH�WKH�PRXVH�WR�WKH�ULJKW���7KH�LPDJH��FDSWLRQ��DQG�FDWHJRU\�QDPH�
labels stayed on the screen until the participant entered a response by moving the mouse. If a response was deemed to 
EH�LQFRUUHFW��WKH�LPDJH�ZDV�LPPHGLDWHO\�UHSODFHG�E\�DQ�HUURU�PHVVDJH�IRU�����PLOOLVHFRQG��PV��7KHUH�ZDV�D�¿[HG������
ms. interval between the onset of a response and the onset of the next trial. The trials were also randomized, with an equal 
number of trials presented for each category. 

Table 1

Summary of the stimuli used for Experiment 1

Category      Stimuli Used (Pictures or Words)

“Education”

“Esthetics”

“Pleasant” )XQ��$ZHVRPH�6DWLVI\LQJ��&RPIRUWDEOH���HQMR\DEOH��QLFH

“Unpleasant” Bad, Pathetic, Disgusting, Unfortunate, Annoying, Irritating 

�

�

�

� �

�

�

� �

�

�

�
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� 7KH�GHWDLOHG�SURFHGXUH�XVHG�IRU�WKH�¿UVW�H[SHULPHQW�LV�GHVFULEHG�LQ�WKH�IROORZLQJ�VHFWLRQ�DQG�DOVR�YLVXDOL]HG�LQ�
Table 2��7KUHH�WUDLQLQJ�EORFNV��EORFNV������DQG����ZHUH�XVHG�WR�WUDLQ�SDUWLFLSDQWV�LQ�WKH�FDWHJRUL]DWLRQ�WDVNV��,Q�WKH�¿UVW�
EORFN��WKH�VXEMHFWV�ZHUH�DVNHG�WR�UHVSRQG�DV�TXLFNO\�DV�SRVVLEOH�E\�PRYLQJ�WKH�PRXVH�WR�WKH�OHIW�ZKHQ�WKH�SUHVHQWHG�
pictures pertained to education and moving the mouse to the right when the image depicted an esthetic one. The location 
of both categories switched in block 4. In the second block, The two discrimination categories were replaced with two 
evaluative attributes, namely, “Unpleasant” on the left and “Pleasant” on the right. There were also 20 randomized trials, 10 
for each attribute category.

Table 2

The Block Sequence for the IAT

Block Task description Left categories Right categories

1 Initial target concept discrimination Education Esthetics

2 Evaluative attribute discrimination Unpleasant Pleasant

3 Initial combined task
Education OR 
Unpleasant 

Esthetics OR 
Pleasant

4 Reversed target concept discrimination Esthetics Education

5 Reversed combined task
Esthetics OR 
Unpleasant 

Education OR 
Pleasant

Remark: The reversed sequence started with Blocks 4-5, followed by Blocks 2-3.

� ,Q�WKH�¿UVW�FRPELQHG�WDVN��%ORFN�����WKH�FDWHJRULHV�IRU�GLVFULPLQDWLRQ�LQ�HDFK�EORFN�WULDO�ZHUH�ZULWWHQ�DV�³(GXFDWLRQ�
or Unpleasant” in the left upper corner and “Esthetic or Pleasant” in the right upper corner. For reversed target concept 
discrimination, the positions of two categories for discrimination were switched, with “Education” moving to the right and 
“Esthetic” to the left. Thus, the correct response was different based on the stimuli that appeared on the screen. The reversed 
FRPELQHG�WDVN�EORFN��%ORFN����ZDV�VLPLODU�WR�WKH�¿UVW�FRPELQHG�WDVN�EORFN��H[FHSW�WKH�FDWHJRULHV�IRU�GLVFULPLQDWLRQ�EHFDPH�
Esthetic or Unpleasant on the left and “Education or Pleasant” on the right. Both the reaction time and the accuracy of each 
response were measured. 
 In the subsequent Experiment 2, the procedures were similar to Experiment 1.  The two target concepts of the 
experiment, as represented by pictures were “Entertainment experience” versus “Escapist experience” and there were two 
HYDOXDWLYH�DWWULEXWHV��DV�UHSUHVHQWHG�E\�WKH�ZRUGV�³SOHDVDQW´�YHUVXV�³XQSOHDVDQW´��VHH�Table 3). There were 12 pictures 
VWLPXOL�ZLWK�VL[�SLFWXUHV�UHSUHVHQWLQJ�WKH�³(QWHUWDLQPHQW�H[SHULHQFH´��H�J���ZDWFKLQJ�D�PXVLF�FRQFHUW��GDQFH�SHUIRUPDQFH��
and circus) and 6 pictures representing the “Escapist experience” e.g., tracking, skiing, and diving). 
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Table 3

Summary of the stimuli used for Experiment 2

Category      Stimuli Used (Pictures or Words)

“Entertainment”

“Escapist”

“Pleasant” 4XLHW��)UHVK�([FLWHG��(QWHUWDLQLQJ���(QMR\DEOH��1LFH�

“Unpleasant” Noisy, Boring, Disgusting, Disturbing, Annoying, Irritating 

�

�

�

� �

�

�

� �

�

�

� �

 To control for possible sequence effects in both experiments, the respondents were randomly assigned either to 
WKH�VWDQGDUG�EORFN�VHTXHQFH��WKH�FRPSDWLEOH�FRQGLWLRQ�VKRZQ�¿UVW��DV�UHSRUWHG�DERYH��RU�WR�D�UHYHUVHG�EORFN�VHTXHQFH�
�LQFRPSDWLEOH� FRQGLWLRQ� VKRZQ� ¿UVW��� +HUH�� WKH� SRVLWLRQV� RI� WKH� WZR� FDWHJRULHV� IRU� GLVFULPLQDWLRQ� ZHUH� VZLWFKHG�� ZLWK�
“Education”/ ”Entertainment” being moved  to the right and “Esthetics”/”Escapist” being moved to the left. Thus, in contrast 
WR�WKH�LQLWLDO�WDUJHW�FRQFHSW�GLVFULPLQDWLRQ�EORFN��WKH�VXEMHFWV�ZHUH�¿UVW�VXSSRVHG�WR�PRYH�WKH�RSSRVLQJ�FDWHJRU\�WR�WKH�OHIW�
hand side, matching it in Block 3 with the positive attribute dimension and only later in Block 5 with the negative attribute 
dimension.
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4. Results

