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TOM TAT:

Bai viét nay phan tich nén tang 1y ludn va ting dung thyc tién ciia quan tri trai nghiém khach hang
(Customer Experience Management - CEM) trong linh vuc ban 1¢ hang tiéu ding thiét yéu theo mo
hinh siéu thi. Dya trén khung phén tich ciia Alan Pennington (2016) trong tac phim The Customer
Experience Book, bai viét hé théng hoéa 3 truc van hanh cdt 18i cia CEM bao g@)m: thiét ké trai nghiém,
do luong hiéu qua, va cai tién lién tuc. Két qua nghién ctru cho théy, trong bdi canh canh tranh ban 1&
ngdy cang gay gat, loi thé canh tranh bén viing cua siéu thi 14 tir chat luong trai nghiém trong toan b
qué trinh tuong tic ma doanh nghiép c6 kha niang kién tao va duy tri nhat quan. Bai viét d& xuat khung
tng dung CEM cho siéu thi gdm nam thanh phan: (1) nhan dién hanh trinh khach hang dic thu, (2) thiét
ké diém cham chién lugc, (3) xdy dung van hoa dich vu noi bo, (4) ing dung hé thong do luong da

chi€u, va (5) trién khai chu trinh cai tién c6 cau truc.

Twr khéa: quan tri trai nghiém khach hang, ban 1é hang tiéu dung thiét yéu, si€u thi, hanh trinh

khach hang, diém cham, do ludng trai nghiém.

1. it van dé

Nganh ban 1¢ hang tiéu dung thiét yéu theo mo
hinh siéu thi dang trai qua giai doan tai cau triic sau
sic, dugc thiic day boi 3 yéu to dong thoi: sy gia ting
ky vong cua nguoi tiéu dung hién dai, ap luc canh
tranh tir ca kénh ban 1¢ truyén thong lan thuong mai
dién tir, va toc do chuyén doi s trong quan 1y van
hanh. Trong béi canh dé, cac yéu té canh tranh truyén
théng nhu gia ca, sy da dang hang hoda, hay vi tri dia
1y ngay cang tré nén dé sao chép va kho tao ra su khac
biét bén viing.

Nghién ctru ciia Pine va Gilmore (2022) vé nén
kinh té trai nghiém d4 chi ra, gia tri kinh té ngay cang
dich chuyén tir hang hoa va dich vu sang trai nghiém -
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tc 1a nhitng cam xuc, ky trc va y nghia ma khéch
hang thu nhan dugc trong sudt qua trinh twong tac véi
doanh nghiép. Piéu nay dit ra yéu cau cap thiét doi
v6i cac nha quan tri siéu thi trong viéc chuyén hoa tu
duy tir "ban hang hoa" sang "kién tao trai nghiém".
Pennington (2016) mé rong luan diém nay bang cach
dé xuat mot khung hanh dong thyc tién: doanh nghiép
can thiét ké, do ludng va cai tién trai nghiém khach
hang nhu mot hé thong quan tri ¢6 ciu tric, chir
khong phai nhu mot tap hop cac can thiép roi rac.

Tuy nhién, viéc tng dung CEM vao linh vuc ban
1¢ hang tiéu ding thiét yéu - dic biét 1a mé hinh siéu
thi - dat ra nhitng thach thirc dic thu: tin suét tuong
tac cao nhung thoi gian trung binh mdi 1an ghé tham
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ngén; khach hang da dang vé nhan khiu hoc; moi
truong ban 1é vat 1y phirc tap v6i hang nghin diém
tiép xtc tiém ning; va ky vong dugc c nhan héa
trong mdt moéi truong phuc vu dai tra. Nhitng dic
diém nay doi hoi mot cach tiép can CEM dugc diéu
chinh pht hop vai bdi canh nganh ban 1¢ hang tiéu
ding thiét yéu.

Trén co s& do, bai viét dat ra cau hoi nghién ciru
trong tam: Lam thé nao dé cac nha quan tri si€u thi
c6 thé tng dung khung CEM cua Pennington
(2016) mot cach hé théng va hiéu qua nham tao ra
loi thé canh tranh bén viing thong qua trai nghiém
khach hang?

