
CFR EARLY INSIGHT #40
AI AND CUSTOMER EXPERIENCE MANAGEMENT

Center for Retailing (CFR) at the Stockholm School of Economics has a mission to provide 
high-level academic education and to conduct world-class research on retailing in close 
collaboration with the Swedish retail industry. CFR Early Insight is a breakfast seminar series 
through which CFR faculty members share insights from ongoing research projects. The series 

provides a platform for employees at our partner companies to meet and discuss current 
challenges in retailing.
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WE WILL START IN A FEW MINUTES



THE IMPORTANCE OF CUSTOMER EXPERIENCE (CX)

Does your firm consider CX as a strategic priority?
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SOME STATS ABOUT THE VALUE OF CX 

Companies with a customer experience mindset drive revenue 4-8% higher than the 

rest of their industries.

Customers are likely to spend 140% more after a positive experience than customers 

who report negative experiences.

Customers tell an average of nine people about a positive experience with a 

brand, but they tell 16 people about a negative experience.

Companies with initiatives to improve their customer experience see employee 
engagement increase by 20% on average.

…

(Forbes, 2021)

http://www2.bain.com/infographics/five-disciplines/
http://www2.bain.com/infographics/five-disciplines/
http://www2.bain.com/infographics/five-disciplines/
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/process-and-operations/us-cons-the-true-value-of-customer-experiences.pdf
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/process-and-operations/us-cons-the-true-value-of-customer-experiences.pdf
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/Customer%20Experience/CX%20Compendium%202017/Customer-experience-compendium-July-2017.ashx


WHAT IS CUSTOMER EXPERIENCE, 
AND WHAT DOES IT INVOLVE?



CUS TOME R EXP ER IE NCE  I S A  COM P LE X CONCEP T   

5(Gahler, Klein, and Paul, 2023)



CUS TOME R EXP ER IE NCE  I S A  COM P LE X CONCEP T  
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(Hamilton, Ferraro, Haws, Mukhopadhyay, 2021)



ONE  S IZE  DO ES  NOT FI T  ALL …
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Smooth Customer 
Experience

What it is: A 
predictable, 

consistent, and easy 
journey.

Best for: Instrumental 

services (banking, 
insurance, utilities) 
where customers 
want efficiency and 
convenience.

Sticky Customer 
Experience 

What it is: An 
unpredictable, varied, 

and exciting journey.

Best for: Recreational 
services (gaming, 
fitness communities, 

dating apps, 
streaming) where 
customers seek 
enjoyment and 
stimulation.

(Siebert et al. 2020)



KEY FE ATURE S OF CX 
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CX

Various Actors

DynamicMultidmensional



HOW CX HAS BEEN 
CAPTURED SO FAR?
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Survey 

(Gahler, Klein, and Paul, 2023)

Multidimensional 

Dynamic  

Actors   



AI?



TYPE S OF  ART I FIC IAL  INTEL LIGE NCE   
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BACKG ROUND 
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SO, RICH CUSTOMER 
EXPERIENCES ARE ALREADY 

SHARED BY CUSTOMERS 
THROUGH TEXT, IMAGE, AND 

VIDEO….

Machine Learning Deep  Learning Large Language Model



M ACH INE  L EARNING  
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Ordenes et al. (2014). Analyzing customer experience feedback using 
text mining: A linguistics-based approach. Journal of Service 
Research, 17(3), 278-295.

From a UK airport car-park & transfer service 

(B2C).
Data = 1092 open-ended comments from surveys.

Example question: “What is the most important 

factor we can improve?”

Manually coding (100 comments)

Company activities (e.g., “bus arrived”, “card 
didn’t work”)

Context (weather, disability, flight delays)

Training: Find common patterns (linguistic based)

Testing

TEXT 



M ACH INE  L EARNING  
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TEXT 

McColl-Kennedy, J. R., Zaki, M., Lemon, K. N., Urmetzer, F., & Neely, A. (2019). Gaining customer experience 

insights that matter. Journal of service research, 22(1), 8-26.

They received a two-year dataset 
(n = 3,116 B2B customers) including:
•One open-ended comment:
“Do you have any other comments 
or suggestions?”