4.1. IAT analyses

 :H�IROORZHG�WKH�,$7�VFRULQJ�DOJRULWKP�RI�*UHHQZDOG��1RVHN�DQG�%DQDML���������DQG�WUHDWHG�WKH�UDZ�GDWD�DFFRUGLQJ�
to the following procedure:  First, we eliminated trial response latencies greater than 10,000 milliseconds. Then, we included 
all response latencies, whereby we could then add a latency correction to the false responses. Finally, we calculated the 
difference in the score between the congruent and incongruent trial block, divided by the pooled standard deviation in the 
response latencies across both blocks). The resulting measure resembled the IAT D-score. The D-scores are computed as 
WKH�PHDQ�GLIIHUHQFH�GLYLGHG�E\�WKH�RYHUDOO�VWDQGDUG�GHYLDWLRQ��6'���*UHHQZDOG��1RVHN��	�%DQDML�������
 The analysis of Experiment 1 compared the relative attitudes for aesthetic to educational motives for travel. The 
analyses showed that respondents associate esthetics more with pleasant impressions and education more with unpleasant 
LPSUHVVLRQV��ZLWK�D�VLJQL¿FDQW�'�VFRUH�RI��������VWG�HUURU���������7KLV�VHFRQG�NH\�¿QGLQJ�LV�SDUWLFXODUO\�LQWHUHVWLQJ��JLYHQ�
the sample population of students where a desire for learning should have been expected.
 The analysis of Experiment 2 allowed us to gain further insights regarding the implicit affective associations with 
escapism compared to entertainment as a travel motive. When comparing the escapist and entertainment motives, the 
UHVSRQGHQWV�DVVRFLDWHG�HQWHUWDLQPHQW�VLJQL¿FDQWO\�PRUH�ZLWK�D�SRVLWLYH�DWWLWXGH� WKDQ� WKH\�GLG�HVFDSLVP��DV�PDQLIHVWHG�
E\�D�'�VFRUH�RI��������VWG�HUURU���������7KLV�¿QGLQJ�LV�QRWLFHDEOH��JLYHQ�WKH�VDPSOH�SRSXODWLRQ�RI�\RXQJ�SHRSOH�ZKR�RIWHQ�
H[SOLFLWO\�VWDWH�HVFDSH�DQG�DGYHQWXUH�DV�D�VHOI�IXO¿OOPHQW�PRWLYH��%URZQ�������
� )LJXUH���VXPPDUL]HV�WKH�¿QGLQJV�RI�ERWK�,$7�H[SHULPHQWV�LQ�D�V\PEROL]HG�¿JXUH�ZKHUH�WKH�VL]H�RI�HDFK�TXDGUDQW�
FRUUHVSRQGV�WR�WKH�UHODWLYH��GLV�IDYRXULQJ�EDVHG�RQ�WKH�LPSOLFLW�DVVRFLDWLRQV��'�VFRUH��,W�VKRZV�WKDW�WKH�IRXU�UHDOPV�RI�WKH�
experience framework are not of equal value for travellers. The two dimensions of passive experiences outweigh their 
counterparts that need traveller´s active participation. Findings also indicate a small favouring of immersive experiences 
against absorptive experiences. In sum, an imbalance of travellers´ implicit attitudes towards passive and absorptive 
experiences has to be stated.

4.2. Robustness Checks 

� $V�D�UREXVWQHVV�FKHFN�RI�WKH�¿QGLQJV��ZH�FKHFNHG�IRU�DQ\�SRVVLEOH�VHTXHQFH�HIIHFWV�RI�WKH�,$7�H[SHULPHQW��+HUHWR��
we analysed the differences in the estimated D-scores across the two settings of the IAT experiment, either starting with the 
compatible or incompatible task. The following table exhibits the calculated D-scores for the IAT experiment, comparing the 
educational motives to the aesthetic ones. As can be seen in Table 3, there were no sequence effects present in our study. 
7KXV��¿QGLQJV�ZHUH�QRW�LQÀXHQFHG�E\�EHWZHHQ�EORFN�OHDUQLQJ�HIIHFWV�

Figure 2: Implicit associations towards 
experience dimensions 
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5. Discussion 

 Two experiments tested travellers’ unconscious preferences toward destination. The results of Experiment 1 revealed that 
implicitly respondents have a stronger positive association toward esthetic experiences compared to educational experiences during 
WKHLU�GHVWLQDWLRQ�YLVLW��7KLV�¿QGLQJ�LPSOLHV�WKDW�,QGRQHVLDQ�WUDYHOOHUV¶�SUHIHU�WR�SDVVLYHO\�HQMR\�QDWXUH�DQG�LPPHUVH�LQ�WKH�HQYLURQPHQW�
surrounding them. Therefore, compared to active involvement in a local cuisine cooking class, consuming the beautiful scenery of 
the mountains or lying on the beach are more favorable activities for Indonesian travellers. In Experiment 2, the results revealed that 
Indonesian travellers prefer entertainment experiences more than escapist experiences. Hence, marketer can offer activities that 
HQDEOH�WUDYHOOHUV�WR�OD\�EDFN��EHFRPH�SDVVLYHO\�LQYROYHG�LQ�DFWLYLWLHV��RU�MXVW�DEVRUE�WKH�HQYLURQPHQW�DURXQG�WKHP��H�J��ZDWFKLQJ�D�
traditional dance performance, watching the performing arts) rather than  active activities like hiking, trekking or scuba diving, all of 
which require travellers to actively engage in activity. 
� 7KHVH� LQVLJKWV� DERXW� WUDYHOOHUV¶� LPSOLFLW� DWWLWXGHV� GLIIHUHG� IURP� WKH� SULPD�IDFLH� H[SHFWHG� DWWLWXGHV� DQG� IURP� WKH� ¿QGLQJV�
REWDLQHG�E\�VWDQGDUG�TXHVWLRQQDLUHV��)RU�H[DPSOH��8WRPR�DQG�1RRUPHJD� ������� IURP� WKH�SURPLQHQW� UHVHDUFK�FRQVXOWDQF\� ,'1�
5HVHDUFK�,QVWLWXWH��������UHFHQWO\�UHSRUWHG�WKDW�,QGRQHVLD�PLOOHQQLDO�WUDYHOOHUV�DUH�SULPDULO\�FRQFHUQHG�DERXW�DXWKHQWLFLW\�DQG�H[SH-
ULHQWLDO�WUDYHO�H[SHULHQFHV��+RZHYHU��LI�WKHLU�¿QGLQJV�ZHUH�UHIUDPHG�LQ�WKH�H[SHULHQFH�HFRQRP\�IUDPHZRUN�XVHG�E\�3LQH�DQG�*LOPRUH��
ZH�H[SHFW�WKDW�,QGRQHVLD�PLOOHQQLDO�WUDYHOOHUV�SUHIHU�HGXFDWLRQ�H[SHULHQFHV��L�H��YLVLWLQJ�FRORQLDO�VLWHV�DQG�FXOWXUDO�VLWHV��DQG�HVFDSLVW�
H[SHULHQFH��L�H���DGYHQWXUH�WRXULVP���7KLV�UHVXOW�ZRXOG�WKHQ�OHDG�WR�D�FRQWUDGLFWRU\�VXJJHVWLRQ��L�H���WR�GHVLJQ�DFWLYLW\�EDVHG�WUDYHO�
experiences such as cultural/educational and adventure tourism, because our implicit association test suggests that Indonesian tra-
vellers prefer to have esthetic and entertainment experiences during their vacation rather than educational and escapist experiences. 
 This study comparison let us assume that there is an implicit/explicit dissociation for desired travel experiences. Further 
studies should assess the extent to which marketer reports may have overstated travelers´ desire for active vacations. Since further 
research is needed to test which method of attitude measurement can best predict ex-post travel experiences, we recommend that 
market researchers apply both methods to reveal both types of attitudes, namely,  travelers´ explicit as well as implicit views. 
 This study is of exploratory nature and clearly not without its limitations. The use of a student sample is an obvious limitation, 
however, we deemed it acceptable due to the chosen focus on millennials as our traveler population. More importantly, there might be 
deep-rooted cultural issues that ask for cross-cultural comparisons. Finally, longitudinal studies are needed to cross-verify the validity 
of ex-ante travel expectations when forecasting ex-post satisfaction with travel experiences.