2. Phwong phap nghién ciru

Bai viét str dung phuong phap nghién ciru tai ligu
(desk research) két hgp vai phuong phéap phan tich va
tong hop 1y thuyét. Céc tai lidu trong va ngoai nudc
vé quan tri trai nghiém khach hang (Customer
Experience Management - CEM), déc biét 1a khung
Iy thuyét cua Pennington (2016), cing cac nghién
ctru lién quan dén trai nghiém khach hang trong linh
vuc ban 1é, dugc thu thap, phan tich va hé théng hoa
nham 1am rd co sé 1y luan ctia nghién ciu.

Trén co so d6, bai viét str dung phuong phap phan
tich, so sanh va suy luan dé van dung khung CEM
vao bdi canh ban 1¢ hang tiéu ding thiét yéu theo mo
hinh siéu thi, tir d6 dé xuat khung tmg dung gém 5
thanh phﬁn: (1) nhan dién hanh trinh khach hang dac
thu, (2) thiét ké diém cham chién lugc, (3) xdy dung
van hoa dich vu ndi bg, (4) ing dung hé théng do
luong da chiéu va (5) trién khai chu trinh cai tién c6
cdu tric. Nghién ctru mang tinh chit 1y luan va dé
xudt mo hinh, 1am co so tham khao cho cac nghién
ctru thuc nghiém tiép theo.

3. Co s6 ly lugn

3.1. Khdi niém trdai nghiém khdch hang va qudn
tri trdai nghiém khach hang

Trai nghi¢ém khach hang (Customer Experience -
CX) dugc dinh nghia 14 tong thé nhan thirc, cam xuc
va hanh vi ctia khach hang duoc tich lily qua toan b
qué trinh twong tic v6i thuong hiéu, san pham va dich
vu ciia mdt doanh nghiép (Schmitt, 2010). Khac voi
khai niém dich vu khach hang (customer service) vbn

chi d& cap dén cac diém tiép xtc cu thé trong qua
trinh hd trg, trai nghiém khach hang bao ham toan bo
hanh trinh - tir giai doan nhan biét thwong hiéu, qua
trinh mua sdm, dén giai doan hdu mai va tré thanh
khach hang trung thanh.

Pennington (2016) khang dinh, trai nghiém khach
hang khong phai 1a két qua ngau nhién, ma 13 san
phdm cia nhitng quyét dinh thiét ké co chi dich tir
phia doanh nghiép. Tac gia dé xuat mot dinh nghia
van hanh: trai nghi€ém khach hang la "nhiing gi khach
hang thuc sy cam nhan tai mdi diém cham - khong
phai nhitng gi doanh nghiép nghi khach hang dang
cam nhan". Quan diém nay nhin manh khoang cach
nhan thirc thuong ton tai gitta y dinh ctia doanh
nghiép va thyc té cam nhan cta khach hang, dong
thoi dat ra nhi€ém vu cho CEM la thu hep khoang cach
d6 mot cach c6 hé thong.

Quan tri trai nghiém khach hang (CEM) do d6
duoc hiéu 1a qua trinh chién lugc trong d6 doanh
nghiép chu dong thiét ké, trién khai, do luong va cai
tién toan bo cac tuong tic véi khach hang nham tao ra
gia tri cdm nhan vuot trdi, ttr do thtic déy su hai long,
long trung thanh va gid tri vong doi khach hang
(Customer Lifetime Value).

3.2. Khung CEM cuia Pennington (2016): ba
truc vdn hanh

Pennington (2016) cdu tric 1y thuyét CEM cia
minh xung quanh ba tryc van hanh cé quan h¢ bién
chung:

Truc thir nhdt - Thiét ké trai nghiém (Design):
Doanh nghiép can xiy dung mot "kién truc trai
nghiém" (experience architecture) - tirc 1a ban db
tong thé cua tat ca cac diém cham (touchpoints) ma
khach hang c6 thé tuong tac, kém theo dinh nghia rd
rang vé trai nghiém mong mudn tai mdi diém cham
d6. Thiét ké trai nghiém khong dimg lai ¢ giao dién
vat 1y hay ky thuét sb, ma bao gom ca thiét ké cam
xuc - tuc la xac dinh nhiing cam gidc ma doanh
nghiép mudn khoi goi ¢ khach hang tai timg giai
doan hanh trinh.

