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§ Editorial

The topic of this special issue of "Journal of Marketing and Market Studies" is experiential marketing,
a concept that has emerged in the marketing science in the late 90-ties. Its main assumption lies in the claim
that contemporary customers are bored with traditional marketing tools and techniques and seek memorable
experiences that would stimulate them in a sensory way, evoke real emotions, provoke them intellectually and
allow to become members of a certain community. The experiential marketing originally focused on 'creative'
industries, i.e. entertainment and tourism, but nowadays this concept spreads to more mundane industries,
such as retailing and banking. It is believed that memorable customer experiences bond the customer with
the brand via increased satisfaction, engagement and loyalty. In turn, companies increase their profitability,
market share, as well as brand reputation and recognition. The concept of experiential marketing has been
increasingly studied by Polish authors, to whom we dedicate this special issue.

This two-part special issue includes seven papers, among which there is one literature review, two
methodological papers devoted to the development and validation of new techniques of measuring customer
experiences, three empirical studies and a bibliometric analysis.

The first paper describes the state of research on experiential marketing in Poland (Dziewanowska &
Kacprzak). The systematic literature review method was employed to collect relevant empirical studies on the
topic and analyze the main research directions. It appears that customer experience is still a novelty in Polish
marketing science, with most of the papers in this field being published after 2016. The majority of articles
present case studies focused on the use of experiential marketing in a certain organization or industry. The
need for quantitative and qualitative studies, which would not only replicate western concepts but also test
new and original ones and develop methods of measuring customer experience, is clearly visible.

The second paper — by A. Dabrowska & M. Janoé-Kreslo — focuses on the importance of the customer
experience in service marketing and presents the results of two quantitative studies conducted among two
interesting market segments: single individuals and customers aged 60+. The article is also supplemented
with a qualitative study — 18 individual interviews with service companies' employees. The Authors point to
the disturbingly high number of customers with ambivalent attitude to service providers which contradicts
the experiential marketing rule of delivering exceptional and unforgettable experiences.

In the following paper M. Gebarowski presents a bibliometric analysis of the papers on extreme forms of
tourism such as war-zone tourism or tombstone tourism, which according to the Author represent new fields
of the experience economy. As a result, the Author points to gaps in the existing body of literature that can
be filled by future studies in extreme tourism.

M. Spychalska-Wojtkiewicz & M. Tomczyk in their paper merge the design thinking concept with
experiential marketing. Design thinking is a new approach to innovation that puts human needs in the center
of the innovation process. The results of qualitative studies on an international sample of managers prove
that design thinking is a useful method of designing innovative customer experiences.

Next papers of this special issue partially fill the gap mentioned above by providing two new methods of
measuring customer experience. The paper by M. Mengoni et al. presents a tool developed to measure
customer emotions by analyzing their facial expressions. Prof. Mengoni with her team from EMOJ (a spin-off
company of Polytechnic University of Marche, Italy) has developed the tool and tested its possibilities during
an opera festival in Macerata. It opens new possibilities to improve the quality of cultural events as the
customer emotions can be matched with the exact point in time during the show.

The subsequent paper by M. Scibor-Rylski and his team from Kantar Polska research agency describes the
use of two new tools that measure the customer experience — a qualitative, employing gamification ("Our
city" game), and a quantitative one (CX+). The use of a board game developed online allows to reconstruct
a customer journey map as well as category entry points and all circumstances that may influence the final
customer experience. In turn, the CX+ instrument measures the consistency of a brand promise and delivered
customer experience. The paper also provides results of validation studies for both tools.

The last paper — by Z. Spyra — is devoted to the topic of building a brand communication strategy in social
media. The proposed model is called SMART and its key elements of communications comprise: synergy,
methodicalness, attractiveness of the content, reactivity and transposition. The proposed model was tested in
a quantitative study on a sample of 709 young consumers, which allows to rank the elements of the model
from most to least important.

We hope you will find these papers interesting and inspiring!

Guest Editors
dr hab. Agnieszka Kacprzak & dr hab. Katarzyna Dziewanowska
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€ Od redakcji

Tematem specjalnego wydania ,Marketingu i Rynku”, ktéry oddajemy do rak Czytelnik6w, jest marketing do-
§wiadczen, koncepcja, ktora pojawila sie w naukach marketingowych pod koniec lat 90. Jego gléwne zalozenie po-
lega na stwierdzeniu, ze wspélczeéni klienci sg znudzeni tradycyjnymi narzedziami i technikami marketingowy-
mi i szukajg niezapomnianych wrazen, ktore pobudza ich zmysty, wzbudzg prawdziwe emocje, sprowokujg inte-
lektualnie i pozwolg poczucé sie cztonkami okreslonej spolecznosci. Marketing do§wiadczen poczatkowo koncentro-
wal sie na branzach ,kreatywnych”, tj. rozrywkowych i turystycznych, ale obecnie ta koncepcja rozprzestrzenia
sie réwniez w bardziej prozaicznych sektorach gospodarki, takich jak handel detaliczny i bankowosé. Uwaza sie,
ze niezapomniane wrazenia klientéw 1aczg klienta z markg poprzez zwiekszong satysfakcje, zaangazowanie i lo-
jalno§c. Z kolei firmy zwiekszajg swojg rentowno§¢, udzial w rynku, a takze poprawiajg reputacje i rozpoznawal-
no§¢ marki. Koncepcja marketingu doéwiadczen jest coraz czesciej badana takze przez polskich autorow.

Niniejsze wydanie specjalne na temat marketingu do§wiadczen obejmuje siedem artykuléw, w tym jeden prze-
glad literatury, dwa artykuly metodologiczne po$wiecone opracowaniu i walidacji nowych technik pomiaru do-
éwiadczen klientéw, trzy badania empiryczne i analize bibliometryczng. Artykuly zostaly zaprezentowane
w dwoch kolejnych numerach ,,Marketingu i Rynku” — nr 9 i 10.

Pierwszy artykul opisuje stan badan nad marketingiem doéwiadczen w Polsce (K. Dziewanowska i A. Kac-
przak). Zastosowano w nim metode systematycznego przegladu literatury, aby zebra¢ odpowiednie badania empi-
ryczne na ten temat i przeanalizowa¢ gléwne kierunki badan. W wyniku przeprowadzonej analizy mozna stwier-
dzi¢, ze koncepcja doswiadczenia klienta jest wcigz nowos§cig w polskich badaniach nad marketingiem, a wiekszo$é
artykuléw z tej dziedziny zostala opublikowana po 2016 r. Duza czeé¢ z nich zawiera studia przypadkow dotycza-
ce wykorzystania marketingu do§wiadczen w okre§lonej organizacji lub branzy. Widoczna jest potrzeba badan ilo-
§ciowych i jakoSciowych, ktore nie tylko odtwarzalyby zachodnie koncepcje, ale takze testowaly oryginalne teorie
oraz opracowaly nowe metody pomiaru doswiadczen klientow.

Drugi tekst — autorstwa A. Dabrowskiej i M. Jano§-Kresto — koncentruje sie na znaczeniu do$wiadczenia
klienta w marketingu ustug i przedstawia wyniki badan ilo§ciowych przeprowadzonych wéréd dwoch interesuja-
cych segmentéw rynku: singli i klientow w wieku 60+. Artykul uzupelniono takze badaniem jakoSciowym —
18 wywiadami indywidualnymi z pracownikami firm ustugowych. Autorki wskazuja na niepokojaco duza liczbe
klientéw o obojetnym stosunku do ustugodawcéw, co jest sprzeczne z podstawowym zalozeniem marketingu do-
§wiadczen, jakim jest dostarczanie wyjatkowych i niezapomnianych wrazen.

W kolejnym artykule M. Gebarowski przedstawia analize bibliometryczng artykuléw na temat ekstremalnych
form turystyki, takich jak turystyka w strefach wojennych lub turystyka nagrobna, ktore wedlug autora reprezen-
tuja nowe dziedziny ekonomii do$wiadczen. W rezultacie autor wskazuje na luki w istniejgcej literaturze, ktore
mozna uzupelnié przyszltymi badaniami w dziedzinie turystyki ekstremalne;.

M. Spychalska-Wojtkiewicz i M. Tomczyk w swoim artykule tgcza koncepcje design thinking (mys$lenia projek-
towego) z marketingiem do$wiadczen. Design thinking to nowe podejScie do innowagcji, ktore stawia ludzkie po-
trzeby w centrum procesu innowacji. Wyniki badan jako$ciowych na miedzynarodowej probie menedzeréw dowo-
dza, ze design thinking jest przydatna metoda projektowania innowacyjnych do§wiadczen klientow.

Kolejne artykuty tego specjalnego wydania czeéciowo wypelniajg wspomniang wyzej luke metodyczna, zapew-
niajac dwie nowe metody pomiaru do§wiadczen klienta. Artykul M. Mengoni i in. przedstawia narzedzie opraco-
wane do pomiaru emocji klientéw poprzez analize ich wyrazu twarzy. Prof. Mengoni ze swoim zespolem z EMOJ
(spbtka wydzielona z Polytechnic University w Marche, Wlochy) opracowala to narzedzie i przetestowala jego
mozliwosci podczas festiwalu operowego w miejscowosci Macerata. Narzedzie to umozliwia poprawe jako§ci wyda-
rzef kulturalnych, poniewaz pozwala dopasowac emocje klientow do konkretnego momentu w czasie pokazu.

W kolejnym artykule M. Scibor-Rylski i jego zespot z agencji badawczej Kantar Polska opisuja wykorzystanie
dwdch nowych narzedzi mierzacych dos§wiadczenie klienta — jako$ciowego, wykorzystujacego gamifikacje (gra
,Nasze miasto”), i illoSciowego (CX+). Zastosowanie internetowej gry planszowej pozwala zrekonstruowaé mape
podrézy klienta, punkty wejécia do kategorii oraz wszystkie okoliczno$ci, ktére mogg mie¢ wplyw na ostateczne
doswiadczenie klienta. Z kolei CX+ mierzy spdjnosc¢ obietnicy marki i satysfakcji klienta. Artykul zawiera rowniez
wyniki badan walidacyjnych dla obu narzedzi.

Ostatni artykul numeru specjalnego (Z. Spyra) jest po§wiecony budowaniu strategii komunikacji marki w me-
diach spolecznosciowych. Proponowany model nosi nazwe SMART, a jego kluczowe elementy komunikacji obej-
mujg: synergie, metodyczno§¢, atrakcyjnosé tresci, reaktywno$é i transpozycje. Proponowany model zostal prze-
testowany w badaniu ilo§ciowym na probie 709 miodych konsumentéw, co pozwolilo uszeregowac elementy mo-
delu od najbardziej do najmniej waznych.

Zyczymy ciekawej, inspirujacej i milej lektury!

Redaktorzy numeru specjalnego
dr hab. Agnieszka Kacprzak i dr hab. Katarzyna Dziewanowska

]\[arkcting 1 Rl\'nck/ ]ourmI of f\].n‘kcting and Market Studies, ISSN 1231-7853



Prof. Maura Mengoni, PhD

‘ Experience Marketing — research, ideas, opinions (2) t. XXVI, nr 10/2019 DOI 10.33226/1231-7853.2019.10.1

Polytechnic University of Marche, Department of Industrial Engineering & Mathematical Science

ORCID: 0000-0003-2826-7455
e-mail: m.mengoni@univpm.it

Andrea Generosi

Polytechnic University of Marche, Department of Industrial Engineering & Mathematical Science

Emoj s.r.l., Ancona, ltaly
ORCID: 0000-0001-6173-9616

Luca Giraldi

Emaoj s.r.l., Ancona, ltaly
ORCID: 0000-0002-3446-8993
e-mail:l.giraldi@emojlab.com

Marco Torcianti

Emoj s.r.l., Ancona, ltaly
ORCID: 0000-0002-4285-4333

A method to measure the emotional
experience of audience by the EMOJ tool.

The case study of Macerata Opera Festival

Metoda pomiaru doswiadczenia emocjonalnego odbiorcow za pomoca
narzedzia EMOJ. Studium przypadku Macerata Opera Festival

This paper aims to present a case study on the application of
Emotional Analytics to measure audience experience in the
culture sector. The adopted technology enables audience
measurement by detecting persons' face and recognizing the
emotions they feel in real time, while watching a show or
attending a cultural event. It is the result of a long-term
research and development project, whose goal is to advance
neuro-marketing by proving a non-invasive ad wearable
technology to investigate individual affective and emotional
response in public spaces. The developed Emotional
Analytics platform is called EMOJ and in summer 2019 has
been used to analyse the experience lived by the audience of
the Macerata Opera Festival, a series of opera
representations that take place in the Sferisterio Arena, in
Macerata. The goal of this project is to provide useful
information on the quality of each performance and of the
entire festival perceived by the audience, in order to make
the right choices to improve the performances and to have a
return on ticket sales for the coming years.

Keywords
customer experience, artificial intelligence, emotions detection,
marketing for cultural organizations, experiential marketing

Artykut przedstawia studium przypadku dotyczace zastoso-
wania analizy emocjonalnej do pomiaru doéwiadczenia od-
biorcéw w sektorze kultury. Przyjeta technologia umozliwia
pomiar widowni poprzez wykrywanie twarzy osob i rozpo-
znawanie emogji, ktore odczuwajg w czasie rzeczywistym
podczas ogladania programu lub uczestnictwa w wydarzeniu
kulturalnym. Jest to wynik dlugoterminowego projektu ba-
dawczo-rozwojowego, ktorego celem jest rozwdj neuromarke-
tingu poprzez doskonalenie tzw. ad wearable technology sto-
sowanej w celu badania indywidualnej reakcji afektywnej
i emocjonalnej w przestrzeni publicznej. Opracowana platfor-
ma analizy emocjonalnej o nazwie EMOJ latem 2019 r. zosta-
ta wykorzystana do analizy doSwiadczen widzow Macerata
Opera Festival — serii przedstawien operowych, ktére odby-
waja sie na Sferisterio Arena w Macerata. Celem tego projek-
tu jest dostarczenie uzytecznych informacji na temat jakosci
kazdego spektaklu i calego festiwalu postrzeganego przez wi-
downie, aby udoskonali¢ widowisko i wskutek tego poprawic
wyniki ze sprzedazy biletow w nadchodzacych latach.