IAT results differentiated by sequence of the IAT Test

Criterion Compatible  
EORFN�¿UVW

Incompatible  
EORFN�¿UVW Total

Mean D-Score 0.199 0.191 0.195

Standard Deviation 0.619 0.614 0.617

# observations 84 66 150

Table 3: A Robustness Check on the Findings of the IAT tests
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Sustainable Digital Customer Experience: 
literature review in search of theoretical roots

Abstract

 This conceptual paper aims to explore thoretical roots in the streams of marketing and sustainability, in particular 
H[SORULQJ�KRZ�FRXOG�VXVWDLQDELOLW\�EH�LQFOXGHG�LQ�FXVWRPHU�H[SHULHQFH��ZLWKLQ�D�GLJLWDO�FXVWRPHU�MRXUQH\��7KLV�WRSLF�VHHPV�
to recently receive growing attention by consumers and companies, and this could be a signal of a new trend of mass mar-
NHW�GHPDQG��,I�¿UPV�GR�QRW�DQWLFLSDWH�QHZ�QHHGV�WKH\�FRXOG�ORVH�QHZ�PDUNHW�RSSRUWXQLWLHV�DQG�ZHDNHQ�WKHLU�FRPSHWLWLYH�
advantage. In this scenario, in order to identify theoretical roots and as such to help future contributions and proposal of 
QHZ�IUDPHZRUNV��D�OLWHUDWXUH�UHYLHZ�KDV�EHHQ�WDNHQ��,Q�VXPPDU\��WKLV�SDSHU�LV�UHYHDOLQJ�¿QGLQJV�IURP�WZR�VFRSLQJ�VWXGLHV��
RSHQV�WKH�GLVFXVVLRQ�WRZDUGV�D�QRYHO�GH¿QLWLRQ�RI�6XVWDLQDEOH�'LJLWDO�&XVWRPHU�([SHULHQFH�
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Introduction 

 This conceptual paper aims to explore some common literature roots, in the streams of marketing and sustainability, 
LQ�SDUWLFXODU�H[SORULQJ�KRZ�FRXOG�VXVWDLQDELOLW\�EH� ³LQFOXGHG´� LQ�FXVWRPHU�H[SHULHQFH��ZLWKLQ�D�GLJLWDO�FXVWRPHU� MRXUQH\��
Sustainability efforts are receiving growing attention by consumers and companies’ investments, and these new values are 
driving new mass market demand trends. Digitalization is now a big wave that is asking marketing to review distribution and 
VXSSO\�FKDLQ�VWUDWHJLHV�ZLWK�RPQLFKDQQHO�DQG�VXVWDLQDEOH�SHUVSHFWLYHV��7KH�RPQLVKRSSHU�LV�HYROYLQJ��EHLQJ�KLV�MRXUQH\�
RII�RQOLQH�LQWHJUDWHG��DQG�UHTXLULQJ�QHZ�GLJLWDO�VHDPOHVV�DQG�VXVWDLQDEOH�H[SHULHQFHV��,I�¿UPV�GR�QRW�VDWLVI\�WKHVH�QHZ�
needs they could lose new market opportunities and weaken their competitive advantage. In rapidly changing scenarios, 
marketers have to innovate anticipating trends and market requests, and academic research is often able to track these 
changes. However, when a new conceptualization is emerging during a big change, it is useful to explore pre-scenario 
OLWHUDWXUH�DQG�¿QG�LWV�WKHRUHWLFDO�URRWV����

Literature background

 A long tradition on the importance of sustainability in corporate and marketing strategy 
 Many years ago, companies had included sustainable development in their strategic directions, in alignment 
ZLWK�PRGHUQL]DWLRQ�DQG�WKH�HPHUJLQJ�HFRQRPLF��VRFLDO�DQG�HQYLURQPHQWDO�QHHGV��3RWDFDQ�DQG�0XOHM���������5HOHYDQW�
H[WHUQDO� SUHVVXUHV� KDYH� PRWLYDWHG� ¿UPV� WR� LQWHUQDOL]H� WKH� FRQFHSW� RI� VXVWDLQDELOLW\� LQ� WKHLU� VWUDWHJLHV� DQG� DFWLYLWLHV�
�*UD\VRQ���������VR�WKDQ�FRUSRUDWH�VXVWDLQDELOLW\�KDG�EHHQ�EH�VKDSHG�LQYHVWLQJ�LQ�LQQRYDWLRQ��2YHUFDVK�DQG�7ZRPH\��
2011). Sustainable innovation entered the organization, in particular requiring a change in its structure and downloading 
VXVWDLQDEOH�VWUDWHJLHV�DW� IXQFWLRQDO� OHYHOV��6FKQHLGHU��:DOOHQEXUJ�DQG�)DEHO���������PDUNHWLQJ�DQG�EUDQGLQJ� LQFOXGHG�
�1HGHUJDDUG� DQG�*\UG�-RQHV�� �������&RUSRUDWH� VXVWDLQDELOLW\� VWUDWHJLHV� KDG� EHHQ� HPEHGGHG� LQWR� WKH� RUJDQL]DWLRQDO�
culture, and enhancing employees’ sustainable orientation permits the continuous improvement of new sustainable 
LQLWLDWLYHV��(QJHUW��DQG�%DXPJDUWQHU���������0RUHRYHU��WKH�VXVWDLQDELOLW\�FRQFHSWV�HQWHULQJ�LQ�SULQFLSOHV�DQG�SROLFLHV�KHOSHG�
WR�HQVXUH�WKH�DOLJQPHQW�LQ�PDUNHWLQJ�DQG�FRPPXQLFDWLRQ�HIIRUWV��+DXJK�DQG�7DOZDU���������$ERYH�DOO��PDUNHWLQJ�VWUDWHJLHV�
have been driven by markets and customers. Consumers in particular, became more informed about sustainability, and 
their new beliefs changed their purchase behaviour, so then new retailing services were pulled by these market drivers 
�1DLGRR�DQG�*DVSDUDWRV���������,Q�DGGLWLRQ��LQ�WKHLU�HYROXWLRQ�WRZDUG�VXVWDLQDELOLW\�VHQVLWLYHQHVV��FXVWRPHUV¶�UHVSRQVHV�
DUH�PRUH�QHJDWLYH�ZKHQ�D�¿UP�LV�ZHDN�LQ�UHOHYDQW�VXVWDLQDELOLW\�DVSHFWV��&KRL�DQG�1J���������)XUWKHUPRUH��UHVHDUFKHV�
FRQ¿UPHG�WKDW�VXVWDLQDEOH�SUDFWLFHV�SURYLGH�HFRQRPLF�DQG�VRFLDO�YDOXHV��&DPLOOHUL���������DQG�FRUSRUDWH�VXVWDLQDELOLW\�
VLJQL¿FDQWO\�LPSDFWV�RQ�LWV�HFRQRPLF�SHUIRUPDQFH��/RXUHQoR��%UDQFR��&XUWR�DQG�(XJpQLR���������,W�LV�ZHOO�GHPRQVWUDWHG�
WKDW�VXVWDLQDELOLW\�DQG�SUR¿W�FDQ�FR�H[LVW��DQG�WKHVH�WZR�JRDOV�FDQ�EH�UHDFKHG�LQ�V\QHUJ\��+XWFKLQVRQ��6LQJK��DQG�:DONHU��
2012). 
 Sustainability entered business strategies becoming the main purpose for innovative sustainable business 
PRGHOV�� LQ� RUGHU� WR� FUHDWH� YDOXH� IRU�PXOWLSOH� VWDNHKROGHUV� �'HPEHN�� DQG�6LQJK�� ������� LQ� SDUWLFXODU� RIIHULQJ� VXSHULRU�
FXVWRPHU�YDOXH�DQG�FRQWULEXWLQJ�WR�WKH�VXVWDLQDEOH�GHYHORSPHQW�RI�¿UPV�DQG�VRFLHW\�� ,Q�WU\LQJ�WR�EH�VXFFHVVIXO� LQ�WKH�
ORQJ�WHUP��1RUPDQ�DQG�0DF'RQDOG���������FRPSDQLHV�DGRSWHG�WKH�7ULSOH�%RWWRP�/LQH�DSSURDFK�DV�D�ZD\�WR�VXVWDLQ�D�
FRPSHWLWLYH�DGYDQWDJH��6FKXO]�DQG�)ODQLJDQ���������
� 7ROOLQ� DQG�&KULVWHQVHQ� ������� GHPRQVWUDWHG� WKDW�PDUNHWLQJ� FDSDELOLWLHV�� WRJHWKHU�ZLWK� WKH� LQQRYDWLRQ�RI� QHZ�
products, services and business models, form a strong driver to address sustainability in marketing. Indeed, marketing 
GHSDUWPHQWV�KDYH�D�SURSHQVLW\�WR�OHDG�FRUSRUDWH�VXVWDLQDELOLW\��7ROOLQ�DQG�&KULVWHQVHQ���������&KRZ��������FRQ¿UPV�LW�E\�
discussing the usefulness of the shareholder engagement in sharing and promoting sustainable causes. 
� &ROODERUDWLYH�VXVWDLQDEOH�EXVLQHVV�PRGHOV�VXJJHVW� WR�ZHOFRPH� LQ� WKH�QHWZRUN� WKH� LQWHUQDO�RUJDQL]DWLRQ� �WRS�
PDQDJHUV�DQG�HPSOR\HHV��DQG�DOO�RI� WKH�RWKHU�DFWRUV��$UHYDOR�HW�DO����������¿QDO�FRQVXPHUV� LQFOXGHG��+¡JHYROG�DQG�
Svensson, 2012). Consumers should take a participative role in helping companies in reaching higher sustainability results, 
DQG�WKLV�FROODERUDWLRQ�LV�HQDEOHG�E\�VRFLHWDO�LQÀXHQFHV��+DFNLQJ�DQG�*XWKULH��������WKDW�DUH�FKDQJLQJ�WKH�VXVWDLQDELOLW\�
VHQVLWLYLW\�ZLWKLQ�WKH�FXVWRPHU�MRXUQH\��2Q�WKH�RWKHU�VLGH��PDQ\�FXVWRPHUV�GHQRXQFH�JUHHQ�ZDVKLQJ�SUDFWLFHV�DQG�ODFN�RI�
VXVWDLQDELOLW\��ER\FRWWLQJ�EUDQGV�WKDW�DUH�QRW�SHUFHLYHG�DV�VXVWDLQDEOH��+DUWPDQQ�DQG�0RHOOHU���������7KH�DERYH�GHVFULEHG�
market revolution have forced companies to innovate their marketing strategies to creatively reposition their corporate 
LGHQWLWLHV�LQ�UHVSHFW�RI�HPHUJLQJ�HQYLURQPHQWDO�DQG�VRFLDO�YDOXHV��$U\DQDVO�HW�DO����������DVVHVVLQJ�VXVWDLQDELOLW\�LQ�WKHLU�
VXSSO\�FKDLQ�VWUDWHJLHV��$KL�DQG�6HDUF\���������DQG�PDUNHWLQJ�VWUDWHJLHV��0LVK�DQG�6FDPPRQ��������WR�VWDUW�HQJDJLQJ�
FXVWRPHUV�LQ�WKHVH�HIIRUWV��:LOVRQ��������
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 Customer experience and sustainability
 Marketing experts know that, on the consumer side, some experiences offered during a purchase process could 
KHOS�LQ�EXLOGLQJ�D�XQLTXH��SOHDVXUDEOH�DQG�PHPRUDEOH�EUDQG�H[SHULHQFH��-DLQ��$DJMD�DQG�%DJGDUH���������:LWK�WKH�ULJKW�
VLJQDOV�DQG�VWLPXOL��D�EUDQG�PD\�HYRNH�VHQVDWLRQV��IHHOLQJV��FRJQLWLRQV�DQG�EHKDYLRXUDO�UHVSRQVHV��%UDNXV��6FKPLWW�DQG�
=DUDQWRQHOOR���������&XVWRPHU�H[SHULHQFH�LV�FUXFLDO�LQ�FUHDWLQJ�FXVWRPHU�OR\DOW\��VR�WKHQ��XSGDWHG�PDUNHWLQJ�VWUDWHJLHV�
DUH�VXJJHVWLQJ� WR� UH�GHVLJQLQJ� WKH�HQWLUH�RIIHULQJV�V\VWHP�ZLWK�SHUVRQDOL]HG�FR�FUHDWHG�H[SHULHQFH� �-DLQ�HW�DO�� �������
Corporate experience tactics require to pay attention to small details in every touch point. 
 Each consumption experience produces an emotional response, which impact on customer satisfaction and on 
WKH�VXEVHTXHQW�SXUFKDVH�LQWHQWLRQ��DQG�WKXV��FXVWRPHU�H[SHULHQFHV�PD\�LQÀXHQFH�WKH�FRVWXPHU¶V�KROLVWLF�SHUFHSWLRQ�RI�WKH�
FRUSRUDWH��%ROWRQ�HW�DO����������&XVWRPHU�H[SHULHQFH�WDFWLFV�KDYH�WKHQ�WR�EH�LQFOXGHG�LQ�D�PDUNHWLQJ�SODQ�WR�FRUUHFWO\�IXO¿O�
PDUNHWLQJ�JRDOV��7KH�¿UVW�VWHS�VKRXOG�EH�WKH�DGRSWLRQ�RI�D�FXVWRPHU�H[SHULHQFH�IUDPHZRUN��WKDW�EHJLQV�ZLWK�DQDO\VLQJ�DQG�
GH¿QLQJ�WDUJHW�FXVWRPHU¶V�YDOXHV��QHHGV�DQG�GHVLUHV��DGRSWLQJ�D�FXVWRPHU�FHQWULF�ORJLF��1DVXWLRQ�HW�DO����������7R�HQKDQFH�
brand reputation and customer loyalty, marketing managers should differentiate their strategies and develop adequate 
H[SHULHQFHV�WKDW�FRXOG�DGGUHVV�WDUJHW�QHHGV�DQG�SUHIHUHQFHV��)RURXGL�HW�DO����������
� 7KH�RQOLQH�VKRSSLQJ�FKDQQHO� LV� LQFUHDVLQJO\�JURZLQJ��DQG�¿UPV�KDYH� WR�SURYLGH�DGHTXDWH� WR�FXVWRPHU�RQOLQH�
HQJDJLQJ�DFWLYLWLHV��ZLWK� LQWHUDFWLRQ�HOHPHQWV� �6WHLQ�DQG�5DPDVHVKDQ���������5RVH�HW�DO�� RQOLQH�FXVWRPHU�H[SHULHQFH�
PRGHO�VXJJHVWV� WR� IRFXV�RQ� WKH� IROORZLQJ�¿YH�$IIHFWLYH�([SHULHQWLDO�6WDWH¶V�HOHPHQWV� �5RVH��&ODUN��6DPRXHO�DQG�+DLU��
�������(DVH�RI�8VH��&XVWRPL]DWLRQ��&RQQHFWHGQHVV��$HVWKHWLFV��3HUFHLYHG�%HQH¿WV��(YHU\�¿UP�LQWHUSUHW�VXVWDLQDELOLW\�ZLWK�
different strategies and consequently has differentiated positioning and strengths. Experiential marketing fundamentals 
�6FKPLWW��������FRXOG�EH�HDVLO\�DGDSWHG�WR�DFWXDO�RQOLQH�LQWHUDFWLRQV�DQG�DOO�RI�WKH�H�WRXFKSRLQWV��)XUWKHUPRUH��VWLPXOL�WKDW�
create the customer experience might be built on the principal company’s vision and core values on sustainability, and 
VKRXOG�EH�LQWHJUDWHG�LQ�HDFK�PLFUR�PRPHQW�RI�WUXWK��GLJLWDO�FKDQQHOV�LQFOXGHG��+RZHYHU��RQO\�LI�GLJLWDO�H[SHULHQFHV�¿WV�LQWR�
WKH�ZKROH�FXVWRPHU�MRXUQH\��FRQVXPHUV�ZLOO�EH�HQJDJHG�DQG�DGG�YDOXH�WR�WKH�FRPSDQ\��.R]LQHWV���������$V�VXFK��WKH�
SK\VLFDO�DQG�GLJLWDO�VLGHV�QHHG�WR�EH�ZHOO�FURVV�FKDQQHO�RUFKHVWUDWHG��$YHU\�HW�DO���������

� $V�ZH�NQRZ��WKH�OLWHUDWXUH�EDFNJURXQG�DERXW�PDUNHWLQJ�VXVWDLQDELOLW\��FXVWRPHU�H[SHULHQFH�DQG�FXVWRPHU�MRXUQH\��
is already well established. However, all of these concepts are explored in silos and it seems they are not yet merged to 
UHVSRQG�WR�RXU�RULJLQDO�UHVHDUFK�TXHVWLRQV��54���:KDW�SLOODUV�GH¿QH�WKH�6XVWDLQDEOH�'LJLWDO�&XVWRPHU�([SHULHQFH"�:KLFK�
WDFWLFV�VKRXOG�EH�XVHG�WR�HQKDQFH�VXVWDLQDELOLW\�LQ�WKH�FXVWRPHU�H[SHULHQFH�DOVR�GXULQJ�WKH�HQWLUH�FXVWRPHU�MRXUQH\��GLJLWDO�
PRPHQW�RI�WUXWK�LQFOXGHG"

Methodology 

 Based on the above mentioned literature background, this manuscript aims to highlight theoretical roots and 
identify some further direction for researchers and practitioners. 
� 7KH�PHWKRGRORJ\�DGRSWHG�LV�PXOWLSOH�VFRSLQJ�VWXGLHV��$UNVH\�DQG�2¶0DOOH\���������6FRSLQJ�VWXGLHV�DUH�VWUXFWXUH�
OLWHUDWXUH�UHYLHZV�GH¿QHG�E\�0D\V��5REHUWV�DQG�3RSD\�������������LQ�$UNVH\�DQG�2¶0DOOH\���������DV�PHWKRGV�WKDW�DLP�
to chart the key concepts that support a research area and the principal sources and kinds of evidence accessible. They 
FDQ�EH�VHW�RXW�DV�³VWDQG�DORQH´�SURMHFWV�LQ�WKHLU�RZQ�ULJKW��SDUWLFXODUO\�LI�DQ�DUHD�LV�FRPSOH[�RU�LW�KDV�QHYHU�EHHQ�HQWLUHO\�
examined before. As researchers become more familiar with literature, they will undertake “more sensitive searches of 
OLWHUDWXUH´��$UNVH\�DQG�2¶0DOOH\������������$V�VXFK��UHVHDUFKHUV�ZLOO�QRW�IROORZ�VWULFW�OLPLWV�RQ�WKH�LGHQWL¿FDWLRQ�RI�¿WWLQJ�
VWXGLHV�RU�RQ�WKH�VWXG\�VHOHFWLRQ��7KLV�PHWKRG�UHTXLUHV�DQ�LWHUDWLYH�SURFHVV��QRW�D�OLQHDU�RQH��WKLV�LQYROYHV�UHVHDUFKHUV�
undertaking every step in a thoughtful way and, if it is necessary, to repeat steps, in order to assure a complete and 
comprehensive coverage of literature. The literature review protocol, in relation to the direction of a scoping study, consists 
RI�¿YH�VWDJHV��D��LGHQWLI\LQJ�WKH�UHVHDUFK�TXHVWLRQV��E��LGHQWLI\LQJ�UHOHYDQW�VWXGLHV��F��VWXG\�VHOHFWLRQ��FKDUWLQJ�WKH�GDWD��
d) collating, summarizing and reporting the results. This paper is describing two scoping studies conducted to respond to 
WKH�PDLQ�UHVHDUFK�TXHVWLRQ��WKH�¿UVW�RQH�WR�LGHQWLI\�WKH�IXQGDPHQWDOV�RI�WKH�6XVWDLQDEOH�&XVWRPHU�([SHULHQFH�FRQFHSW��
WKH�VHFRQG� WR�DSSO\� WKHVH�¿QGLQJV� WR� WKH�GLJLWDO� VLGH�RI� WKH� LQWHJUDWHG�FXVWRPHU� MRXUQH\��$V�VXFK�� WKLV� UHVHDUFK�FRXOG�
KHOS� LQ� GH¿QLQJ�ZKDW�6XVWDLQDEOH�'LJLWDO�&XVWRPHU�([SHULHQFH�PHDQV�DFFRUGLQJ� WR� WKH�H[WDQW� OLWHUDWXUH�� LWV� GH¿QLWLRQ��
fundamentals and conceptual roots.  