Truc thir hai - Do lwong trai nghiém (Measure):
Pennington (2016) nhan manh, "ban khong thé quan
tri nhiing gi ban khéng do luong duoc". Tac gia dé

$6 16/2026 173



TAP CHi CONG THUONG

xuat mot hé thong do luong da chiéu, tich hop ca dir
liéu dinh lugng (NPS, CSAT, CES, ty 1€ quay lai) va
dir liéu dinh tinh (phong van sau, nhom thao luan,
quan sat hanh vi). DPac biét, tac gia phan biét gilia viéc
do luong tai diém cham cu thé (transactional
measurement) va do luong trai nghiém tong thé theo
sudt hanh trinh (relational measurement).

Truc thir ba - Cai tién trai nghiém (Improve): Dit
lidu do ludng chi ¢ gia trj khi dugc chuyén hoa thanh
hanh dong cai tién c6 cau trac. Pennington (2016) dé
xuat mot vong lap cai tién 4 bude: Thu thap phan hoi
— Phan tich nguyén nhan goc r& — Thiét ké giai
phép — Trién khai va danh gia. Vong lap nay can
dugc thé ché hoa thanh moét quy trinh van hanh
thuong xuyén, khong phai 1a hoat dong bét thuong
chi xay ra khi c6 khiing hoang.

3.3. Ddc thu trdai nghiém khdch hang trong ban
16 hang tiéu ding thiét yéu tai siéu thi

Bén 1¢ hang tiéu dung thiét yéu theo mo hinh siéu
thi co mot sé dic diém phén biét vé& ban chét trai
nghiém khach hang:

Tan sudt cao va tinh théi quen: Khach hang siéu
thi thuong ghé tham dinh ky (hang tuan hodc nhiéu
1an mdi tuﬁn), dan dén viéc trai nghi¢ém nhanh chong
tro thanh thoi quen va ky vong duoc thiét 1ap ¢ mirc
cao. Su suy giam chat luong trai nghiém - du nho -
dugc cam nhén rd nét hon so véi cac nganh co tan
suat mua thép.

Tinh da diém cham trong mét khéng gian vit 1y
duy nhat: Mot 1an ghé tham siéu thi c6 thé bao gdm
hang chuc diém cham: bai dd xe, 16i vao, hé théng
dinh hudng khong gian (wayfinding), twong tac véi
nhan vién, trai nghiém tai quay thanh toan, khong
gian 4m thuc... Mdi diém cham ndy c6 tiém ning anh
huong dén danh gia tong the.

Sir cdn bang giita hiéu qud va cam xiic: Khac voi
nganh khach san hay du lich noi yéu t6 cam xuc
chiém wu thé, khach hang siéu thi dat trong s6 dang
ké vao tinh hidu qua - kha ning tim kiém hang hoa
nhanh chéng, quy trinh thanh toan sudn s¢, thoi gian
tong thé dugc téi vu. CEM trong bbi canh nay phai
ddng thoi t6i wu hoa ca hai chiéu: giam thiéu friction
(ma sat) va gia tang delight (cam xuc tich cuc).
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4. Khung wng dung CEM cho mo hinh siéu thi

Dua trén 3 truc van hanh cta Pennington (2016),
bai viét dé xuit khung ng dung CEM nim thanh
phﬁn ¢6 chu tric, phu hop véi déc thu van hanh cia
siéu thi ban 1& hang tiéu dung thiét yéu.

4.1. Nhan dién va phdn tich hanh trinh khach
hang ddc thu

Pennington (2016) dat viéc xay dung ban do hanh
trinh khach hang (Customer Journey Map) la budc
nén tang khong thé bo qua ciia bt ky chuong trinh
CEM nao. Tuy nhién, tic gia canh bao mét sai 1am
pho bién: doanh nghi¢p thuong xdy dung ban do
hanh trinh tir gbc nhin ndi bd - tirc 1a mo ta quy trinh
nhu doanh nghiép mudn dién ra, thay vi nhu khach
hang thyc sy trai nghiém.