Stowa kluczowe
doswiadczenie Klienta, sztuczna inteligencja, wykrywanie emocii,
marketing dla organizacji kulturalnych, marketing empiryczny

JEL: D870, 110
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Introduction: The growing importance
of Customer Experience Management

Marketing is constantly in evolution and today it
includes many aspects that just few years ago were
unthinkable. The technological progress, the
innovative applications of technologies and the
increasing integration between online and offline
are changing the marketing mind-set, and this is
the main reason of the growing importance of CX
(customer experience) in marketing strategies.
"Customers in the modern marketing world do not
want to be told, they want to participate and
experience the benefit themselves. Customer
empowerment has a real, measurable advantage for
organization. When people have a chance to try
products, play with new technologies or see a com-
pany's environmental principles made clear, they
develop a more personal connection with a brand.
They become partners in the experience and more an
investor in the brand's success" (Seligman, 2012).

Thanks to the web, customers are more informed
and aware than ever. They interact with each other
and talk about brands (to comment and criticize),
with great bargaining power towards companies.
Consequently, CX is becoming one of the most
important part of a business strategy, because
positive experiences are the key for building strong,
durable and profitable relationships with
customers.

"Offering high-quality products and services is
not enough to survive in today's economy.
Companies have to compete in a more complex level
by creating a satisfactory customer experience
through all stages of the buying process, managing
the customer's expectations and assessment before,
during and after the purchase" (Klaus, 2014).

CX concerns every moment of contact between
a business and its customers, in all the touchpoints
(physical and digital) and in every step of the
customer's journey. "It can be seen as a summary of
interactions, mental images and feelings that the
customers on the inner accept on the business's
engagements" (Seligman, 2018).

Thanks to a good CX, brands have the possibility
to be remembered and spread by satisfied
customers, who can become brand ambassadors. By
promoting the product and the company by word of
mouth (both online and offline), they will be the
most effective marketing weapon, because the
message comes from a trusted source (a friend or
a relative).

Moreover, the experience made with a company
is never the same for two people, because of the
limitless differences between the human beings.
That is why it is crucial for a business to study and
understand its customers, with tools like the buyer
personas analysis made from market researches
and surveys. These tools are useful for defining the

different approaches to adopt with every kind of
customer, in order to establish a positive
connection that involves products, services,
assistance and all the marketing and
communication activities (Revello, 2015).

In fact, the real power of a good CX strategy is
achievable with a good Customer Relationship
Management system, because it allows combining
the experience of a single customer with all the data
we have on him/her, in order to be able to provide
custom products, services, assistance and contents.
"In addition, CEM goes far beyond CRM by moving
from recording transactions to building rich
relations with customers" (Schmitt, 2010).

Customer Experience Management and
Customer Relationship Management are different
but complemental, because the first is useful for
marketers to build a strong, personalized and
memorable customer experience, through the data
collection from behaviours and interactions across
the various touchpoints. CRM instead is useful for
sales staff, because it can create a custom service in
favour of a high value sale, and its goal is to have
loyal customers that repeat the purchase.

"The increasingly settled view of researchers is
that customer experience is generated through
a longer process of company — customer interaction
across multiple channels, and is generated through
both functional and emotional clues." (Klauss, 2013).

Emotional connection is crucial for the creation
of durable and profitable relationships with
customers. The emotional insight can inform
management, designers, marketers, salespeople
and others at a more comprehensive and pertinent
level. Such insight in tandem with transactional
history would provide the knowledge required to
build a more powerful connection between
a company's brand and its customers (Hill, 2008).

CEM should be the basis of every omnichannel
marketing strategy. "Omni-channel marketing
refers to the synergetic management of the
available channels and customer touchpoints to
enhance the customer experience and improve
performance. It has become a cornerstone of
marketing strategy, but putting it into practice is
still one of the major challenges that firms face
today" (Melero, Sese, Verhoef, 2016).

The integration of physical and digital channels
that a company uses to dialogue with its customers is
the only way to manage and optimize their
experience. The synergic management of the various
channels can guarantee to consumers a coherent and
gratifying experience in each of them, with no
differences of approach and effectiveness due to the
channel chosen by that customer in that moment.

Omni channel plays an increasingly important
role in company's strategic choices. For this reason,
it becomes crucial to invest time and resources on
specific CEM activities, always keeping in mind

Marketing 1 Rynek/ Journal of Marketing and Market Studies, ISSN 1231-7853



that the starting point is data management, and the
point of arrival is the personalization of the
contents conveyed and offers proposed, starting
from these data (Giraldi, 2016). Acquiring a deep
knowledge of customers comes from extracting
information on them, in every touchpoint used by
the company. It means in one hand to exploit the
big amount of customers data, collected from online
and offline channels, and to extract from them
valuable information with speed and precision. On
the other hand, companies must activate
qualitative researches to go deeper into the single
customer behaviours, with custom surveys based on
his/her activities and on all the data we can collect
about that specific customer.

The Customer Experience Management (CEM or
CXM) refers to a specific and long-term project that
consists in the implementation of a series of
processes that companies should adopt if they want
to track, supervise and govern the interaction with
customers, in order to improve their experience to
the point of consolidating their loyalty.

In other words, CX should be the starting point
of all the business strategies, because it affects
many other activities, including production, logistic
organization and all the marketing activities.

CEM can give all members of the organization a
complete view of the customer, and the advantages
include better customer service, better customer
retention, higher conversion rates and an
improvement in the overall customer lifetime
value. Strengthening brand loyalty leads to more
revenue, because brand supporters spend more,
more frequently, buy more products and services
and let the brand reach more people.

CEM is also useful to identify customers who are
about to move away from the brand, helping the
marketing and sales team in choosing the right
offer, promotions or any other incentive to keep
them loyal. "Satisfy the customer has new
meanings in a society in which technology is
enabling companies to give attention to customers
at an unprecedented level" (Davenport, 2001).

Emotions detection
with EMOJ's technology

CX is strongly related to the emotions felt by a
person when he/she comes in touch with a brand.
"To fully leverage experience as part of a customer-
value proposition, organizations must manage the
emotional component of experiences with the same
rigor they bring to the management of product and
service functionality" (Berry et al., 2002).

Different studies in marketing, communication
and psychology tell us that the emotional part of
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our brain often overcomes the rational one,
especially in the purchase choices of many kinds of
goods, for example the famous impulse purchases
(Shapiro, 2014). Often people buy something for
emotive reasons and then find rational motivations
to justify the purchase.

"Delivering great CX also relies on
understanding that customers' decisions are
influenced by emotion as well as logic. To gain
customers' confidence, it's essential to take their
perspective seriously and seek out ways of
stimulating positive emotional responses and pre-
empting negative ones." (Villani, 2019).

A CX strategy is based on the emotions that
a brand can arouse in people that get in touch with
it. Emotions are the most powerful trigger to make
a person do all the steps of the customer journey we
planned, from unknown to customer until loyal
customer, that repeats the purchase and talk
positively about our brand and products.

The growing relevance of emotions in marketing
strategies is giving a boost to the market niche of
emotion detection, recognition and measurement.
Nowadays, there are different methods and
technologies to recognize human emotions, with
different levels of intrusiveness. Obviously, the use
of invasive instruments (e.g., ECG or EEG,
biometric sensors) can affect the subjects'
behaviour, especially the spontaneity and
consequently the emotions felt during the
measurement. The majority of such techniques,
methods and tools refer to three research areas:
facial emotion analysis, speech recognition and
biofeedback emotion analysis. All techniques
elaborate the data captured by a network of
sensors, either embedded in wearable systems or
distributed in space, and collected by data
management systems (Mengoni et al., 2017).

The most well-known limits in the application of
such technologies in public spaces are
intrusiveness (due to the necessity of wearable
devices) and complexity of sensors' network. To
overcome these limitations, in 2015 a team of
researchers of the Polytechnic University of
Marche started to investigate the possibility to
combine computer vision, Internet of Things and
Artificial Intelligence to develop an innovative
emotional analytics system that simply processes
the images captured by commercial multimedia
sensors.

In 2017, EMOJ was born as the spin-off the
above-mentioned University, to transform the
world of Customer Experience by its innovative
multi-platform system, that detects faces, gaze,
facial expressions and recognizes age, gender, areas
of attention and emotions in real time. The
software analyses the images captured by 4k
cameras and webcams by combining computer
vision and deep learning techniques. EMOJ builds
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a bi-dimension emotional model and creates proper
image training sets suitable for analytics purposes.
Raw data, resulting from the application of
emotional analytics engine can be then elaborated
to calculate a set of key performance indicators that
vary according to the field of application; for
instance, in case of audience monitoring indicators
are monitored people engagement, degree of
valence and excitement, level of attention, etc.
EMOJ technology is able to detect up to fifteen
people with a single camera, and it can detect even
more people at once combining many cameras. The
only limit for monitoring many people
simultaneously is the power of the computer that
run the system, while a normal pc or smartphone is
able to run the single person detection version. The
software is not heavy, despite the inner CPU
processes all the data and no information goes to
the external server.

The identification of emotions is based on the
work of psychologist Paul Ekman, who in the 1970s
studied the human expressions of feelings and
defined six fundamental emotions: happiness,
sadness, disgust, fear, surprise and anger (Ekman,
1975).

A person's emotional state at a specific time is
the result of the blend of these universal basic
emotions. EMOJ has developed its algorithm
starting from Ekman's emotions definition because
it is valid for every type of person, from different
cultures and different ethnic groups.

Once the emotional model had been defined, the
work focused on the training of the algorithm. It
includes the development of a neural network (to
collect and understand the input images), the
implementation of machine learning (to enable
system to self-adapt and learn by doing) and deep
learning (to reinforce its ability by working on big
amount of data).

The proposed platform aims to analyse emotions
and behaviour of the customer along the journey in
a non-intrusive way.

The great EMOJ challenge is that the system
works in real time. This guarantees the respect of
GDPR 2016/679 about privacy, because images are
suddenly processed and then throw away, without
any association between the person's name or ID
and his/her face. Moreover, EMOJ technology can
detect people's emotional reaction to a specific
element they are interacting with, in every single
moment and along the whole user journey. This
tool that can recognize the emotions a person is
feeling and its intensity. The kind and the
intensity of an emotion are related to what that
person is watching (or listening, or tasting) in that
precise moment, so EMOJ's platform can give
important informations on the emotive impact of
every choice made at different level and from
different business units.

The system adopts two different strategies to
capture the user's emotions and make the
experience adaptable and reactive. It acts directly
on the environment that surrounds the person to
improve his/her experience in a reactive manner.
Furthermore, it provides a decision support
system (DSS) able to help the manager in
defining the optimal CX strategy and in planning
the actions to be taken for the short and long
term. For this reason, EMOJ's technology can
help a business to get in touch with its customers
in many ways, giving important information for
marketing, communication and CX managers.

The concrete applications of this technology are
countless, both in physical and digital world. For
what concerns the first, EMOJ has already worked
in projects in the fields of automotive, retail and
audience measurement.

For example, one of the most important project
realized by EMOdJ was the emotional detection in
retail contexts, where it was used to track
customers' behaviours in the moment of the
evaluation of the products (Ceccacci et al., 2018).
Compared to the other tools and methods for
emotional recognition and analysis, EMOJ presents
many advantages such as:

e Non -invasive solutions that integrates several
technologies;

® Modular architecture of technologies that let
each module work as a stand-alone tool, so that
the functionality of the system is not
compromised when modules are missing;

e Web-based user interface, easily accessible
remotely yet protected by security protocols.
Thus the user can access data in a cloud-based
environment;

e Emotion recognition technology inserted in
a customer experience context.

In the digital domain, EMOJ technology can be
embedded in e-commerce platforms, to improve the
conversion rate, reduce the number of abandoned
carts and increase revenue. It allows the e-commerce
to know precisely which elements of each web page is
more effective in attracting user's attention, or
where the user is exactly watching, in order to
modify texts, pictures, marketing campaigns and
offers based on those informations. EMOJ makes
possible to evaluate every part of the text, images,
videos, calls to action, links and other elements that
can contribute to increase the sales of the e-shop.

Another example of digital application of EMOJ
is in e-learning platforms, to measure the students'
levels of attention and engagement. This is very
useful to certify that who attend an online course is
actually participating and understanding its
contents, but also to compare teachers' ability,
based on student's levels of engagement and
attention and on the changes of their emotional
state during the lesson.
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Case study: The Macerata
Opera Festival

One of the most interesting application of EMOJ
concerns the Culture. In summer 2019 EMOJ
started a collaboration with "Arena Sferisterio
Association", in a medium-term project to improve
the artistic performance by measuring the audience
of the Opera Festival live shows applied its
technology in opera live shows, held at the open-air
Roman theatre Arena Sferisterio, in Macerata
(Italy).

The Association wished to analyse the emotive
state of the audience during the representations of
Macerata Opera Festival and measure its
satisfaction and appreciation level, in order to
structure an offer able to better attract spectators
to the next editions of the festival, expected for
summer 2020. This could lead to a positive impact
on ticket sales, as well as on the image and diffusion
of the brands Macerata opera festival, Sferisterio
Arena and city of Macerata.

EMOJ monitored a sample of twelve people of
the audience during ten representations of the
Carmen, Macbeth and Rigoletto (operas held in the
2019 summer season), and measured the levels of
attention and the feelings aroused by every show
(Figure 1).
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monitoring of the twelve persons are aggregated
for each opera and for each type of shows (e.g.
Macbeth, Carmen and Rigoletto).

Audience selection to be live monitored is based
on the representing Sferisterio's buyer personas.
Actually, the sampled audience was not randomly
chosen; individuals were selected to correspond to
the five Sferisterio's buyer personas, found thanks to
surveys submitted in the last two seasons of the
Macerata Opera Festival and to market research on
open-air theatres.

