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the customer’s point of view rather than from the perspective of its internal functions. A map 

stage, the customer’s goals and frictions, and the channels involved (Rosenbaum et al., 2017). 



owned touchpoints, which reflect the customer’s own action

outside the firm’s reach; and social or external touchpoints, including peer reviews and word 



understanding the journey, rather than merely managing the firm’s own channels, is the real 

the firm’s control but strongly affect outcomes (Anderl et al., 2016). Conversion depends on 

informal and intuitive, relying on the owner’s or staff’s direct familiarity with customers rather 



Personalization refers to the adaptation of a firm’s offering, communication or experience to 

customer’s position in the journey rather than to a fixed profile, which sharpens the contrast 



ance, transparency and the customer’s sense 





their customers’ preferences, histories and circumstances. This relationa





to compensate for the firm’s limitations: to extract more value from limited data, to direct 
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customer’s progress or, by adding steps and heightening privacy concerns, make the journey 







to encourage particular actions without removing the customer’s freedom to choose (Thaler 



ich apply learning across many firms’ data and so 



borrow strength from many firms’ data are often more workable for an SME than models built 

e firm’s objectives and 



accurate as a forecast may still be wrong as an action if it ignores context or the customer’s 

the human oversight that has traditionally protected smaller firms’ close 

most valuable given the customer’s predicted state and the firm’s ob

adapted to the individual customer’s current context rather than to a 
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ing them from the customer’s experience (Huang 

and using that knowledge can violate the customer’s expectations 

Broader work on privacy and behaviour adds that customers’ privacy preferences are unstable 





firm’s scale, and on governance t







–

–

–

–

–

–

–

–

–
–

–

–

–

–



–

–

–

–

Drydakis, N. (2022). Artificial intelligence and reduced SMEs’ business risks. A dynamic capabilities 
–

–

–

–

–

–

—

–

–

–



Homburg, C., Jozić, D., & Kuehnl, C. (2017). Customer experience management: Toward 

–

–

–

–

–

–

–

–

–

–

–

–

–



–

–

–

–

–

–

–