Manually coding (100 comments)
• More CX elements (5 vs. 3)
• Emotions + cognitive responses
• Touchpoints

Training: Find common patterns (linguistic 

based)

Testing



- SURVEY DATA 
- MANUAL CODING



M ACH INE  L EARNING  

18

Text

Emojis 

Emotions

TEXT 

20,700+ Try Stock Photos, Pictures  Royalty-Free Images - iStock 
| Try  this, Try again, Rugby try

Hotz-Behofsits, C., Wlömert, N., & Abou Nabout, N. (2025). Natural Affect DEtection (NADE): Using 

Emojis to Infer Emotions from Text. Journal of Marketing.

https://nade-explorer.inkrement.ai/


DEE P L EARNING
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VIDEO IMAGE 

Zhou, M., Chen, G. H., Ferreira, P., & Smith, M. D. (2021). Consumer behavior in the online classroom: Using 

video analytics and machine learning to understand the consumption of video courseware. Journal of 

Marketing Research, 58(6), 1079-1100.



L ARG E LANGUAGE  MODE L ( L LM) 
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(Villarroel Ordenes et al. 2025, Working Paper)

TEXT 



P RO M P T S  G UI D E L I N E S
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Roles 

Tasks 

Format 

You are an expert in Customer Experience (CX) trained to interpret 
customer language, identify relevant aspects, and assess their 

emotional tone and meaning.

For each customer comment or review:
Identify the main aspect(s) mentioned.

Determine the sentiment toward each aspect — classify 
as positive, negative, or neutral.

Identify the customer journey stage the comment refers to — 

choose from: Pre-purchase, Purchase, Post-purchase.
Briefly explain the reasoning behind in one short sentence.

Present the results in structured JSON format:

{
  "Aspect": "",
  "Sentiment": "",

 ”Customer Journey  Stage": "",
  "Explanation": ""

}

L ARG E LANGUAGE  MODE L ( L LM)  
TEXT 



E XAMP LE  FROM YE LP  

22

L ARG E LANGUAGE  MODE L ( L LM) TEXT 



RE SUL TS 
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[
  {

    "Aspect": "Food quality",
    "Sentiment": "Positive",
    "Customer Journey Stage": "Purchase",

    "Explanation": "The reviewer describes the dishes as affordable, delicious, and enjoyable."
  },

  {
    "Aspect": "Ambience / View",
    "Sentiment": "Positive",

    "Customer Journey Stage": "Purchase",
    "Explanation": "They highlight enjoying the meal outside with a beautiful view of the Nobel 

Museum square."
  },
  {

    "Aspect": "Price",
    "Sentiment": "Positive",

    "Customer Journey Stage": "Purchase",
    "Explanation": "The cost is described as affordable and reasonable for the meal and 
drinks."

  },
  {

    "Aspect": "Service",
    "Sentiment": "Positive",
    "Customer Journey Stage": "Purchase",

    "Explanation": "Service is described as kind and helpful."
  },

  {
    "Aspect": "Overall experience",
    "Sentiment": "Positive",

    "Customer Journey Stage": "Post-purchase",
    "Explanation": "The reviewer concludes it was a wonderful find, reflecting satisfaction after 

the experience."
  }
]

TEXT 



P E R S UA S I V E  
C O M M U N I CA T I O N  
I M P A C T S

L ARG E LANGUAGE  MODE L ( L LM) VIDEO 

Rizzo, G. L. C., Berger, J., & Zhou, M. (2025),Talking with Your Hands: How Hand Gestures Influence 

Communication. Journal of Marketing Research.



Our Ongoing Project with Handelsrådet 
VIDEO 

Sensory

Affective

Cognitive 

Behavioral

Social 

Customer 

Engagement

Sales

CX Retail Success

Brand Mention

(Gao and Mafael, 2025)

Cultural 



HOW IT WORKS?

Custom Easy Button Surprise 
Sequencer ...

https://colab.research.google.com/drive/11ZaWrICspJzTgUmukxtM2665cNpi6h0y#scrollTo=jmr0kI2cogZt




M ANAGE RIAL  IM PL ICATIONS
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Integrate AI with CX management empowers retail firms to…

• move from reacting to structured data to proactively understanding and shaping customer 
experiences 

This represents a paradigm shift in how retail businesses can operate and compete.

Compete

Operate

1. Data-driven competitive advantage
2. Scaling personalized customer experience

3. Strategic brand-building

1. Improved customer service and support
2. Prediction of demand flow

3. Consumer-driven product development



QUESTIONS?



NOVEMBER 19
AI and Customer Experience Management

With
Lily Gao

Thoughts, comments, ideas:

karl.strelis@hhs.se
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