The most important part of the first phase is
a strategic benchmark with competitors' offers, which
deeply investigated many important aspects, such as:
® The titles and number of the representations

scheduled by each competitor for the 2019

summer season;

e Tickets prices and the number of price levels of
the different tickets;
® The applied discounts for groups or individuals

(old/young/babies/disabled), and for cumulative

tickets (valid for more than one show);
® The collaboration with no profit associations;

e The integration in the local touristic offer;

® The general communication, with analysis on
the main marketing messages and brands
positioning;

e Competitors' websites, including aspects such
as user experience, search engine optimization

Figure 1. Map of the Sferisterio Arena and theatre area subjected to monitoring

DETECTED
AUDIENCE

/ SFERISTERIO
CAMERA

S our ce: author's own work.

Monitored data are mapped with the duration
of each opera act, each aria and relative musical
features link audience reactions to the opera
characteristics. It is then possible to understand
the real impact of the choices made by art director
and conductor on the audience and the level of the
perceived quality. Collected data from the

and advertising, the user journey from the
home page to the ticket purchase, the quality
of pictures and the usability of the website
design;

e Competitors' use of social networks,
investigating the quality of the content and the
ability to build a strong community.
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The second phase of Associazione arena
Sferisterio's marketing plan is a new and deeper
analysis on the audience of the shows of the 2019
summer season. The results of EMOJ's emotional
analysis of the audience are the central point of the
study on the experience lived by Sferisterio's
customers. It provides precise indications on every
moment of all the shows, in order to compare the
appreciation and emotions aroused by every event
that takes place on the stage.

EMOJ's emotion detection represent the
qualitative investigation, while the quantitative
one is an audience survey for every show and
another survey in the box office (in the purchase
moment), to investigate the appreciation level on a
big amount of people in the audience.

The integration of the results of the two analysis
will allow the Associazione arena Sferisterio to
understand in which elements to improve its offer,
both in the aspects strictly related to the
representations, and in all the other elements that
can lead to an increase in the perceived quality.

The main goal of the project is not only to
improve the quality level of the representations,
but also to understand how to improve other
factors, such as the logistic organization and the
communications activities.

The aim is to get better the full festival offer,
which includes other kinds of shows, such as rock
concerts and ballets. Moreover, the festival is
strictly related to the touristic offer of the Marche
region, collaborating in many activities with
cultural operators, receptive structures and food
and wine local companies.

The third part of the marketing strategy is the
integration of the results of EMOJ's analysis in the
global strategy for the Macerata Opera Festival
2020.

The mid-term planning of opera season is made
once every three years, and the summer 2020 has
been planned along with 2019 and 2018. Widening
the statistical analysis with new surveys and adding
EMOJ's emotional tracking results, make possible
for Associazione Arena Sferisterio not only to
improve the performance of 2020, but also to make
a better strategic planning for the next three years,
until 2023.

Experimental results and discussion

The following figures (Figure 2-5) show the
results of the emotional analysis carried out on the
audience of the Macerata Opera Festival for all
monitored shows. The pie graph on the left shows
the prevalence of felt emotions for the whole show.
The blue curve on the right represents the

emotional valence. Valence is positive or negative

affectivity. It could be described by bipolar scales

that, in aggregate, defined a continuous dimension
from pleasantness (happy, pleased, hopeful) to
unpleasantness (unhappy, annoyed, despairing)

(Bradley and Lang, 2000). The values on the

abscissa refer to the monitoring time (i.e., once

every 2 minutes). The values on ordinates
represent the following levels of valence:

® ( corresponds to the neutral condition, when the
person is in a state of relaxation and well-being;

® 100 corresponds to "happiness", the maximum
level of satisfaction experienced by the person;

e From 1 to 99 positive emotions are present and
the value 50 corresponds to surprise;

e From -1 to -99 the negative emotions are
represented. They pass from different levels of
sadness, which correspond mainly to the feeling
of boredom and disgust that appears in moments
of poor pleasantness of the experience;

e -100 corresponds to anger, the condition where
the person experiences feelings of annoyance
and frustration.

The "neutral" state corresponds to a state of
relaxation, while the "sadness" one to boredom.
Anger and disgust can be considered as states of
annoyance and frustration that derives from a low
interest in the show or indicate an unpleasant
sensation.

The value of valence is the average value of the
emotions felt by all monitored persons. This means
that a zero valence can represent not only a
moment of general relaxation, but also a result of
contrasting monitoring, such as a scene that
arouses positive emotions for a person and
negative feelings for another one, at the same time.

Valence values are represented with both a pie
graph, reporting the percentage of the felt emotions
for the whole show, and a curve in a Cartesian
space with the registered values for the opera
duration. 11 valence graphs are obtained in total,
i.e. 4 for Carmen, 4 for Rigoletto and 3 for Macbeth.
Figure 2, 3 and 4 present an example of them while
Figure 5 shows the aggregated results for the
Macbeth’s opera.

The comparison of the valence curves of the
same opera in the same graph highlights
differences of the artistic performance in the
diverse events (Figure 5) and which aria arises
enthusiasm and joy. For instance, in Carmen, the
Opera company maintained the same level of
audience arousal in acts N.1, 2 and 4, while
audience experience varies in act N.3. In addition
some contextual factors can affect emotions. An
example is weather (e.g. unexpected cold or rain).
The rain affected the Carmen of 28th July (Figure
2). This is demonstrated by the more negative
peaks at the beginning of the second half of the
show. Other factors that can affects the emotional
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Figure 2. Pie graph and the emotional valence curve for one Carmen’s show
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Figure 3. Pie graph and the emotional valence curve for one Macbeth’s show
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Figure 4. Pie graph and the emotional valence curve for one Rigoletto’s show
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Figure 5. Comparison of the audience experience in all Macbeth’s shows
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Table 1. Most appreciated opera arias

Carmen

Macbeth

Rigoletto

The "Prelude" (first scene of the first act);
"L'amour est un oiseau rebelle" (Carmen's
habanera), the opera's most famous aria,
about the untameable nature of love (at the
half of the first act);

"Votre toast, je peux vous le rendre" ("The
Toreador Song"), another very famous
Carmen's aria (at the beginning of the
second act);

"La fleur que tu m'avais jetée", a lovely duet
between Carmen and Don José (conclusion
of the second act).

"Vieni! taffretta!" ("Come! Hurry!"), when
Lady Macheth is introduced in the plot,
determined to propel Macbeth to the throne
which is the cause of several murders
(second scene of the first act);

"Si colmi il calice ("Fill up the cup"), when
Macbeth see Banco's ghost (third scene of
the first act);

"Ah, la paterna mano" ("Ah, the paternal
hand"), when Macduff is determined to
avenge the deaths of his wife and children by
Macbeth (first scene of the fourth act);

The chorus "Patria oppressa" ("Down-
when the Scottish
refugees stand near the English border
before the battle (first scene of the fourth
act);

trodden country"),

"Una macchia e qui tuttora" ("Yet here's a
spot"), Macheth's most famous scene, when
Lady Macheth is sleepwalking shocked by
guilt about the deaths she caused (second
scene of the fourth act).

"Gualtier Malde!... Caro nome che il mio
cor" ("Dearest name"), when Gilda meditates
on her love for the Duke, whom she believes
is a student (half of the first act);

"Ella mi fu rapita!" ("She was stolen from
me!"), when the Duke is concerned that
Gilda has disappeared (beginning of the
second act).

"La donna e mobile" ("The woman is fickle"),
Rigoletto's most famous aria that is a real
showcase for tenors. Here the Duke reflects
on the personal vision of emptiness and
female inscrutability, where the woman is
seen as susceptible to changes both in
thoughts and in words at the first change in
mood and the course of events (beginning of
the third act);

"Cortigiani, vil razza dannata" ("Accursed
race of courtiers"), Rigoletto attempts to run
into the room in which Gilda is being held,
but the courtiers block his way (half of the
second act);

"V'ho ingannato, colpevole fui" ("Father, I
deceived you"), when Gilda says she is glad
to die for her beloved (final duet).

Sour ce: author's own work.
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experience regard the main events of a scene (e.g.
a lovely kiss between the two main actors, the
moment of murder, the entrance of the whole
company), the expressiveness of the actors, the
orchestra performance, the scenography elements
changing during the different opera sessions, etc.

Another general tendency recorded by the
emotional detection is a higher value of the
valence in the sung parts than in the spoken ones.
This suggest us that the orchestra is one of the
most important elements that define the
engagement level of the audience.

Moreover, positive peaks are recorded in
correspondence of the most famous arias, or in
the most meaningful scenes for the plot. Table 1
reports the most appreciated arias for each
opera.

The comparison of the three operas' average
valence allows the study to focus on how the
audience experiences emotions and to indicate
which opera was mostly appreciated (Figure 6).
The results show that the most appreciated opera
is Macbeth, with a higher value of valence and
that Rigoletto mostly excited the audience than
the other operas (i.e. lowest value of neutral state
percentage)

A more accurate analysis is possible by
mapping the emotional curves with the video
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time of the shows. They depend on some operative
factors such as the video recording start and stop
during acts' pauses that were manual.

As a consequence, the emotional curves of the
same opera are not perfectly synchronized.
Comparison and research findings are not
strongly affected by this gap.

Conclusions

CX is becoming very important not only in
leading business strategies, but also in improving
artistic performance and hence increasing culture
attractiveness. The audience is like the customer.
The only way to keep customers loyal is offering
them memorable and custom experiences, not only
when they purchase our products and services, but
also every time there is a contact between an
offering and a person.

Tracking people's emotions and instinctive
reactions to marketing inputs is the challenge to
win. Only what is measurable is manageable, and
the capability to acquire a big amount of customer's
data is more important than ever, because it is from
data that companies set their goals and builds their
strategies.

Figure 6. Overall emotional experience of Carmen, Macbeth and Rigoletto
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Sour ce: author's own work.

streaming of the same show. This allows the
audience emotions to be related to what happens
stage by stage. Audience experience mapping
results to be a useful tool for the art director to
improve the general performance by correcting
specific opera elements.

A specification is due for the complete
understanding of the above reported graphs.
There are some differences in the monitoring

Marketing 1

Macbeth
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rprise 27‘7(‘*

Rigoletto

Fear 1%
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Anger 8%
Boredom 16% —"
Neutral 40%
Surprise 22 %M
Hilarity 16%

Neutral 36%

ilarity 14%

EMOJ developed one of the most useful tools
enabling the measurement of emotional without
being invasive and intrusive. It gives companies the
opportunity to know a person's emotive state in real
time, and to offer personalized experiences based
on behaviours and feelings recorded. This is
a powerful marketing tool that has already been
applied in many different contexts, both in the
physical then in the digital world.
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On summer 2019, an interesting application of
EMOJ tool took place in Macerata, when it is used
to monitor the emotions aroused on the audience by
opera shows, in the Arena Sferisterio for the
Macerata Opera Festival. A sample of 12 spectators
for each show were recorded and analysed in real
time. An overall of 11 shows were tracked and the
felt emotions are mapped for every part of the
dramas. The presented work reports the

experimental results and a discussion of the impact
of the analysis on the culture sector. In addition to
emotional analytics a survey was submitted to 800
attending Opera visitors to understand the
appreciation level of the shows and the perceived
quality of the entire festival. The study of the
survey data combined with the emotional analytics
investigation provides a roadmap for the Sferisterio
Association to improve the next year opera season.

References

Berry, L. L., Carbone L. P., Haeckel S. H. (2002). Managing the Total Customer Experience. MIT Sloan Management Review, 43(3).

Bradley, M. M., Lang, P. J. (2000). Measuring emotion: Behavior, feeling, and physiology. In R. D. Lane, L. Nadel (Eds.), Series in affective science.
Cognitive neuroscience of emotion (pp. 242-2176). New York: Oxford University Press.

Ceccacci, S., Mengoni, M., Generosi, A., Giraldi, L. (2018). Tools to make shopping experience responsive to customer emotions. International Journal of
Automation Technology, 12(3). https://doi.org/10.20965/ijat.2018.p0319

Davenport, T. H., Beck, J. C. (2001). The Attention Economy: Understanding the new currency of business. Boston: Harvard Business Press.

Ekman, P., Friesen, W. V. (2003). Unmasking the Face: A Guide to Recognizing Emotions from Facial Clues. ISHK.

Hill, D. (2008). Emotionomics: Leveraging Emotions for Business Success. Kogan Page.

Klaus, P., Maklan, S. (2013). Towards a better measure of customer experience. International Journal of Market Research, 55, 227-246.
https://doi.org/10.2501/ijmr-2013-021

Klaus, P., Maklan, S. (2013). Towards a better measure of customer experience. In: International Journal of Market Research, 55. 227-246. 10.2501/IJMR-
2013-021.

Melero, 1., Sese, F. J., Verhoef, P. C. (2016). Recasting the Customer Experience in Today's Omni-channel Environment. Universia Business Review, 50,
18-37.

Mengoni, M., Frontoni, E., Giraldi, L., Ceccacci, S., Pierdicca, R., Paolanti, M. (2017). Customer Experience: A Design Approach and Supporting Platform.
Working Conference on Virtual Enterprises. https://doi.org/10.1007/978-3-319-65151-4_27

Revello, A. (2015). Buyer Personas: How to Gain Insight into your Customer's Expectations, Align your Marketing Strategies, and Win More Business. John
Wiley & Sons.

Schmitt, B. H. (2010). Customer Experience Management: A Revolutionary Approach to Connecting with Your Customers. John Wiley & Sons.

Seligman, J. (2012). Customer experience in modern marketing. Lulu.com.

Seligman, J. (2018). Customer Experience Management — The Experiential Journey. Lulu.com.

Shapiro, J.M. (2014). Impulse Buying: A New Framework. Proceedings of the 1992 Academy of Marketing Science (AMS) Annual Conference (pp. 76-80).
https://doi.org/10.1007/978-3-319-13248-8_16

Villani, I. (2018). Transform Customer Experience: How to achieve customer success and create exceptional CX. John Wiley & Sons.

PWE poleca

RISTORIA

MYSLI 26
EKONOMIGZNEJ

Podrecznik  prezentuje rozwdj mysli ekonomicznej na
tle zmieniajgcej sie gospodarki — od XVIII do konca XX wieku. Od
XVIII wieku gtdwng formg gospodarowania jest gospodarka ryn-
kowa, dlatego 6wczesnie sformutowane teorie i powstate nurty
mysli ekonomicznej sg w duzej czeSci nadal aktualne
i wykorzystywane w formutowaniu wytycznych dla polityki gospo-
darczej. Z tego powodu poznanie historii mysli ekonomicznej jest
niezbedne dla zrozumienia zasad funkcjonowania wspoétczesnej
gospodarki.