Dbi v6i siéu thi, hanh trinh khach hang can dugc
phén tich theo 5 giai doan chinh: (1) Tién ghé thim -
bao gdm qua trinh 1ap ké hoach mua sam, tim kiém
thong tin, tiép nhan khuyén mai; (2) Tiép can va vao
ctra hang - trai nghiém tai bi dd xe, 16i vao, hé thong
gid/xe ddy; (3) Hanh trinh trong cira hang - kha ning
dinh huéng khong gian, tim kiém san pham, twong
tac voi nhan vién; (4) Qua trinh thanh toan - thuong
1a diém cham c6 tac dong cam xuic cao nhét do lién
quan dén thoi gian chd doi; (5) Hau ghé thim - bao
gom phan hoi, chuong trinh khach hang than thiét,
trai nghiém tryc tuyén sau mua.

Phuong phap nhan dién hanh trinh hiéu qua tai
siéu thi bao gdm: quan sat dan toc hoc (ethnographic
observation) trong méi truong ban 1¢ thyc té, phong
véan sau khach hang sau khi ghé tham, phan tich dit
liéu hanh vi tr thé thanh vién va camera hanh trinh,
ciing nhu k¥ thuat "bong do" (shadowing) - di theo
khach hang trong sudt mot 1an ghé tham hoan chinh.

4.2. Thiét ké diém cham chién lwoc

Khong phai moi diém cham déu c¢6 tim quan
trong nhu nhau. Pennington (2016) phan loai diém
cham theo 2 chiéu: tan suit twong tic va tic dong cam
xtc. Piém cham c6 tan suét cao va tac dong cam xuc
16n can duge vu tién thiét ké va dau tu ngué)n luc.

Trong bdi canh siéu thi, nghién ctru chi ra mot sb
diém cham chién lugc quan trong;:

Quay thanh todn (checkout): Pay 1a diém cham
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c6 tAn sudt cao nhat va thudng la diém d& giy thét
vong nhét do van dé thoi gian cho doi. Thiét ké chién
lugc tai ddy bao gdm: t6i uru hoa s6 lugng quay hoat
d6ng theo mo hinh du bao lwu lugng, trién khai quiy
tu thanh toan voi hd tro ki thuat s6, va thiét ké khu
vuc cho doi tao cam giac thu gian.

Hé thong wayfinding (dinh huéng khong gian):
Kha ning tim thdy san phim mot cach nhanh chéng
va doc lap 1a yéu t6 hiéu qua quan trong hang dau dbi
v6i khach hang siéu thi. Thiét ké trai nghiém tai day
bao gom: bién chi dan rd rang ¢ ca 3 chiéu (gan san,
tim mat, trén cao), ing dung dinh vi trong nha tich
hop voi danh sach mua sam ky thuat $6, va bd cuc cira
hang dugc thiét ké theo ludng hanh vi ty nhién ctia
khach hang.

Khu vuee hang toi song (fresh food zone): Diy
thuong la "trai tim cam x0ic" cua siéu thi - noi cac kich
thich giac quan (huong thom, mau sic, cam gidc twoi
ngon) tao ra cam xuc tich cuc manh nhat. Thiét ké trai
nghiém tai day can dic biét cht trong dén anh sang,
nhiét dg, cach trung bay va tuong tac ctia nhan vién.

4.3. Xay dwng vin hoa dich vu ngi b

Pennington (2016) nhdn manh mét nguyén Iy cot
16i: trai nghiém khach hang khong thé vuot qua trai
nghiém nhan vién. Pay 1a ly do tai sao CEM khong
thé chi la trach nhiém ctia bd phén marketing hay dich
vu khach hang - doi hoi mot s chuyén ddi vin hoa to
chtrc toan dién.

Dbi véi siéu thi, cac yéu to then chét trong xdy
dung van hoa dich vy ndi bo bao gém:

Trao quyén gidi quyét vin dé tirc thoi
(empowerment): Nhan vién can dugc trao quyén xir
1y cac tinh hudéng phat sinh ma khéng can leo thang
quan 1y, vi du nhu: hoan tién ttc thi cho san pham 16i,
diéu chinh gia khi c6 sai léch, chi dong dé nghi hd tro
khach hang gap kho khan.