 Study 1 on Sustainable Customer Experience
 Study 1 focuses its attention to highlight theoretical and managerial roots of the modern concept of the Sustainable 
Customer Experience. Since this concept is not discussed well yet in academia, there is a need for a deeper, multi-topics 
OLWHUDWXUH�UHYLHZ��LQ�SDUWLFXODU�SXOOLQJ�WRJHWKHU�6XVWDLQDELOLW\�DQG�&XVWRPHU�([SHULHQFH�VFLHQWL¿F�FRQWULEXWLRQV�
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� 5HOHYDQW�VWXGLHV�KDYH�EHHQ�VHDUFKHG�RQ�¿YH�GLIIHUHQW�GDWDEDVHV��DV�VXJJHVWHG�E\�*R\DO��5DKPDQ�DQG�.DVPL��
�������(PHUDOG�)XOO�7H[W��(OVHYLHU¶V�6FLHQFH�'LUHFW��-6725��7D\ORU�	�)UDQFLV��6SULQJHU�9HUODJ��7KLV�¿UVW�VWXG\�GLG�QRW�
DSSO\�DQ\�WHPSRUDO�¿OWHU��6L[�NH\ZRUGV�DUH�XVHG�LQ�WKLV�¿UVW�VWXG\��WKUHH�RQ�VXVWDLQDELOLW\�DW�D�VWUDWHJLF�OHYHO��FRUSRUDWH�
VXVWDLQDELOLW\��VXVWDLQDEOH�EXVLQHVV�PRGHO��7%/�WULSOH�ERWWRP�OLQH��DQG�WKUHH�VSHFL¿F�RQ�FXVWRPHU�H[SHULHQFH��FXVWRPHU�
experience, sustainable customer experience, online customer experience). Each keyword was used in searches within 
each database, with restrictions on title, abstract and keywords in the initial search. The study selection was conducted 
using the entire articles’ contents, seeking relevance for the research questions. This resulted in 119 relevant papers, 
in particular: 29 on corporate sustainability, 21 on sustainable business model, 17 on triple bottom line, 30 on customer 
experience, 2 on sustainable customer experience, and 20 on online customer experience. Then, the full content of 
VHOHFWHG�DUWLFOHV�KDV�EHHQ�DQDO\VHG�DQG�PDLQ�¿QGLQJV�KHOSHG�LQ�UHVSRQGLQJ�WR�WKH�¿UVW�VWXG\�JRDO�DQG�WR�PRYH�WR�WKH�QH[W�
research phase. In particular, limitations in study 1 suggested to explore the theme upon a broader view of online customer 
H[SHULHQFH��ZHOO�GHYHORSHG�ZLWKLQ�WKH�,QWHJUDWHG�&XVWRPHU�-RXUQH\�FRQFHSW��LQ�VFLHQWL¿F�DQG�PDQDJHULDO�FRQWULEXWLRQV��6R�
WKHQ��VWXG\���ZDV�EXLOW�WR�IXO¿O�WKRVH�OLPLWDWLRQV�

 Study 2 on Digital Customer Experience
 This second scoping study aims to explore the Digital Customer Experience, following the same research protocol, 
EXW�EHLQJ�PRUH�RULHQWHG�WR�H[SORUH�DFDGHPLF�DQG�PDQDJHULDO�VRXUFHV�ZLWKLQ�D�VSHFL¿F�WLPH�UDQJH��SUH�FRYLG��������������
7KH�PDLQ�NH\ZRUGV�XVHG�LQ�WKLV�VHFRQG�VHDUFK�ZHUH��FXVWRPHU�MRXUQH\��FXVWRPHU�MRXUQH\�WRXFKSRLQW��FXVWRPHU�MRXUQH\�
PDSSLQJ��7KLV�VHDUFK�ZDV� UXQ�RQ�VFLHQWL¿F�SDSHUV�DQG�RQ� LQGXVWU\� UHSRUWV��.H\ZRUGV�DUH�VHDUFKHG�RQ�DEVWUDFWV�DQG�
keywords of the academic articles, and the focalization on digital customer experience has been then stressed within the 
content analysis of full text of selected papers. This process lead to 68 relevant articles selected.
 Industry reports and companies reports, available online, have been capture within a Google engine search, and 
directly on important consulting and market research institutes website. The managerial section of the scoping study leads 
WR�VHOHFW����LQGXVWU\�UHSRUWV��,QLWLDO�UHVXOWV�DUH�FRQ¿UPLQJ�WKDW�WKHUH�LV�D�IXOO�UDQJH�RI�FRQWHQW�DERXW�GLJLWDO�FXVWRPHU�DQG�
XVHU�H[SHULHQFH��ZKLOH�OLPLWHG�GLVFXVVLRQ�DUH�DERXW�VXVWDLQDEOH�GLJLWDOL]DWLRQ��EXW�YHU\�OLWWOH�LV�VSHFL¿F�RQ�VXVWDLQDEOH�GLJLWDO�
experience.

Results 

 Sustainable Customer Experience: literature review results
 Study 1 data charting revealed some interesting results, useful for understanding conceptual origins in terms of 
FRXQWULHV�DQG�WLPH�SHULRGV�RI�WKH�DQDO\VHG�DUWLFOHV��7KH�DUWLFOHV�IRXQG�ZHUH�SXEOLVKHG�LQ����MRXUQDOV��VRPH�DSSHDULQJ�PRUH�
IUHTXHQWO\�WKDQ�RWKHUV��LQ�SDUWLFXODU��,QWHUQDWLRQDO�-RXUQDO�RI�5HWDLO�	�'LVWULEXWLRQ�0DQDJHPHQW��IUHTXHQF\�����-RXUQDO�RI�
%XVLQHVV�(WKLFV��-RXUQDO�RI�&OHDQHU�3URGXFWLRQ������-RXUQDO�RI�%UDQG�0DQDJHPHQW��-RXUQDO�RI�WKH�$FDGHP\�RI�0DUNHWLQJ�
6FLHQFH�3URFHGLD�6RFLDO�DQG�%HKDYLRXUDO�6FLHQFH������&RUSRUDWH�*RYHUQDQFH��-RXUQDO�RI�'LUHFW��'DWD�DQG�'LJLWDO�0DUNHWLQJ�
3UDFWLFH� ����� DQG� WHQ� MRXUQDOV� �LQFOXGLQJ�� -RXUQDO� RI�0DUNHWLQJ�� -RXUQDO� RI�%XVLQHVV�5HVHDUFK�� ,QWHUQDWLRQDO� -RXUQDO� RI�
3K\VLFDO�'LVWULEXWLRQ�	�/RJLVWLFV�0DQDJHPHQW��ZLWK���DUWLFOHV�HDFK��DQG�DOO�RI�WKH�RWKHUV�ZLWK�RQH�DUWLFOH�HDFK��6R�WKDQ��WKLV�
OLWHUDWXUH�UHYLHZ�IRXQG�ZLGHVSUHDG�VXVWDLQDELOLW\�FRQWULEXWLRQV�LQ�PXOWLSOH�MRXUQDOV�
 The international authorship of sustainability articles is shown in descriptive statistics as the bigger cluster, with 
research teams of different nationalities collectively spanning the world. On customer experience topics, American authors 
are the most frequent. 
� $ERXW�WKH�JHQHUDO�WUHQG�WLPHOLQH������DUWLFOHV���������ZHUH�SXEOLVKHG�LQ�D���\HDU�UDQJH��������������ZLWK�D�VOLJKW�
YDULDQFH� LQ�FXVWRPHU�H[SHULHQFH�WRSLFV�� WKDW�KDYH�VRPH�SHDNV� LQ����������������������7KLV� LV�DQ� LQWHUHVWLQJ�¿QGLQJ��
FRQVLGHULQJ�WKDW�WKH�NH\ZRUGV�VHDUFK�GLG�QRW�KDYH�DQ\�WHPSRUDO�¿OWHU��
 The content analysis of the 119 selected publications revealed a literature gap in relation to the concept of 
Sustainable Customer Experience. Very few articles found with the keyword “Sustainable Customer Experience”, however 
RQO\�RQH�SUHFLVHO\�UHIHU�WR�WKLV�FRQFHSW���7KHUHIRUH��DFFRUGLQJ�WR�WKH�OLWHUDWXUH�VWXG\��LW�LV�SRVVLEOH�WR�DI¿UP�WKDW�WKHUH�LV�D�
theoretical gap within the business literature in relation to this topic, and this is a call for theory building in further research.