Ksiegarnia internetowa www.pwe.com.pl

13

Markcting 1 R}'mk/ Journal of Marketing and Market Studies, ISSN 1231-7853



‘ Experience Marketing — research, ideas, opinions (2) t. XXVI, nr 10/2019 DOI 10.33226/1231-7853.2019.10.2

14

Dr Michat Scibor-Rylski

University of Warsaw, Faculty of Management
ORCID: 0000-0002-0594-492X
e-mail: mscibor-rylski@wz.uw.edu.pl

Mgr Marta Reducha

Kantar Polska
e-mail: marta.reducha@kantar.com

Mgr Jedrzej Ochremiak
Kantar Polska
e-mail: jedrzej.ochremiak@kantar.com

Modern research methods in the field of

customer experience

Nowoczesne metody badawcze w obszarze customer experience

Customer experience studies are an important component
of research portfolio of every significant research agency.
The main goal of this article is to show the key areas for
CX and types of research which conducted in the field. The
article also features two latest tools examining customer
experience developed by Kantar research agency: the
qualitative tool based on gamification - "Our City" and the
quantitative one called CX+. The underlying premises of
both tools and the areas of applications with their unique
contribution in the CX research process have been
described as well.

Keywords
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Badania customer experience stanowiag wazny punkt
oferty kazdej liczacej sie agencji badawczej. Giéwnym
celem artykulu jest pokazanie obszaréw kluczowych
z punktu widzenia CX i rodzajéw badan w nich prowa-
dzonych. Dodatkowo przedstawione zostaly dwa naj-
nowsze narzedzia do badania customer experience roz-
wijane przez agencje badawczg Kantar: oparte na gry-
walizacji jakosciowe ,Nasze Miasto” oraz iloéciowe
CX+. Opisano zalozenia stojace za obydwoma narze-
dziami i wskazano obszary zastosowan wraz z zaznacze-
niem ich unikalnego wkladu w procesy badania CX.

Stowa kluczowe
customer experience, badania rynku, metodologia, grywalizacja

JEL: M300

Introduction

The decision making process is no longer a linear
experience — the traditional AIDA model
(attention — interest — desire — action) has
transformed into a more complex iterative
approach where a customer is seen as skipping
some stages and returning to previous experience,
active, gathering information, yet simplifying the
task at some stages by activating the heuristic
reasoning mode (Kotler, Kartajaya, & Setiawan,
2016). A consumer living at the end of the second
decade of the 21st century actually faces unlimited
possibilities to acquire information about products,
combined with increasing number and variants of

these products. On one hand, the number of
touchpoints increases, yet on the other customers
become more resistant to traditional marketing
support. The role of emotions in the decision
making process is greater, these are feelings which
affect not only the repeated purchase intent, but
they make consumers eager to promote the brand
among friends and family, to identify with the
brand in social media and to take part in various
brand events. What counts now are selected
touchpoints which will offer unique experience and
bond consumers with the brand. This is a new form
of loyalty modifying and extending the traditional
customer journey which also impacts mental
availability of a brand — the component which
Sharp (2010) considers the priority task of
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contemporary marketers. The term denotes
willingness to think about a brand in shopping
occasions, which is highly influenced by customer
experience: their recollections and associations —
both sensory: the taste of Magnum ice cream eaten in
childhood, the way the new Toyota smells, and
emotional ones: like enjoying a visit to the dealer
ending with a successful test drive of one's dream car.

The rapid development of complexity in the
consumer journeys and the increasing number of
different, multichannel touchpoints requires new,
advanced research methods. This article presents
the approach to the measurement of customer
experience in the market research agency. Two new
methods are described: qualitative, gamified tool
"Our City" designed to help in the deep exploration
of customer journeys and quantitative CX+ which
measures the relationship of the brand promise and
the provided experience.

Customer experience and
its measurement

Customer experience (CX) is one of important
themes in the contemporary marketing — it is a
subject of numerous articles and scientific studies
(e.g. Meyer & Schwager, 2007; Cetin & Dincer,
2014; Vasconcelos et al., 2015). It is worth quoting
the most general of many definitions of CX
proposed by Klaus and Maklan (2013, pp. 228): "the
customer's cognitive and affective assessment of all
direct and indirect encounters with the firm
relating to their purchasing behaviour". Other
researchers also emphasize the importance of both
cognitive and emotional processes in shaping
customer experience (Verhoef et al., 2009).
Homburg, Schwemmle and Kuehnl (2015) define
CX as a multidimensional consumer trip across
various touchpoints, whilst Lemon and Verhoef
(2016) point out the role of individual actors of the
customer experience shaping process: brand (and
its various revelations), products, services and staff.

Customer experience is a wide concept affecting
all stages of the decision process and multiple
touchpoints. It occurs when people do their pre-
purchase research — both offline and online, when
they have contact with a brand in store, during the
mere process of purchase and finally, when they use
the product or the service (e.g. Brakus, Schmitt,
and Zhang 2008).

Customer  experience affects customers'
satisfaction (Anderson & Mittal, 2000), their loyalty
towards a brand and creating a more in-depth
relationship of participants (Paharia, 2013), and their
eagerness to recommend a brand — word-of-mouth
(Keiningham, Cooil, Aksoy, Andreassen & Weiner,

2007) across the channels — both traditional and
digital.

Since customer experience became a focus of
attention of the marketing practitioners, the
matter of its measurement has been gaining
importance. In the literature there are many
attempts to identify the CX components.
Dziewanowska (2015) presents a thorough review
of different approaches towards defining the frames
of the customer experience. E.g. Gentile, Spiller
and Noci (2007) created a model consisting of six
elements: sensory experiences, emotions, cognitive
processes, pragmatic aspects, lifestyle and
affiliation. Doubtlessly, such a multidimensional
approach creates a great challenge for the designers
of the CX measurement methods.

Beside purely theoretical approaches towards
customer experience, there are some empirical
attempts at measuring CX. Brakus, Schmitt and
Zarantonello (2009) have developed the Brand
Experience Scale a short quantitative tool
comprising four experiential dimensions: sensory,
affective, behavioral and intellectual. One of the
important outputs of the application of this scale
was the typology of customers including five
segments: hedonistic, action-oriented, holistic,
inner-directed and utilitarian (Zarantonello &
Schmitt, 2010).

Also Klaus and Maklan (2013) have created a
scale to measure CX. The scale, called EXQ,
consists of four dimensions: product experience,
outcome focus, moments-of-truth and peace-of-
mind. It touches upon numerous aspects related to
product competitive advantages, customer
experience in the process, how a brand functions
and reacts in key moments.

Very interesting approach towards the
measurement of CX propose Kim, Cha, Knutson
and Beck (2011). Their Customer Experience Index
serves as a fully operational tool which can indicate
the gap between the customers' expectations and
their satisfaction and produce the set of concrete
recommendations for the company.

This article will present another more elaborate
quantitative approach towards examining customer
experience with the inclusion of two aspects: brand
promise and the created experience.

Implementation of CX strategies
and market research

Brands have developed their strategies and
carried out missions for years. Taken the changes
described in the previous section, at present brands
need to fill their missions with content not only in
ATL activities but in all touchpoints as well. The
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challenge faced by brands is how to translate values
and manifestos into the language of experience.
Conscious and consistent customer experience
management and creating values and advantages in
this area are reflected in growth of business. For
instance, Kantar studies on the British market
confirm that brands most effective in managing
customer experience on the financial market
generate double intent to use new products offered
by these brands and ten times higher
recommendation propensity, which finally leads to
higher potential for growth (Kantar, 2018b).

Performance of such brands is described as
'customer centric' — which refers to the philosophy
of brand actions with client and their needs being in
the centre. The market is aware of benefits of this
approach — 91% of presidents of British companies
claim they believe in customer centricity. Yet only
19% customers on the British market would
describe their brands as "truly customer-centric"
(Kantar, 2018a). The data prove there is still room
for improvement of the customer experience area.

This is a field where emotions play a significant
role. They serve as a kind of conveyor belt
transforming  individual  experience into
recollections. If a customer can remember some
event after a longer period of time, this is usually
possible if they are able to link it to some emotions,
for instance, they remember feeling disappointed in
that very moment. The more intense are emotions,
the better and more durable is the recall. Continued
use of brand services, customer's loyalty towards the
brand, intention to increase intensity of using, or
using a broader range of products and services, are
conditioned not just by the sole experiences but by
the way consumers recall them (Kahneman, 2010).

The next part of this chapter will discuss the
process of implementing customer experience on
the example service market, and the implications
for market research based on the model used by
Kantar agency. Four stages of implementing this
approach can be identified in organisations
operating on the service market: 1. developing a CX
strategy, 2. implementing this strategy by
introducing operational changes, 3. promoting
customer-centric approach inside the organisation,
4. monitoring impact of the strategy upon business
results.

CX strategy development

The stage of developing customer experience
strategy should address four factors: customers'
needs and expectations, competitive framework and
current brand position — experience the brand
offers at present, as well as brand positioning. The
goal of this stage is to create a vision of how the
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brand positioning should translate into customer
experience in various touchpoints and where the
brand can base its uniqueness in the customer
experience field. The role of research is to deliver
inspirations in these areas and to run an initial CX
audit of the brand. Qualitative and quantitative
exploratory studies offer significant support here,
and so do relationship surveys.

A detailed scope of study derives from the
knowledge of the organisation. Organisations
usually have access to data and insights on the
main category drivers, customers' profiles, their
needs and offered experiences. That is when
analysis of such information is recommended with
focus on two areas which play the key role in
creating customer experience strategies —
customer mission and customer experience with
the brand. Understanding the mission lets us
identify the functional category drivers — the
reasons why customers enter interactions, i.e. their
brand "journey'. The analysis of customer
experience with the brand aims at reaching the
emotional aspects of their journey and the
interactions or touchpoints which are most
involving and have a potential to create powerful,
positive and engaging experience.

CX strategies are usually developed during
workshops with managers. It involves translating
the brand promise into the strategy of creating
experience with critical assessment of the direction.
Stage 1 is completed by defining the strategic
direction and initial diagnosis of brand CX. The
outcome of this brand review defines the type of
activities to be undertaken in the subsequent stage.

Introducing operational modifications

The next stage is the operational execution of the
strategy — development of solutions for individual
processes and touchpoints to carry out the
customer experience vision of the brand or entire
organisation. This is a long process with a funnel
construction, consisting of several steps. The first
step is time for organisation to define its priorities
— select products, processes or target customers for
the business. This choice determines the order of
steps to follow — namely mapping transaction
journey for selected products to identify the
moments of truth and so called pain points. They
should be further developed — to assess how well
the brand or organisation offers attractive
experience coherent with the brand vision in these
customer journey moments. Based on the diagnosis,
the processes may be qualified for further
modification to better meet customers' needs and
be more coherent with the CX strategy of the
brand.
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This is the stage where research may result in the
most significant changes of the organisation. The
studies play a role in actually every of the steps
described above. At first right mapping of customer
journey with qualitative tools is of utmost
importance. The tools recommended for the
customer journeys related processes are cognitive
interviews. An alternative to cognitive interviews
would be focus groups with a preceding online
module — participants attending a so called bulletin
board, i.e. an online platform used to reconstruct
individual journeys and experience in such
processes. The outcome of qualitative studies is a
mapped customer journey. The mapping involves a
possibly deep and precise reconstruction of the
processes, including all touchpoints and emotional
experience aspects. The moments of truth and pain
points of the journey are further assessed with
quantitative tools diagnosing the components and
quality of experience offered by the brand in
meaningful moments. This diagnosis is run during
so called transaction studies, i.e. studies where
customers are examined during or directly after an
interaction or process. The key aspects here include
fresh experience that has not been processed or
rationalised yet. If the diagnosis of the process is
negative, some process optimisation or
reconstruction tools are implemented. These would
usually include workshop processes carried out in
the design thinking approach, i.e. with users and
their needs being in the centre.

Stage 2 is completed with a program revising
experience offered by the brand across the
touchpoints and a selection of so called KPIs
(namely key performance indicators) to be
monitored at later stages of CX strategy
implementation.

Promoting customer-centric
approach in organisations

The third stage involves activating customer
centric behaviour inside the organisation. This is
the time to decide how research findings will be
consumed by various departments and teams in the
company. The essential condition for success in the
process is proper communication of the objectives of
implementing the customer centric philosophy
inside the company. Organisation changes hardly
ever concern merely the product or service
consumer has direct contact with. There is usually
a demand for thorough modification of processes
and working style in the areas customers cannot
see (back office). Research plays two roles at this
stage — tactical and strategic.

The tactical dimension involves mainly all the
current management of unsatisfied customer

relationship (close the loop process). Hot alerts are
frequently used in transactional studies carried out
in particular touchpoints, i.e. just after customer's
experience with the brand. These are messages sent
to respective departments and employees in the
organisation to notify them that a given customer is
not satisfied with some interaction with the brand.
They require an urgent response to solve
customer's problems or at least reduce their
dissatisfaction. The research activities and close the
loop process in big organisations with tens or
hundreds of thousands of customers concern a high
number of customers. Smooth management of hot
alerts is the basic retention and loyalty boosting
tool following difficult brand experience.

The strategic dimension of working with
research outcomes at this stage mainly includes a
long term development of selected relevant
research findings. If we deal with insights from
dissatisfied customers, what is required here is
introducing some improvements to eliminate
problems faced by these customers, and hence to
make their experience in given touchpoints more
positive. If information delivered by highly satisfied
customers (e.g. promoters from NPS segmentation)
is analysed, we focus more on development and
innovations.

The last meaningful element of the third stage is
study on employees. This is important for at least
two reasons. First of all this perspective helps to
diagnose problems reported by customers. It also
lets us verify attitudes and opinions of employees
and how customer centric they are. Here four areas
should be analysed: staff involvement, leadership
assessment, awareness and evaluation of
organisation objectives and strategy as well as
assessment of available resources. Employee
surveys usually give grounds to diagnosing
numerous barriers which hinder implementation of
the customer centric culture in the organisation.

Monitoring business impact
of the introduced strategy

Stage 4 is the test time — business verification of
effectiveness of CX strategy implementation. It is
based on financial analyses checking return of
investment, comparing the implementation cost
and effectiveness. Market research plays a great
role here — relationship research data is treated as
an additional context to interpret financial results.
Its aim is to deliver knowledge for more in-depth
analysis of strategy effectiveness. Customer
information contributes the following elements to
the data base (CRM): satisfaction, some
demographic, behaviour or psychography variables.
One should note that profitability analysis should
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take into account the market context, competition
changes and activities, as it is market dynamics
that drives implementation of customer experience
processes in organisations, and development of
tools supporting these processes by research
agencies.

So far we have presented an overview of research
solutions used at different stages of CX strategy
implementation in organisations, using the
example of service industry, focusing on the
common solutions. The next chapters will be
devoted to two new tools based on the premises of
the gaming role in the research processes (the tool:
Our City) and the role of brand promise in
implementing CX strategy (the tool: CX Plus) —
the approaches created in response to the growing
interest in the processes concerning emotions and
experience.

Qualitative approach towards
CX studies — "Our City" game

The chapter will describe the latest tool to
examine customer experience — "Our City". This is
a board game designed in Kantar Polska to add
more in-depth component to the standard
qualitative research processes on online platforms
and in cognitive interviews.

Gamification in market research improves
involvement of participants and lets us obtain
information which is not available in traditional
approaches — it can also serve as an advanced
projection technique. The experiments show that
tasks based on gaming mechanics are more
effective than the traditional ones, and research
participants consider the process more enjoyable
(e.g. Harrison, 2011; Puleston & Sleep, 2011,
Puleston & Rintoul, 2012; Scibor-Rylski, 2018;
2019).

Designing "Our City" we hoped to create a tool
which would let us enter the decision making
process, explore its stages and get to know the
importance of all the relevant touchpoints, as well
as enable interaction of participants and which
could be used during focus group interviews.

"Our City" consists of a board, a set of elements
required for the game mechanics and the set of
rules. The tool may be used to carry out various
research goals:

1. Reconstructing a complex decision making
process/ customer journey — it is used when we
want to follow individual steps leading to
purchase of a product or service: e.g. a car, a TV
set, a bike, a mortgage or a trip abroad. In this
version players move across the board recalling
subsequent stages of their decision making
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process. The form of the board game increases

involvement and helps them remember more

details and recall their customer experience in
particular touchpoints.

2. Identifying and exploring the Category Entry
Points (Sharp, 2010). These include reasons or
occasions related to buying a product from
a given category. "Our City" may be used to
define CEP related to any category — then the
game serves as a tool to reconstruct all possible
touchpoints and to explore them. We learn how
a given CEP appeared, what were the
circumstances, needs, who respondent was with,
what respondent was doing at the time and,
finally what brands were present at this stage,
i.e. were mentally available (Sharp, op. cit.).

3. Exploring any occasion/ situation which could
take place in respondent's city. Our City then
serves as a narrative technique — we do not use
the rules but only the board where respondents
move and tell us about e.g. their last social
activity: where it started, what was the flow of
the meeting, which places were visited, which
brands occurred at respective stages. In this
approach the game is used to facilitate
structuring experience and recalling some details
related to particular moments.

The strength of Our City lies in the combination
of a board game involving participants with an
elaborate narrative technique which lets
a researcher understand individual customer
experience: pain points, success points, moments of
truth etc. With right moderation of consumers'
narrative, every response may be probed and we
finally arrive at a detailed experience map for
a given category: with both functional (where, how
and how often?) and emotional aspects (how I felt
then, what was irritating?).

Qualitative validation
of "Our City" game

In August 2019 a qualitative validation of "Our
City" tool effectiveness was run. The main goal was
to verify the mechanics of the game, the obtained
figures and opinions expressed by participants of
studies — a focus group interview with the game
lasts up to 3h, so comfort of respondents is an issue
which needed to check.

The theme of validation study was customer
experience related to buying a new car. 18 residents
of Warsaw and the suburbs participated in this
study: both men and women, aged 24-58. All of
them bought a new car in the past 6 months. The
process consisted of two stages. In the first one all
respondents took part in an online study (a bulletin
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board on Krealinks platform). The goal of this stage
was to get to know participants, to get an initial
view of decision making processes and to eliminate
less involved respondents. At the second stage three
focus group interviews were run, each with four
participants and lasting 3h. During the FGI
participants played "Our City" game reconstructing
all the stages of their decision making processes
and thoroughly describing customer experience in
individual touchpoints. After each session was
completed an additional interview was held with all
the participants.

The outcome of qualitative validation is positive
— we have achieved highly detailed data combined
with involvement of participants of the study. The
group process (e.g. Brown, 1988) helped to increase
self-awareness of respondents during the FGI —
they referred to opinions expressed by other
participants, confronting them with personal
experience, and finally recalling some elements of
own processes they could not remember during the
online stage. The obtained qualitative data seems
fairly in-depth. Additionally, the story structure
imposed by "Our City" game mechanics has led to
adding structure to individual narratives and to
arriving at a more in-depth customer experience
analysis in particular touchpoints.

Participants of the validation process expressed
very positive opinions about their experience with
the "Our City" game and found it more interesting
than the standard research approach (these were
respondents who previously participated both in
focus group interviews and individual interviews).
The respondents also admitted that during the
game they managed to recall experience they could
not remember at the preceding online stage.
Competition being an element of the game
mechanics generated a favourable response as well.
These observations are confirmed by the quotations
from the interviews held after completing the "Our
City" game:

"This is a fairly interesting type of experience,
I have figured out what my decisions were like, what
the process was like, here the process of buying a car,
and I discovered that it was not so simple at all"
(Katarzyna, 50).

"Competition in this game was motivating. It was
such a trigger to get even more involved" (Mateusz, 24).

"The game structured the whole process which
was long, and in normal conditions, if we were
talking about it without the game, I would present it
in a much more chaotic manner, I would get back to
some plots, I would skip some things, and here I was
able to order it and to focus on what mattered most
in fact" (Agnieszka, 54).

"I guess this is a tool which helps us really say
all we meant, and these may often be things we
would simply not say because we would skip them"
(Adam, 30).

The qualitative validation of "Our City" tool
seems a success. At present more validation studies
are planned — now quantitative ones. Their goal
will be to verify the hypothesis that respondents
give more information during studies involving
gamification in the decision making process than in
the traditional approach.

Quantitative approach towards
CX studies — CX+ tool

CX+ is a quantitative tool created in response to
the growing importance of customer experience and
its role in the brand strategy implementation.
Contrary to traditional research methods which
treat brand aspects and satisfaction studies
(customer experience) separately, this tool focuses
on the relationship of the brand promise and the
experience created by the brand, merging these two
areas. CX+ is founded on the assumption that one
of the key factors of brand success in the present
market context is guaranteed coherence of the
clearly verbalised brand promise and the created
experience.

The measurement of CX brand performance is
based on five pillars: 1. Clear brand promise (it is
clear to consumers what a company stands for).
2. Empowered employees (we use two to three
attributes to measure the operational excellence).
3. Empowered customers (great experience on
digital channels and whether it is easy for
customers to switch between different service
channels). 4. Lasting moments (how customers felt
about recent experience with the company).
5. Exceptional delivery (level of preference of one
brand over another).

The analysis outcome is the index called
experience advantage (CX+ Index) which, as
assumed above, derives from the CX brand
performance and the gap between the brand
promise and real customer experience with the
brand. These indicators are calculated for all
brands present on the market. Afterwards ranking
of brands is created with standardisation
procedures. The figures assigned to individual
components are relative and highly correlated.
What's worth noting, brand promise is
reconstructed based on perceptions of consumers
who do not use the brand, whilst brand experience
is analysed among brand users.

From a very general perspective, three possible
scenarios of customer experience and brand
promise relationship may be observed: 1. Positive
gap (experience exceeds brand promise).
2. Negative gap (experience underdelivered vs
brand promise). 3. Brand experience in line with
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brand promise (no gap). These different scenarios
have different implications for brands. If a positive
gap is identified, the experience area most likely
gives a potential to strengthen the brand promise.
If the gap is negative, the brand should undertake
some steps to fix customer experience in the area
identified as the weakest, or to reconsider the brand
promise. The situation when the brand promise is
coherent with experience is comfortable for the
brand, yet not sufficient — one should assume that
the market may force a change or some additional
action. This is one of the reasons why the gap
should be analysed in the entire market context
and brand position in the ranking.

The validation of the tool was performed on 11
markets (Brazil, France, Spain, Netherlands, India,
Germany, Poland, Republic of South Africa, USA,
Great Britain, Italy). In Poland it was carried out in
the financial sector and was completed in August
2019. The local validation was conducted among
the clients of retail banks and on the sample of 2751
respondents. The sample profile was as follows:
aged 18-65, representative mix of male and female,
the clients of 13 biggest brands (constituting over
90% of market share of retail banks market). It
took the form of an online questionnaire designed
for 18-minute-long completion. The measurement
was standardised separately for five areas of CX+
model, based on the five pillars described above:
clear brand promise, empowered employees,
empowered customers, lasting moments,
exceptional delivery.

The outcome of the Polish validation study was
presented during the Experience Advantage
conference in Warsaw in October 2019. The study
can be applied to various markets. It gives access to
knowledge about the market leaders, position of a
brand and its Experience Advantage index (CX+
Index) and it defines the direction for the
organisation to follow.

Closing note

Brand activities and tools used to connect with
consumers are created in response to various
factors which may not be directly linked to
marketing, but more to consumer trends in
lifestyle, media consumption or shifts in financial
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Pawet Wyrozebski P W E p o I e cq

B e Kazda organizacja funkcjonujgca w globalnej gospodarce jest zmuszona
1uro nieustannie podejmowaé¢ wyzwania dotyczgce m.in. wdrozeri nowych
¢ produktéw i proceséw, aby méc utrzymac sie w konkurencyjnym i ciggle

zmieniajacym sie otoczeniu. Powszechng praktyka staje sie wiec powoty-

Z arzadzanla wanie w przedsiebiorstwach jednostek organizacyjnych zaréwno planuja-

cych, organizujacych, jak i nadzorujacych realizowane przedsiewziecia.

] .
prOJektaml Do zadan biura zarzadzania projektami (Project Management Office -
(PMO) PMO) naleza: wspieranie i realizowanie planow strategicznych przedsig-
] biorstwa; utrzymanie kapitatu intelektualnego; planowanie i nadzér nad
3 wykorzystaniem zasobow; koordynacja i centralizacja podlegtych projek-
téw; zarzadzanie sSrodowiskiem projektowym, w tym planowanie, standa-
ryzacja i synchronizacja, szkolenia, kontrola; doskonalenie praktyk
i rezultatéw zarzadzania projektami; likwidacja lub tagodzenie proble-
moéw; raportowanie projektéw do wyzszego szczebla zarzadzania.

Biuro zarzadzania projektami (PMO) to publikacja wypetniajaca dotych-
czasowa luke na polskim rynku wydawniczym. Autor przedstawia aktual-
ny stan wiedzy i najnowsze wyniki badan w zakresie PMO. Znakomitym
uzupetnieniem podjetej tematyki sa zagadnienia portfela projektow,
zarzadzania wiedzg projektowga oraz dojrzatosci biur zarzadzania projek-
tami.

N J
A R—— k. Ksiegarnia internetowa www.pwe.com.pl
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Experiential marketing and building brand
communication strategies in social media

Marketing doSwiadczen a budowanie strategii
komunikacji marki w mediach spotecznos$ciowych

The aim of the paper is to characterise the concept of
experiential marketing as an idea constituting the basis
for building the strategy of brand communication in social
media. The paper presents "genetic code" for building such
strategy that was "encrypted" in SMART acronym. The
deliberations presented in the paper can contribute to
building the model in which it is vital to include social
media in the process of creation of experiences and
desirable emotions associated with them. The paper is
prepared on the basis of review of Polish and foreign
literature on the subject, observations of economic
practice and selected results of authors own research.

Keywords
experiential marketing, social media, marketing communication,
brand

Celem artykutu jest scharakteryzowanie koncepcji mar-
ketingu do$wiadczen jako idei stanowigcej podstawe do
budowania strategii komunikacji marki w mediach spo-
tecznoSciowych. Przedstawiono ,kod genetyczny” dla
budowy takiej strategii, ktory zostal zaszyfrowany
w akronimie SMART. Zaprezentowane w artykule roz-
wazania mogg stanowi¢ przyczynek do budowy modelu,
ktorego istotg byloby wiaczenie mediow spolecznoscio-
wych do procesu kreowania do§wiadczen i zwigzanych
z nimi pozadanych emocji. Artykul zostal opracowany
na podstawie przegladu krajowej i zagranicznej literatu-
ry przedmiotu, obserwacji praktyki gospodarczej i wy-
branych wynikéw wiasnych badan.

Stowa kluczowe
marketing doSwiadczen, media spotecznosciowe, komunikacja
marketingowa, marka

JEL: M300

Introduction

It is observed now that the importance of social
media as a channel of interactive communication
with customers is rapidly growing. At the same
time a lot of brands include social media in the
process of creation of experiences and desirable
emotions associated with them, while believing that
emotions will translate into increased liking and
attachment to brand (Dziewanowska, Kacprzak,
2013, p. 87). It is, as it seems, a response to
dynamically changing situation of the environment,
as well as changing nature of the very consumers.
They are becoming increasingly more aware and
active market participants, sure of their choices,
who make purchases to provide themselves with
specific, often sophisticated feelings, emotions and
experiences (Kiezel, 2010, p. 48).