 Digital Customer Journey: literature review results
 Study 2, collecting 68 relevant academic articles, shows the increased interest of researcher on Customer 
Journey research topic, with the following time range descriptive statistics: 8 studies are published before the year 2000, 13 
EHWZHHQ������DQG����������EHWZHHQ������DQG�������7KH�PRVW�XVHG�NH\ZRUGV�DUH��2PQLFKDQQHO�FXVWRPHU�EHKDYLRXU�������
&XVWRPHU�MRXUQH\�PRELOH������$XJPHQWHG�UHDOLW\�FXVWRPHU������&XVWRPHU�MRXUQH\�RPQLFKDQQHO������&XVWRPHU�VKRZURRPLQJ�
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�����&XVWRPHU�MRXUQH\������0DFKLQH�OHDUQLQJ�PDUNHWLQJ�����DQG�DOO�RI�VHOHFWHG�SDSHUV�DUH�FRQQHFWHG�WR�RPQLFKDQQHO��7KH�
IUDJPHQWDWLRQ�RI�VRXUFHV��ZKLFK�WKH�VHOHFWHG�SDSHU�EHORQJ�WR��LV�HYLGHQW��H[SHFW�IRU�VRPH�PDLQ�DFDGHPLF�MRXUQDO��VXFK�DV��
-RXUQDO�RI�%XVLQHVV�5HVHDUFK������3V\FKRORJ\�	�0DUNHWLQJ������-RXUQDO�RI�UHWDLOLQJ������-RXUQDO�RI�PDUNHWLQJ������
 In addition to this search on academic sources, the second study included also other selected 49 managerial 
VRXUFHV��DERXW�WKHLU�WLPH�UDQJH�����UHSRUWV�ZHUH�SXEOLVKHG�EHIRUH�WKH�\HDU����������EHWZHHQ������DQG������DQG�WKHQ�
��� LQ� WKH� ODVW� WZR� \HDUV� �������������&RPSDULQJ� DFDGHPLF� DQG� LQGXVWU\� VRXUFHV� LW� VHHPV� WKDW� WKH� FXVWRPHU� MRXUQH\�
FRQFHSWXDOL]DWLRQ�KDV�JURZQ�LQ�SDUDOOHO��ZLWK�D�VLPLODU�WUHQG�OLQH��&RPSDQLHV�UHSRUWV�EHORQJ�WR�WKH�IROORZLQJ�¿UPV��*RRJOH�
,QF�� ������$FFHQWXUH� �����%*&������)RUEHV� �����6(0UXVK������3:&������6DOHVIRUFH�FRP������7KH�6WXG\���RQ�PDQDJHULDO�
UHSRUWV�FRQWDLQV�WKH�IROORZLQJ�NH\ZRUGV���DV�WKH�PRVW�IUHTXHQW�ZRUGV�UHODWHG�WR�FXVWRPHU�MRXUQH\��RPQLFKDQQHO��FXVWRPHU�
MRXUQH\�VHDPOHVV�H[SHULHQFH��GLJLWDO�FXVWRPHU�EHKDYLRXU��VHUYLFH�EOXHSULQWLQJ��FXVWRPHU�MRXUQH\�PDS��PRPHQW�RI�WUXWK��
VKRZURRPLQJ��FXVWRPHU� MRXUQH\�PHDVXUHPHQW��VXUYH\�DQG�ZHE�DQDO\VLV� WRRO��EX\HU�SHUVRQDV��&50�DQDO\VLV��DQDO\VH�
PDUNHW�WUHQGV��PDUNHWLQJ�DXWRPDWLRQ��PDFKLQH�OHDUQLQJ��DXJPHQWHG�UHDOLW\��YRLFH�DVVLVWDQW�PDUNHWLQJ��7KLV�OLVW� LV�D�¿UVW�
evidence of industry reports contents, that are pointing out the need of more analysis, measurement and technology tools, 
WR�KHOS�LQ�DVVLVWLQJ�WKH�FUHDWLRQ�RI�DQ�HIIHFWLYH�LQWHJUDWHG�FXVWRPHU�MRXUQH\��+RZHYHU��DOVR�LQ�WKLV�VHFRQG�VWXG\��WKHUH�LV�D�
lack of interest in digitally sustainable experiences. 

Discussion 

 :KDW�SLOODUV�GH¿QH�WKH�6XVWDLQDEOH�'LJLWDO�&XVWRPHU�([SHULHQFH" 
� %DVHG�RQ�WKH�FRQWHQW�RI�WKH�¿UVW�OLWHUDWXUH�UHYLHZ��ZH�FDQ�KLJKOLJKW�VHYHQ�UHOHYDQW�HOHPHQWV�WKDW�FRXOG�OHDG�WR�WKH�
formulation of the Sustainable Costumer Experience pillars: 

í� FXVWRPHUV� QHHG� SURGXFWV�� VHUYLFHV� DQG� DFWLYLWLHV� WKDW� DUH� RULHQWHG� WR� HFRQRPLF�� VRFLDO� DQG� HQYLURQPHQWDO�
VXVWDLQDELOLW\��

í� VXVWDLQDELOLW\�FDQ�EH�LPSURYHG�WKURXJK�LQQRYDWLRQ�DQG�VSHFL¿F�EXVLQHVV�IXQFWLRQV��
í� WKH�DGRSWLRQ�RI�D�VXVWDLQDEOH�VWUDWHJ\�E\�D�FRPSDQ\�OHDGV�WR�D�FRPSHWLWLYH�DGYDQWDJH�DQG�WR�D�JUHDW�HFRQRPLF�
SUR¿W��

í� ¿UPV�DUH�LQFUHDVLQJO\�LQWHUQDOL]LQJ�VXVWDLQDELOLW\�IROORZLQJ�6XVWDLQDEOH�%XVLQHVV�0RGHOV��
í� PDQDJHUV�QHHG�WR�IROORZ�FXVWRPHUV¶�QHHGV��EHOLHIV�DQG�YDOXHV��
í� PDUNHWHUV�QHHG�WR�HQJDJH�FXVWRPHUV�EXLOGLQJ�FXVWRPHU�H[SHULHQFHV�WKDW�DUH�FUHDWHG�IROORZLQJ�WKHLU�QHHGV��
EHOLHIV�DQG�YDOXHV��

í� FXVWRPHU�H[SHULHQFH�LV�RQH�RI�WKH�PRVW�LPSRUWDQW�GULYHUV�LQ�WKH�FUHDWLRQ�RI�FXVWRPHU�OR\DOW\��
 These elements could represent the base on which sustainable customer experiences might be developed, 
in digital environment as well. Sustainable customer experience is an evolution of the traditional customer experience 
concept, updated to the modern requests of customers, that have needs, beliefs and values that are changing and moving 
WRZDUGV�VXVWDLQDELOLW\��6PLWK�DQG�0HOLVVHQ���������6R�WKDQ��6XVWDLQDEOH�&XVWRPHU�([SHULHQFH�LV�GH¿QHG�DV�³$�SURFHVV�
that creates holistic value thanks to the customer’s engagement derived by sensations, feelings, cognitions and behaviours 
HYRNHG�E\�VXVWDLQDEOH�VWLPXOL��EDVHG�RQ�HFRQRPLF��VRFLDO�DQG�HQYLURQPHQWDO�VXVWDLQDELOLW\´� �6LJQRUL�HW�DO����������7KLV�
FRQFHSWXDOL]DWLRQ� LV� EURDGHQLQJ� WR� RWKHU� QHWZRUN� PHPEHUV�� DQG� VWDNHKROGHUV� LQ� JHQHUDO�� WRZDUG� D� QHZ� GH¿QLWLRQ� RI�
6XVWDLQDEOH�6WDNHKROGHU�([SHULHQFH�IUDPHZRUN��6LJQRUL��&DQWHOH��DQG�*R]]R���������+RZHYHU��DOO�RI�WKHVH�QHZ�WKHRUHWLFDO�
KLQWV��FRXOG�QRW�UH¿QH�WKH�GLJLWDO�VLGH�RI�WKH�LQWHUDFWLRQ�DQG�WKLV�OLPLWDWLRQ�LV�EULGJHG�ZLWK�WKH�VHFRQG�VWXG\�
� 7KH�FXVWRPHU� MRXUQH\� OLWHUDWXUH� UHYLHZ�VXJJHVWV� WR�FRQVLGHU�DOO�RI� WKH�FXVWRPHU�H[SHULHQFHV�RI� WKH�FXVWRPHU�
MRXUQH\�� WKDW� LV� FRPSRVHG� E\� WKUHH� SKDVH�� EHIRUH�GXULQJ�DIWHU� WKH� SXUFKDVH� �/HPRQ� DQG� 9HUKRHI�� ������� $V� VXFK��
RPQLFKDQQHO�VWUDWHJLHV��*RRJOH�,QF�UHSRUW�������2FWREHU��VKRXOG�DVVLVW�FXVWRPHUV�LQ�HYHU\�PRPHQW�RI�WUXWK�DQG�LQ�HYHU\�
WRXFKSRLQW��%HWWXFFL�HW�DO����������SURYLGLQJ�XQLTXH�H[SHULHQFHV��FRPSOHWH��ÀXLG�DQG�ZLWKRXW�FKDQQHO�EDUULHUV��-XDQHGD�
$\HQVD��0RQTXHUD��DQG�6LHUUD�0XULOOR���������,Q�D�VHDPOHVV�H[SHULHQFH��WKDW�PHDQV�ZLWKRXW� LQWHUUXSWLRQV���FRQVXPHUV�
VHHN�IRU�VLPSOH�DQG�LQWXLWLYH�VXSSRUWV�IRU�WKHLU�FXVWRPHU�GHFLVLRQ�MRXUQH\��7KLV�GHFLVLRQ�SURFHVV�LV�FRPSRVHG�E\�IRXU�VWDJHV�
DQG�LW�LV�FLUFXODU��0F.LQVH\�UHSRUW��&RXUW��(O[LQJD��0XOGHU�DQG�9HWYLN���������VR�WKHQ�PRUH�DWWHQWLRQ�LV�WR�JLYH�WR�HQG�WR�HQG�
FXVWRPHU�H[SHULHQFH��0DHFKOHU��1HKHU�DQG�3DUN���������
� )RU�SUDFWLWLRQHUV��H[SHULHQFH� LV�HYHU\WKLQJ� LQ� WKH�GLJLWDO�ZRUOG� �3:&�UHSRUW��&ODUNH�DQG�.LQJKRUQ���������7KH�
Marketing Science Institute says that customer experience is the next challenge for research, that could help to optimize 
PDUNHWLQJ�SHUIRUPDQFH�LQ�HYHU\�FULWLFDO�WRXFKSRLQW�GXULQJ�WKH�FXVWRPHU�MRXUQH\��7KLV�VWDWHPHQW�LV�FRQ¿UPLQJ�WKH�QHHG�IRU�
DWWHQWLRQ�WR�GHWDLOV�� WKDW�HPHUJHG�LQ�WKH�¿UVW�VWXG\��(YHQ�EHIRUH�WKH�SDQGHPLD��DFWLRQ�SODQV�WR� LQÀXHQFH�SRVLWLYH�GLJLWDO�
H[SHULHQFH� UHVSRQVHV�ZHUH� VHW� DV� WKH� VKRUW�WHUP� IXWXUH� NH\� SRLQWV� E\�PDUNHWLQJ� SUDFWLWLRQHU� �$FFHQWXUH� UHSRUW�� �����
September). 
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Conclusions 

� 'HVSLWH�WKH�JURZLQJ�LQWHUHVW�RQ�GLJLWDO�H[SHULHQFH�WDFWLFV��%URHNKXL]HQ�HW�DO��������3HQFDUHOOL���������DQG�DW�WKH�
VDPH�WLPH�WKH�LPSRUWDQFH�RI�VXVWDLQDEOH�YDOXHV��8UGHD�HW�DO����������YHU\�OLWWOH�HIIRUW�ZDV�PDGH�WR�PHUJH�WKH�WZR�VLGHV��
GLJLWDO�DQG�VXVWDLQDELOLW\�� LQ�FXVWRPHU�H[SHULHQFHV��7KLV�UHVHDUFK�PHWKRG��DLPLQJ�WR�¿QG�FRQFHSWXDO� URRWV� WKURXJKRXW�D�
structured literature review integrating different topics, reveals some cues to build a new conceptualization, where digital 
and physical touchpoints are orchestrated to offer valuable and sustainable customer experiences, but have found an 
evident literature gap in theoretical roots.
� ,Q�VXPPDU\�� WKLV�FRQFHSWXDO�SDSHU� LV�FRQWULEXWLQJ� WR�RSHQ� WKH�GLVFXVVLRQ� IRU�D�QRYHO�GH¿QLWLRQ�RI�6XVWDLQDEOH�
Digital Customer Experience, in the meantime offering some descriptive results on time range and key words to highlight 
literature gaps and pillars merging sustainability and digital in customer experience. These two studies identify some gaps 
LQ� WKH�HYLGHQFH�EDVH��DV�ZHOO�DV�KLJKOLJKW�VRPH�LQLWLDO�¿QGLQJV�� ,Q�SDUWLFXODU�� IXWXUH�UHVHDUFK�VKRXOG�H[SORUH�KRZ�GLJLWDO�
customer experience can be enhanced by sustainability values and stimuli, and its role on educating or co-educating 
customers and managers to become more sustainable. To be clear, a sustainable customer experience in the digital world 
is different from sustainable digital communication, and digital sustainability does not refer to communicate sustainability 
digitally only. In conclusion, the Sustainable Digital Customer Experience theories and practice need to be developed, 
and their roots consists in an integrated process that creates holistic value thanks to the digital customer’s engagement 
derived by sensations, feelings, cognitions and behaviours evoked by sustainable stimuli, based on economic, social and 
environmental sustainability. This article, with all of its limitations, solicit further research and publications in order to enable 
more sustainability entering in digital/integrated customer experiences, in multiple touchpoints and with different stimuli. 
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