For brands, they can later become the basis for
building relationships and long-term bonds, which
in turn will translate into decisions concerning
preferences. In this situation contemporary
marketing communication with the use of social
media as an instrument of market activities is
gaining the features of increasingly greater activity
and creativity, which significantly increases its
significance in marketing strategies of brands. At
the same time, defining the grounds for building
effective strategy of marketing communication
with the use of social media is still a new experience
for many brands and a new area of market activity
in terms of quality. This situation requires seeking
such approaches or models that would support
building such a strategy. The main aim of the paper
is to identify the elementary pillars that could
constitute the fundament for building effective
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strategies of brand communication with the use of
social media, and at the same time would well
correspond with determinants resulting both from
dynamically changing environment and the nature
of the very consumers. In relation to the aim of the
paper formulated in this way, the author proposes
the "genetic code" for building such communication
strategies. It is encrypted in SMART acronym. In
the author's opinion, deliberations presented in the
paper can help to build the model, the essence of
which would be inclusion of social media in the
process of creation of experiences and desirable
emotions related to them. They can also constitute
the introduction to research of both quantitative
and qualitative character in the discussed subject
area. The paper is prepared on the basis of the
review of Polish and foreign literature on the
subject, observations of economic practices and
selected results of author's own research.

Experiential marketing — the essence
of the concept and the proposal
of a new set of instruments

Nowadays we are observing significant changes
in the sphere of marketing and its evolution. The
process of evolution of marketing comprises both
the sphere of marketing concept and its
organisational dimension or implementation
(Kozielski, 2016, p. 101). Dynamic changes in
economic, social or technological environment are
driving forces for this process. The changes in
economic environment are reflected in growing
interest of marketing theoreticians and
practitioners in economic models based on
gratuitous sharing, exchanging and paid rental of
products (sharing economy) or collaborative
consumption. On the other hand, changes in social
environment result among others in descriptions of
concurrently functioning four generations of
consumers (Baby Boomers, generations X and Y —
the so-called millennials or generation Z), which is
increasingly more observable in literature on the
subject. At the same time it is often emphasised
that each of these generations is interested in
different values. However, it seems that changes in
the sphere of technological environment have the
greatest impact on the process of evolution of
marketing. This is proved by many premises. They
include, among others, the results of research that
show that three quarters of American marketers
agree with the statement that marketing has
changed in the recent two years more than in the
previous 50 years (Kall, 2015, p. 9), or the
proposition of change in the spelling of marketing
into markeTIng that aims to emphasise the

significance of information technologies (TI)
(Mazurek, 2012, p. 112). It is even said that under
the influence of new technologies and IT solutions,
marketing is evolving towards MarTech —
technologized marketing (Gregor & Kaczorowska-
Spychalska, 2018, p. 15). Ph. Kotler et al. (2017,
p. 31 and next) indicate that new technologies
brought the change in demographic profile of the
most influential consumers on market while
claiming that it is the so-called YWN segment
(youth, women, netizens). At the same time they
emphasise that in the era of digital technologies the
access to community, bonds and interhuman
contacts are more important than financial
resources, which is more typical of the YWN
segment.

While dynamically changing the environment,
the driving forces presented above push the
contemporary organisations to seek increasingly
more creative and efficient methods of gaining and
retaining customers. The emergence of various
types of marketing concepts or ideas is the result of
the phenomenon. The concept of experiential
marketing is one of these concepts. It has
a growing group of supporters both among the
scientists and practitioners of economic life. Ph.
Kotler (2004, pp. 89-90) defines it as designing
experiences around products/services and
approaches it as the complementation of the
traditional offer with strong emotions and
entertainment that are worth remembering. Some
authors believe that it is not only a trend, but
a new emerging paradigm of the marketing of the
21st century (Boguszewicz-Kreft, 2010, pp.
130-140). V. Ramaswamy (2011, pp. 195-196)
claims that customer experience, and specifically
the experience of value co-creation should be the
basis for explanation of the marketing logic. At the
same time he formulates the premises for such an
approach to marketing, while emphasising among
others, that experience comes from interaction,
and that the value is the function of co-creation
experience for individual market participants as
well as of human emotions related to these
experiences that are important for them. G. Rosa
et al. (2016, p. 36) also perceive experiential
marketing as the most innovative approach to the
marketing of co-creation of value with consumer,
whereas L. Malar et al. (2011, pp. 35-52) indicate
experiences with brands as the key integral
construct of the brand capital.

The concept of experiential marketing is based
on the assumption that creating and providing
customers with positive, unique, memorable
experiences, additional emotions and feelings that
should involve and bind them emotionally are the
distinguishing features on the market that enable
enterprises to build competitive advantage
(Dziewanowska & Kacprzak 2013, p. 89;
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Boguszewicz-Kreft, 2013, p. 53). Thereby,
experiential marketing significantly goes beyond
the traditional formula of classical 4P tools that
constitutes the canon of previous marketing
knowledge and forces contemporary enterprises to
review and modify their strategies and marketing
actions through reconfiguring the set of marketing
tools towards creation of the ability to generate
unique emotions that the customer experiences on
sensory, affective, cognitive, behavioural and
relational levell.

Therefore the "new 4P", representing portals,
paths, pulses, people can be proposed (Gruda &
Jakub6éw, 2016). A new set of marketing
instruments emphasises both the significance of
changes in technological environment of
contemporary companies and the phenomenon
related to the shift of considerable part of
marketing activity, including activity associated
with building customer experiences, to the virtual
world associated with these changes. The "new" set
of tools in combination with understanding the
customer and determining the method of
interaction with them can offer greater chance to
attain a competitive advantage and become a new
research perspective in marketing. Certainly it is a
proposition corresponding to new challenges facing
marketing and worth intellectual reflection.
Characteristic features of the "new" set of
marketing instruments is presented in Table 1.

‘ Experience Marketing — research, ideas, opinions (2) t. XXVI, nr 10/2019 DOI 10.33226/1231-7853.2019.10.3

Summing up we should agree with the statement
formulated by I. Skowronek (2012, p. 10), that no
market entity can avoid the emergence of
experiences of their customers, but each can
consciously shape the experiences and build
relationships based in a greater degree on
emotional value. At the same time, the proposed
new set of marketing instruments focuses attention
on two important aspects:

e firstly, marketing can be viewed not only from
the perspective of the classical set of 4P or even
4C tools (customer solution, customer cost,
convenience, communication), but also from the
perspective of other instruments, so that
efficient strategies and marketing programs
could be built on their basis;

e secondly, from the marketing point of view,
abundance of means of communication in social
media actually offers vast possibilities of their
application in marketing communication and
building customer experiences; however, it
should be remembered that while using this
multitude of means in the process of creation of
efficient strategies and marketing programs, the
models of behaviour cannot be transferred
uncritically from the so-called traditional
market, and thus the use of new set of
instruments is necessary.

Table 1. Characteristic features of the "new" set of marketing tools

Description

All contact points of the company (brand) with customer, both virtual, e.g. social media and physical. It is
the key instrument of experiential marketing because each contact with the company (brand) is the
carrier of experience for customer. Identification of all points of contact is necessary to determine their

The so-called customer paths and application of the concept of "consumer journey map", i.e. description of
how they move between points of contact with company (brand). Their recognition is necessary because
the knowledge about how the consumer moves, why he changes the points of contact as the carriers of

All operational functions (systems of motivation, organisation, support for marketing processes and
processes of management of IT solutions, etc.) that on the basis of the above analyses allow to gain
knowledge about "the methods of customers' thinking and acting" better than before (Zaltman, 2008,
p. 37), and they ensure proper relationships with customer on each stage of cooperation and involvement

Workers, because it is assumed that in the process of continuous changes, especially resulting from
implementation of new technological solutions, organisational culture that supports open, creative people
enthusiastically approaching all innovative changes is needed. At the same time, the occurrence of this
"instrument" in the new set of 4P should emphasise that in the world dominated by new technologies,

Name of the instrument
Portals
impact on building customer experience
Paths
experience enable appropriate actions in the sphere of marketing
Pulses
People
human factor still remains crucial

Sour ce: author's own case study based on (Gruda & Jakubéw, 2016).
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Social media as a carrier
of experiences of contemporary
consumers

Experiential marketing is the concept
comprising provision of experiences to consumers
in each point of contact with brand (company).
Nowadays it is observed that increasingly greater
part of marketing activities in which consumer has
contact with brand is transferred to virtual space,
including social media. Thereby, they are becoming
vital carriers of customer experience in a similar or
often greater dimension than are products/services
with their attributes, sales methods, traditional
customer service or communication in traditional
media. It seems that one can easily formulate the
thesis that for many contemporary consumers
social media are becoming a natural channel of
communication with brand, a point of contact, and
thus the source of their experiences. In the
literature on the subject there are many definitions
of social media. The definition proposed by
M. Kaplan and M. Haenlein (2010, pp. 59-68)2 is
one of the most widely accepted by both the
researchers and practitioners. It describes social
media as a set of applications based on
technological and ideological Web 2.0 basis that
enables creation and exchange of the content
created by the users. At the same time it should be
said that combining technological aspect and
interactivity that result in creation of new content
is what is common for most definitions.

Growing interest in social media in terms of
creation of customer experiences results from their
growing popularity and continuous expansion of
their possibilities in affecting companies and
customers. This is proved by the results of research
conducted by Cumulus Media company among
others. It shows that within almost only 60 seconds
174 000 internet users were scrolling Instagram,
481 000 twits occurred, 4 300 000 films were seen on
YouTube, 2 400 000 snaps were sent, and 973 000
users logged in the Facebook (IAB, 2019). At the
same time, in 2018 social networks had 3.484
billion users in the world (462.5 million people in
Europe), who spent on average over 2 hours using
social media during the day, and there were almost
9 accounts in social media per one Internet user
(data based on Hootsuite & We Are Social, 2019).
What does it mean for brands? Firstly, this data
illustrates the potential of social media and show
that they have impact on almost each aspect of
personal life of contemporary consumers and
market activity of companies. A thesis can be
formulated with great probability that while
seeking contact with brand, increasingly larger
number of customers will choose social media
regardless of the time of the day and the place of

residence. Additionally, according to Ph. Kotler and

K.L. Keller (2013, p. 586), thanks to the speed and

topicality of message, social media stimulate

innovativeness of companies and give them
complete knowledge about consumer needs and
desires. This allows to support other
communication activities of the company and
develop consumer engagement and activity. These
and other arguments somehow "demand' from
brands to include activities in the sphere of social
media in a broad eco-system of their contemporary
communication and building customer experiences.

Furthermore, it is worth emphasising that
application of social media by companies/brands
can be referred to all three management levels

(Mazurek, 2016, pp. 24-25):

e operational (e.g. current promotion of brand,
ongoing customer service, keeping and
maintaining dialogue between enterprise and
customers or users);

e tactical (e.g. generating conversion and thus
transformation of the user — the Internet user
into customer who, on the basis of the content,
he had contact with in social media, will be
encouraged to perform a specific transaction);

e strategic (the use of social media to change the
way of functioning of organisation and
encourage innovative look at market
relationships between enterprise and customer,
e.g. crowdsourcing and crowdfunding activities).
Despite many benefits of inclusion of social

media in marketing communication of brands and

using them as a carrier of experiences of
contemporary consumers, some limitations and
related challenges are arising. Firstly it refers to
restraining control over communication activities
and the process of building positive experiences. At
the same time "consumer nature of man" who as
a customer is increasingly more demanding, active
and realises the power of their opinions is also
changing. Furthermore, consumers want to
communicate with brand through their favourite
social networking platform. Anyway, it often
happens that negative experiences associated with
for example traditional model of customer service
stimulate people to seek the answer in social
networks or to describe their experiences in social
networks, while writing how a given brand
(company) "treated" them during contact (more on
the subject: Sadowski, 2013, p. 153 and next). Then
communication often changes its character from
the dialogue between the brand and "dissatisfied
customer" into the so-called "multilog’, i.e. actually
multilateral communication conducted
simultaneously between brand and its consumers
and between the very consumers3. This situation
causes that efficiency and effectiveness of brand
actions in social media result not only from the
activity of a given brand but is determined by many
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variables independent of the very brand that lie
within the activity and attitudes of the users —
consumers (Mazurek, 2016, p. 26).

The potential of social media, benefits and
limitations related to their use in marketing
presented above makes brands attach increasingly
greater importance to social media as a point of
contact between customer and brand, and at the
same time the carrier of positive experiences. Only
well designed marketing communication that offers
appropriately formulated content can be the source
of such positive experiences. It provides customers
with information they seek; it can engage them and
build relationships based on trust.

Communication with the use of social media
designed in this way, while becoming the source of
positive experiences of consumers, can significantly
contribute to building brand capital at the same
time. This is indicated among others, by
Christodoulides et al. (2006, pp. 799-825). In their
view, constituent constructs comprise for example
consumer experience on the Internet measured by
the simplicity of navigation and reaching desirable
information online, brand procreativity in virtual
space measured by evaluation of the level of
engagement in the dialogue with consumer and
evaluation of the level of taking into account their
opinions, emotional relationship, measured by the
sense of consumer belonging to the group of brand
users , as well as care and understanding from
brand, and also trust measured by the level of
ensuring privacy of the content and transaction,
among others.

Summing up the deliberations, it should be
emphasised that social media as a new interactive
communication channel open new possibilities for
brands, in the sphere of shaping customer
experiences. They become for them both an
opportunity, while opening many possibilities
unknown before, but also a significant challenge
because of their features. They demand recognition
and understanding of dynamically changing
environment and great ability to adapt to new
reality.

Genetic code of contemporary
communication of brand/company
with the use of social media versus
the concept of experiential marketing

Social media significantly change the way and
character of  contemporary marketing
communication. Firstly, it is no longer only
a unilateral process of sending information from
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brand towards the present and potential buyers,
but it can be interpreted as "constructive dialogue"
continuously conducted with the wuse of
achievements of modern technologies. This
dialogue also, or maybe mainly, consists in
collecting information "coming from the market". It
can be stated that through social media modern
brands have become some kind of aggregator
(Weber, 2011, p. 22) that gathers new ideas,
research and opinions around itself, an active
participant and creator of online communities,
moderator of consumer discussion about brand and
thanks to this, a source of newer and newer
experiences for users.

In this situation, contemporary marketing
communication with the use of social media is
gaining the features of increasingly greater activity
and creativity as an instrument of market
activities. This significantly increases its
importance in marketing strategies of brands. At
the same time, determination of grounds for
building efficient strategy of marketing
communication with the use of social media is still
a new experience for many brands. This situation
requires seeking such approaches and models that
would support building of such a strategy and at
the same time would correspond well with
determinants resulting from dynamically changing
environment. SMART formula presented in Table 2
can be the response to such a search for an answer.
The author defines it as a "genetic code" of brand
communication with the use of social media. When
the notion of "genetic code" is used in sciences of
management, we usually focus on several most
important encrypted features of the discussed
phenomenon. Thus it can be said that "genetic code"
of modern brand communication with the use of
social media is a specific type of "code" for such
dedicated strategy, presenting its fundament based
on five pillars, i.e. synergy achieved by coherence of
the strategy of brand presence in social media with
the strategy created in offline space,
methodicalness, content attractiveness, reactivity
and transposition (compare Table 2).

Research methodology
and discussion

Data necessary to evaluate consumers' opinions
on individual elements of the genetic code of
contemporary brand communication with the use
of social media was obtained through the survey
with the use of the direct interview technique. The
study was conducted from December 2018 until
January 2019 by the students of the University of
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Table 2. SMART formula as the "genetic code" of the present brand communication with the use of social media

Elements of the "genetic code"
of communication

Description

S Synergy

Synergy effect can be achieved through coherence of the strategy of brand presence in social
media and the strategy created in offline space

M  Methodicalness

Regularity in publishing content — consistently and in compliance with specified principles

A Attractiveness of the content

Attractive and engaging content, building the brand image consistently with the rule stating that
"on social media you are what you publish"

R Reactivity

Availability, ensuring that the consumers will immediately obtain the answer to the questions,
findings or suggestions related to brand

T  Transposition
social media

Ability to generate, recognise and implement ideas coming from consumers and transmitted via

Sour ce: author's own case study.

Economics in Katowice within the "Marketing
research" course. Due to growing significance of the
commercial potential of social media as the channel
of marketing communication and interaction with
customers, the main purpose of the study was to
identify the way in which the use of social media in
brand marketing communication is perceived by
contemporary consumers. The research tool applied
in the study was a review questionnaire that was
composed of 16 questions in the main part and
three questions about respondents' particulars (sex,
age, education). The main part of the questionnaire
included general and relevant part. The purpose of
the general part was to identify the respondents'
profile in terms of the use of social media, also
including the determination of the rate of
respondents who declared the fact of non-using
social media and recognition of the reasons for the
lack of activity in social media. The relevant part
was aimed only at the respondents who declared in
the research that they used social media. It
included questions referring to their interactions
and experiences with brands that apply social
media in the process of marketing communication
with them.

The research questionnaire was addressed at
people born in four different periods that were
determined at the beginning of the research (they
were respondents born after 2000 as representing
the so-called generation Z, born in 1980-1999, the
so-called generation Y, born in 1965-1979, the so-
-called generation X and born in 1946-1964, the so-
-called Baby boomer generation). Non-probability
sample selection was applied. At the same time,
considering the results of COBS research (Felisiak,
2018) according to which mainly age determines
online presence and presence in social networks, as

well as the style of using the Internet (presence in
social media is definitely more often than on
average declared by Internet users who are less
than 35 years old, whereas explicitly less frequently
by people aged 55 and more) it was stated that the
most represented group in the sample should
include respondents who are representatives of
generation Z and generation Y. The Internet and
social media are in a way for them a natural space
of learning, searching for and collecting
information, a natural method of communication
and building experiences in the sphere of broadly
perceived social interactions, including interactions
with brands (Tapscott, 2010, p. 50). There were 709
respondents in the study, including 400 women
(56.4%) and 309 men (43.6%). According to adopted
assumptions people representing the so-called
generation Z and generation Y were prevailing in
the sample (in total 63.9%). The respondents born
in 1965-1979 — the so-called generation X
represented 21.0%, and those born in 1946-1964,
the so-called baby boomers represented 15.1%. Due
to the fact that 16.2% respondents declared that
they did not use social media (they were people
born mainly in 1946-1964 and in 1965-1979), the
questions from the relevant part of the
questionnaire (the sample of 585 respondents in
total), were actually aimed at people representing
generation Y and Z.

The author realises that the method of sample
selection does not entitle to perceive the studied
sample as representative, and restraints the
possibility to formulate statistical conclusions and
generalise results for the entire population.
However, it seems that the research results can
constitute an important source of information in
the sphere of discussed subject area and
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furthermore they allow for analyses in both holistic
approach and in comparative approach to specific
generations.

Table 3 shows results of research on significance
of specific elements of the genetic code of
contemporary brand communication with the use
of social media in consumers' opinions who
previously declared that they used social media and
actively observed brands in them. The respondents
were asked to order provided five vital, identified
determinants of brand activity (component parts of
"genetic code") to build its desirable image in social
media from 1 to 5 in such a way that the
determinant that according to the respondent was
the most significant was ranked as 1 and the
determinant that is the least important was ranked
as 5. In the next stage of the research procedures
the places indicated by respondents were attributed
the scale according to the following rule: rank no 1
— 5 points, rank no 2 — 4 points, and so on... rank
no 5 — 1 point. The last stage was adding the points
obtained by specific component parts and
development of ordinal scale of preferences based
on obtained results.

Research results presented in table 3 allowed to
create the following series of preferences:
Attractiveness of the content — Synergy —
Reactivity — Methodicalness — Transposition. In
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can be applied by brands. They are content of the

following character (http:/www.smartinsights.com/

content-management/content-marketing-strategy/the

-content-marketingmatrix-new-infographic,

accessed 1.07.2019):

e Entertaining, referring to emotions. Their task
is to build the brand awareness among
consumers. They include knowledge quizzes on
lifestyle types, contests, games, films with the
brand mark, among others.

e Inspirational, referring to emotions. They aim at
affecting the sale of products/services. They
comprise widgets, content supported by the
image of famous people (celebrities), opinions of
other people expressed in forums, discussion
groups, opinions under products and also
rankings that compare products with others.

e Educational, referring to rational premises.
Their task is to build the brand awareness. They
include papers, e-books, infographics, press
releases, all types of reports, including reports
on trends, videos with manuals.

e Convincing, referring to the reasons of rational
consumers. Their task is to influence buying
decisions. They include demo materials in the
form of videos, checklists, webinars (seminars
conducted on the Internet), examples of good
business practices, calculators, spreadsheets.

Table 3. Final results of research on significance of component elements of "genetic code"
of contemporary brand communication with the use of social media based on respondents' opinion

Category of brand/company Number of indications Number
actions Rank 1 Rank 2 Rank 3 Rank 4 Rank5 | of points
Synergy 142 103 125 116 99 1828
Methodicalness 114 102 137 110 122 1731
Attractiveness of the content 133 141 122 110 79 1894
Reactivity 119 138 107 125 96 1814
Transposition 7 101 94 124 189 1508

Source: author's own case study.

the author's opinion it can facilitate preparation
and implementation of an effective program of
social media application in brand communication.
It shows that attractiveness of the content is
the key element of "genetic code" of contemporary
brand communication with the use of social media.
A very interesting "mathematical" definition of
content attractiveness proposed by the head of
NewsCred strategy should be mentioned here. It
says that it is a common part of content "produced"
by brands and the content that consumers need. At
the same time to prepare attractive content, brand
can apply the so-called Content Marketing Matrix.
The matrix illustrates four types of content that

Synergy obtained through implementation of
the strategy of coherence of the brand presence in
social media with the strategy created in offline
space is the next important component in
respondents' opinion. This component can be
considered the key to efficient and effective brand
communication and building customer experiences,
especially in the period of systematically growing
number of available communication channels that
consumers use, and in which they can contact
brands and build their own experiences. The skill of
implementation of coherence in the strategy of
brand presence in social media with the strategy
created in offline space proves the ability of the
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brand to approach the issue in a broad holistic way.
Providing the consumers with coherent brand
message in their natural environment should be the
task of each brand. The matrix of media application
that should perform a key and/or complementary
role on specific stages of "consumer journey" from
the stage of building brand awareness, engagement,
active consideration, purchase, consumption,
building relationships and promotion proposed by
A. Young (2010, p. 157) could be a useful tool for
implementation of this component in the strategy
of communication.

Reactivity was in the next place in the series of
preferences. This element indicates the fact that
social media represent the space of immediate
reaction — consumers in incredibly short time can
produce posts that are a reaction, an effect of an
experience with brand and in the same way they
expect an immediate reaction from brand. Reaction
time can therefore be considered one of important
determinants of communication success in social
media. Sotrender's research of 2017 shows that
operators of mobile networks as well as such brands
as Player.pl, Idea Bank and ipla can "boast" of
reactions on the level 98-100% questions on
Facebook. It was also found that the fastest
reaction was 174 seconds and belonged to Plus, the
first 25 brands/companies from TOP 100 reacted in
a shorter time than one hour, whereas the brands
that posted comments the fastest included Media
Expert (2 minutes 23 seconds), Plus (2.59 minute)
and T-Mobile (3.38 minute). At the same time the
research shows that 42% consumers expect
a response within 30 minutes and 42% within an
hour (results of research based on presentation of
J. Zajac during Akademia Marketingu [Marketing
Academy], Krakow 8-9.11.2017).

Methodicalness is the next component of
contemporary brand communication with the use of
social media in the "ranking". In fact, each brand is
aware that they cannot fully control the process of
marketing communication and build only positive
experiences among their consumers in social media,
but they can actively participate in exchange of
opinions and develop discussion with a thread
introduced by them, etc. This represents the
necessity to prepare a well-developed plan of the
brand presence and communication, comprising the
rules of social media monitoring, to publish content
that is interesting for users, to engage the users in
further promotion of specific messages, to measure
the effectiveness of actions, consistency, etc. among
others. Such "methodical" behaviour allows the
brand to build an expert position in a specific time,
and this in turn increases consumer trust in brand.
Methodicalness also represents the necessity to care
about the language of communication adjusted to the
target group, development of visual form of posts
and the rules of using hashtags, etc. among others.

Transposition, i.e. the brand ability to generate,
recognise and implement the ideas coming from
consumers and communicated via social media was
attributed the least significance on the scale of
preferences. The lowest position of transposition as a
component of "genetic code" of contemporary brand
communication with the use of social media in
respondents' opinions can prove that consumers are
not likely to choose this type of experiences. This is
because they demand from them an activity that is
greater than average. Maybe it would be a good idea to
identify what would encourage consumers to engage
more in co-creation of brand marketing offer and
greater activity. Certainly, the reasons for consumers'
involvement in co-creation of brand offer will be
diversified in such research (for example money
bonus, chance for employment, valuable reward,
participation in a play, own satisfaction and the wish
to present their skills and creativity among others),
nevertheless, it will allow the brands to design the
processes in companies so that they will be able to
benefit from knowledge and experiences of consumers
and engage them in market operations of brand. This
is a challenge to many brands, nevertheless we can
provide many examples of brands, for example Lego
Dell, Procter & Gamble, Sony, Starbucks and
Unilever (Gouillart & Ramaswamy, 2011), that
implement effective efforts to engage customers more
while offering them the possibilities of building
experiences in the process of co-creation of a given
brand value and real impact on what the brand will
offer and how it will change. It should be emphasised
that the significance of this component will be
growing because it can generate many new
experiences for customers, not only comprising
submission of ideas of a new product or modifications
of existing products, but also creation of new kinds of
creative content concerning brand, spending time
with brand in an active way, activity in the role of
"brand spokesman" or participation in development of
brand promotional and pricing strategies, etc.

Conclusions

Social media significantly expand the scope of
possibilities for brand operational activity and impact
on customers. Thus brand communication and
building customer experiences will be regularly
transferred to social media that overcome traditional
forms of communication with their promptness.
Furthermore, they are becoming the source of many
positive experiences. This allows brands to build
competitive advantage not only on the basis of
functional features of products/services, but firstly on
the basis of creation and provision of positive, unique
memorable experiences and emotions to consumers,
which can engage and emotionally attach customers
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to brands. Additionally, while being an interactive

space for consumers, social media fulfil two key roles

(http://www.portalspozywczy.pl/handel/

wiadomosci/ekspert-w-strategiach-komunikacji-sieci-

handlowych-social-media-pelnia-dwie-wazne-

role,153044.html, accessed 1.07.2019):

e Firstly, they allow brands to communicate own,
practical content in each place where consumers
are found (YouTube, FB, Instagram, etc.), while
becoming in a way their "everyday companion".
Additionally, this communication can be
complemented with influencers whose task is to
authenticate the practical content of
communication.

e Secondly, they allow brands to communicate

‘ Experience Marketing — research, ideas, opinions (2) t. XXVI, nr 10/2019 DOI 10.33226/1231-7853.2019.10.3

enhancing buying awareness of consumers and
their ability to evaluate the price attractiveness
properly. Satisfaction that is a result of acting
like the "bargain hunter" is related for many of
them not only to utilitarian but also emotional
benefits that are then often shared with
friends.

In such situation the importance of social media
in brand communication strategies is significantly
growing. Although social media generate challenges
to brands, they clearly increase communication
abilities of companies and they become an important
source of customer experiences. The author believes
that deliberations presented in the paper will
contribute to further research on discussed area of

offers, promotions and discounts while  both quantitative and qualitative character.

Endnotes

1 Indicated five areas of experiences represent the typology of experiences broadly applied in the literature on the subject that refers to Schmitt's modular
approach (more on the subject: Kacprzak, 2017, p. 42 and next).

2 General approval in the literature on the subject for the proposed definition of social media is proved at least by the number of citations of the paper
that include the definition (p. 61) — according to Google Scholar on 1.07.2019, there were 15 607 of them.

3 Here the issue of oceurrence of the so called Streisand effect should be indicated. It is the phenomenon of censoring and deleting some posts with claims,
uncomfortable questions or negative opinions by brands. The research shows that such actions of brands bring the opposite effect and the content is
disseminated among a wide group of people for example through the use of the so-called mirrors or through peer-to-peer networks (http:/www.i-
stownik.pl, accessed 1.07.2019).
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Z wielkim smutkiem i zalem przyjeliSmy infor-
macje, ze 19 wrzeénia 2019 r. w wieku 72 lat od-
szedl na wieczny spoczynek powszechnie ceniony
i szanowany wybitny uczony oraz nauczyciel aka-
demicki profesor Leszek Zabinski. )

Prof. zw. dr hab. Leszek Tadeusz Jerzy Zabin-
ski urodzil sie 18.08.1947 r. we Wroctawiu i za-
wsze byl silnie zwigzany z tym miastem. Studia
ekonomiczne ukonczyt w 1969 r. w Wyzszej Szko-
le Ekonomicznej we Wroctawiu, na Wydziale Eko-
nomiki Przedsiebiorstw. Na tej uczelni, prze-
ksztalconej wowczas w Akademie Ekonomiczng
im. Oskara Langego, w 1975 r. doktoryzowal sie
na Wydziale Gospodarki Narodowej. Macierzysta
uczelnia byla dla profesora Leszka Zabinskiego
miejscem pracy w latach 1969-1979. Stopien dok-
tora habilitowanego nauk ekonomicznych (w za-
kresie ekonomii) uzyskal on w 1981 r. na Wydzia-
le Ekonomiki Produkgji i Obrotu Akademii Ekono-
micznej w Poznaniu. )

W 1979 r. profesor Leszek Zabinski zwigzal sie
z Katowicami. W latach 1979-1985 pracowal w ka-
towickim oddziale Instytutu Rynku Wewnetrzne-
go 1 Konsumpcji, ktérego byl dyrektorem
(1987-1991). W latach 1992-1995 petnit tez funk-
cje kierownika Zakladu Ekonomiki Gérnictwa
i Regionu Gléwnego Instytutu Gornictwa w Kato-
wicach. W sierpniu 1979 r. rozpoczat prace w Aka-

Wspomnienie
0 Panu Profesorze
Leszku Zabinskim
(1947-2019)

demii Ekonomicznej im. Karola Adamieckiego
w Katowicach (obecnie Uniwersytet Ekonomicz-
ny), gdzie w latach 1984-1987 r. byl Prorektorem
ds. Dydaktyki. Kierowat na UE w Katowicach Za-
ktadem Ekonomiki Obrotu Towarowego i Ustug
(1984-1987), a wezeéniej byl wicedyrektorem tego
Instytutu (1981-1984). W 1989 r. otrzymat tytul
profesora nauk ekonomicznych. W 1991 objal na
tej uczelni kierownictwo Katedry Polityki Rynko-
wej i Zarzadzania Marketingowego, od 1995 roku
na stanowisku profesora zwyczajnego, i petnit je
aktywnie do 2016 r. W latach 2002-2008 petnit
funkcje Dziekana Wydziatu Zarzadzania, a w roku
2012 zostal wybrany na czteroletnia kadencje na
stanowisko Rektora Uniwersytetu Ekonomicznego
w Katowniach. )

Profesor Leszek Zabinski byt zwiazany z liczny-
mi krajowymi i zagranicznymi towarzystwami na-
ukowymi. Byl czlonkiem Towarzystwa Naukowe-
go Organizacji i Kierownictwa, International
Association for Research Economic Psychology
w Brukseli oraz The European Marketing Acade-
my (EMAC). W latach 1993-2005 byl prezesem
w katowickim Oddziale Polskiego Towarzystwa
Ekonomicznego, a w latach 2002-2006 czlonkiem
Zarzadu Krajowego i Prezydium PTE. Od 2006 r.
wchodzit w sktad Rady Naukowej Polskiego Towa-
rzystwa Ekonomicznego. Profesor Leszek Zabin-
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ski byt takze powolywany w sklad Komitetu Nauk
Organizacji i Zarzagdzania (1999-2003), a w latach
1996-1999 byt cztonkiem Rady Glownej Szkolnic-
twa Wyzszego oraz przewodniczgcym Komisji Eko-
nomicznej w tejze Radzie. W latach 2003-2006 byt
czlonkiem Panstwowej Komisji Akredytacyjnej
oraz Komitetu Nauk Ekonomicznych Polskiej
Akademii Nauk. Od roku 2012 byt cztonkiem Kon-
ferencji Rektoréw Akademickich Szkoét Polskich,
Konferencji Rektorow Uniwersytetéw Ekonomicz-
nych oraz Konferencji Regionalnej Rektoréw
Uczelni Slaskich, gdzie pelnit tez funkcje sekreta-
rza. Byt takze honorowym czlonkiem Business
Centre Club oraz honorowym prezesem Polskiego
Towarzystwa Ekonomicznego. Liczba organizacji,
w ktorych dziatal profesor Leszek Zabinski, wska-
zuje jednoznacznie na niezwykla aktywnos$¢ oraz
silng pozycje w §rodowisku, ktére docenialo jego
prace, wiedze, umiejetnoSci i zaangazowanie.

Profesor Leszek Zabinski wyraznie dostrzegal
znaczenie wspolpracy z praktyka i aktywie dziatat
w wielu krajowych i zagranicznych podmiotach
oraz organizacjach. Zasiadal w Sekcji Ekonomiki
Goérnictwa Komitetu Nauk Gorniczych PAN
(1993-2003). Byl czlonkiem Rady Strategii Spo-
teczno-Gospodarczej przy Radzie Ministrow RP
(2002-2005) oraz Rady Nadzorczej Polskich Hut
Stali S.A. (2002-2004). Za olbrzymia aktywno§¢
i zaslugi dla polskiej nauki byt wielokrotnie odzna-
czany wysokimi odznaczeniami pahstwowymi oraz
nagradzany licznymi nagrodami ministerialnymi
oraz uczelnianymi.

Profesor Leszek Zabinski byl ekspertem z za-
kresu polityki rynkowej, teorii rynku i zarzadza-
nia marketingowego. Wéréd obszaréw jego zainte-
resowan naukowych i badawczych nalezy wymie-
ni¢ teorie rynku i marketingu, marketing, zarza-
dzanie marketingowe, marketing strategiczny,
globalny i relacji, metodologie naukowych badan
biznesu i marketingu, polityki gospodarki tury-
stycznej, aspekty rynkowe i ekonomiczne transfor-
macji, w tym restrukturyzacji sektorowej i regio-
nalnej. .

Profesor Leszek Zabinski byt niezwykle praco-
witym i oddanym nauce badaczem, czego efektem
jest ponad 350, bardzo wartoSciowych i cenionych
w §rodowisku prac naukowych i naukowo-bada-
wezych, ktorych byl autorem. Zawsze podkreslat
potrzebe laczenia teorii z praktyka, stad wiele
z tych opracowan mialo charakter wdrozeniowy na
rzecz wspomnianej praktyki gospodarczej. Byly to
m.in. prace z zakresu zarzadzania i marketingu
strategicznego w hutnictwie, gérnictwie, przemy-
§le artykutéw konsumpeyjnych w handlu spozyw-
czym, w mediach.

Wsréd bardzo licznych publikacji naukowych
profesora Leszka Zabinskiego, bedacych efektem
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jego niebywalej pasji i zaangazowania w prace na-
ukowa i badawcza, mozna wymienié¢ m.in.: ,Za-
rzadzanie marketingowe. Podstawy teoretyczne.
Wezlowe specjalizacje badawcze” (red. nauk.)
z 2004 r., ,Marketing globalny i jego strategie”
(red. nauk.) z 2002 r., ,Modele strategii marke-
tingowych” (red. nauk.) z 2000 r. (wszystkie trzy
wydane przez Wydawnictwo Akademii Ekono-
micznej w Katowicach). Szczegdlne miejsce na li-
§cie publikacji zajmuje ksigzka ,Marketing pro-
duktéw systemowych” (red. nauk.) wydana
w 2012 r. przez Polskie Wydawnictwo Ekono-
miczne. Byla ona zwienczeniem kilku lat badan
profesora Leszka Zabinskiego i jego zespolu nad
rolg wspélczesnego marketingu w procesach two-
rzenia, komunikowania i dostarczania ofert sys-
temowych produktow materialnych oraz ustugo-
wych. Problematyka produktéw systemowych by-
ta dla profesora Leszka Zabinskiego bardzo waz-
na — byl tworca tej koncepcji i jej najlepszym am-
basadorem. Podejmowat ja wielokrotnie w swoich
artykutach naukowych oraz w trakcie wystapien
i dyskusji na licznych konferencjach §rodowisko-
wych, w tym na szczegblnie waznych dla tego gro-
na badaczy Zjazdach Katedr Marketingu, Handlu
i Konsumpcji. )

Profesor Leszek Zabinski zawsze bardzo mocno
podkres§lal znaczenie odpowiedniego upowszech-
niania, dyskutowania i publikacji efektéw prac ba-
dawczych. Byl inicjatorem i redaktorem naczel-
nym czasopisma Uniwersytetu Ekonomicznego
w Katowicach w jezyku angielskim ,Journal of
Economics and Management”. Byl tez czlonkiem
Rady Naukowej czasopisma ,Marketing i Rynek”,
tytulu bardzo waznego dla calego $érodowiska na-
ukowo-badawczego zajmujacego sie marketingiem,
rynkiem i zachowaniami konsumentéw. Byt czlon-
kiem Rad Programowych wielu konferencji i cze-
sto przewodniczyl sesjom plenarnym czy tema-
tycznym. W niezwykly sposéb potrafit stworzy¢ at-
mosfere sprzyjajaca dyskusji i wymianie opinii. Je-
go spokdj oraz zyczliwo$é byta pomocna szczegdl-
nie dla mlodszych pracownikéow nauki, ktérzy do-
piero uczyli sie nietatwej sztuki publicznych wy-
stapien i obrony swoich tez.

Profesor Leszek Zabinski byl tez bardzo cenio-
nym dydaktykiem, ktory prowadzil zajecia na
wszystkich poziomach studiéw — licencjackich,
magisterskich, podyplomowych oraz doktorskich.
Dzieki jego wykladom studenci i sluchacze mieli
okazje poznawa¢ nowe koncepcje marketingu, za-
rzadzania marketingowego, planowania marketin-
gowego i tworzenia strategii marketingowych. Ja-
ko nauczyciel akademicki pelnit opieke promotor-
ska na studiach Ii II stopnia. Wypromowal ponad
200 magistrow. Byl takze promotorem i recenzen-
tem wielu rozpraw doktorskich i habilitacyjnych.
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Wypromowal 15 obronionych rozpraw doktor-
skich, z ktorych 10 zostalo opublikowanych.

Jako Kierownik Katedry Polityki Rynkowej
1 Zarzadzania Marketingowego, ktorej byt inicjato-
rem i tworca, profesor Leszek Zabinski potrafil
dzieli¢ sie swojg wiedzg i bogatym do$wiadczeniem
naukowym. Przez wiele lat byl dla swoich pod-
opiecznych nauczycielem i mentorem, dzieki kto-
remu mogli poznawac najlepsze wzorce badawcze
i zglebiac¢ tajniki pracy akademickiej. Profesor Le-
szek Zabinski umial wyksztalci¢ szczegolng relacje
mistrz—uczen, ktéra byla dla jego wychowankéw
niezwykla okazjg do obcowania ze wszechstron-
nym badaczem i naukowcem z krwi i kosci. Relacje
opartg na szacunku z obu stron, co motywowalo
nas do wysiltku i podejmowania nowych wyzwan.
Zawdzieczamy profesorowi Leszkowi Zabinskiemu
umiejetnos$é odpowiedzialnego podejécia do zadan,
systematyczno$¢ i zaciecie badawcze. To byla bez-
cenna lekcja, ktéra pozwolila nam sie rozwijac,
uksztaltowala nas i pomogla nam dojrzec. Nie do
przecenienia jest warsztat, ktory zyskaliSmy dzie-
ki tej relacji, podobnie jak wszyscy, ktorzy mieli
okazje wspolpracowac z profesorem Leszkiem Za-
binskim. Te zasoby wiedzy i umiejetnosci zdobyte
pod jego okiem procentujg i nadal bedg procento-
waé w zyciu zawodowym i w kontaktach miedzy-
ludzkich.

Zachowamy we wdziecznej pamieci organizowa-
ne przez profesora Leszka Zabinskiego zebrania
Katedry, podczas ktorych oprocz kwestii nauko-
wych i zawodowych mozna bylo tez poruszy¢ spra-
wy bardziej przyziemne i spotka¢ sie z zyczliwym
przyjeciem i sympatycznym slowem. Wiele oséb
wspolpracujacych z profesorem dobrze pamieta, ze
zawsze znajdowal czas na rozmowe, gdy byta taka

potrzeba, na znalezienie rozwigzania w trudnych
niekiedy sytuacjach, na wsparcie merytoryczne,
gdy konieczna byla konsultacja. Tym cenniejsze sg
teraz notatki i komentarze pisane przez profesora
jego wyjatkowym, bardzo charakterystycznym pi-
smem.

Oprécz zamilowania do nauk ekonomicznych
i nauk o zarzgdzaniu profesor Leszek Zabinski
mial tez inne pasje, do ktérych nalezaly zwlaszcza
historia i nauka spoteczna Kosciota katolickiego
i chrzeécijanstwa. Interesowala go tez muzyka kla-
syczna oraz literatura polska i europejska. Byt
erudyta o niespotykanej wrazliwoéci i otwartoSci
na drugiego czlowieka, ktory nigdy nie stronit od
dialogu. Potrafil widzie¢ wiele roznych spraw bar-
dzo szeroko i wielostronnie. Byl humanista w naj-
szerszym znaczeniu, ktérego postawa intelektual-
na i moralna moze i powinna by¢ wzorem do na$la-
dowania.

Odszed! autor licznych prac naukowych, wybit-
ny uczony i nauczyciel akademicki, ale takze,
a moze przede wszystkim, madry, dobry i zyczliwy
czlowiek, ktory cieszy! sie powszechnym autoryte-
tem i szacunkiem. Zegnamy profesora Leszka Za-
binskiego, ktory byt bardzo zaangazowany w spra-
wy §rodowiska akademickiego i mial szczegdlng
umiejetnosé jego integrowania. Bedzie nam go bra-
kowaé, choc zostaje pamieé¢ o nim, ktéra bedzie in-
spirowa¢ do rozwoju i podejmowania dziatan god-
nie kontynuujacych rozpoczete przez niego dzieta.

Dr hab. Matgorzata Kiezel

Uniwersytet Ekonomiczny w Katowicach,
Katedra Zarzgdzania Marketingowego i Turystyki
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