Pao tao theo kich ban cam xuc (emotional
scenario training): Thay vi chi dao tao quy trinh k¥
thudt, siéu thi cAn dao tao nhan vién kha nang doc tin
hiéu cam xuc cua khach hang va phan ung phu hop.
Pennington (2016) goi day la "emotional intelligence
deployment in service contexts".

He¢ théng ghi nhdn va khen thuong noi bo

(recognition systems): Nhan vién tao ra trai nghiém
tich cuc xuét sic can duoc nhan dién, ghi nhan cong
khai va khen thuong ximg dang - diéu nay khong chi
cting ¢ hanh vi mong mudn ma con truyén di tin hiéu
vé nhirng gia tri vin hoa ma t6 chirc tran trong.

4.4. H¢ thong do lwong da chiéu

Pennington (2016) canh bao, viéc chi dua vao mot
chi s6 do ludng duy nhat - di 1a NPS hay CSAT - ¢o
thé tao ra buc tranh sai 1éch vé thuc trang trai nghiém
khach hang. Téc gia dé xuit mot hé thong do luong
tich hop, két hop nhiéu loai chi s6 bo sung 1an nhau.
Dbi voi siéu thi, bai viét dé xuat hé thdng do luong
g6m 4 16p:

Lép 1 - Chi s6 quan hé (Relational metrics): NPS
(Net Promoter Score) do luong xu hudng gidi thi¢u
tong thé; Customer Loyalty Index danh gia tan suét
quay lai va ty 18 chi tiéu tai siéu thi so véi tong chi tiéu
hang tiéu dung ctia khach hang.

Lép 2 - Chi s6 giao dich (Transactional metrics):
CSAT do ludng sy hai long sau mdi lan ghé tham;
CES (Customer Effort Score) danh gia mirc do dé
dang/kh¢ khan trong viéc hoan thanh nhiém vu mua
sam; TTR (Time to Resolution) do lwong hidu qua xir
ly khiéu nai.

Lop 3 - Chi s6 hanh vi (Behavioral metrics): Tan
suat ghé tham, gia tri gio hang trung binh (Average
Basket Value), ty 1¢ khach hang st dung ung
dung/th¢ thanh vién, ty 1¢ chuyén ddi tir khach hang
moi sang khach hang dinh ky.

Lop 4 - Dir liéu dinh tinh (Qualitative insights):
Phan tich ndi dung danh gia truc tuyén (online
reviews), phong van dinh ky v&i nhom khach hang dai
dién, quan sat hanh vi tai cac diém cham chién lugc.

4.5. Chu trinh cdi tién c6 ciu triic

Pennington (2016) két luan, CEM chi tré thanh loi
thé canh tranh bén viing khi doanh nghiép xay dung
dugc nang lyc cai tién lién tuc - kha ning khong
ngimg hoc hoi tir dit liéu va nhanh chéng diéu chinh.

Chu trinh cai tién dé xuét cho siéu thi bao gébm 5
budce tudn hoan: (1) Thu thap phan hdi - tir tt ca cac
kénh (khao sat, danh gia tryc tuyén, phan hoi nhan
vién, dir liéu giao dich); (2) Phan tich nguyén nhan
gbc 18 - st dung k¥ thut "5 Whys" hodc phan tich
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Pareto dé xac dinh diém cham gay ra nhiéu phan nan
nhét; (3) Thiét ké giai phap - uu tién céc can thiép c6
tac dong cao va kha thi trong trién khai; (4) Trién khai
c¢6 kiém soét - thi diém tai mot cira hang trudc khi
nhén rong; (5) Panh gia tic dong - so sanh cac chi sb
trude va sau can thi€p dé xac nhan hiéu qua.

5. Thao luan va ham y quén tri

5.1. Thdch thire dic thit trong trién khai CEM
déi véi ban 16 hang tiéu ding thiét yéu tai siéu thi

Qua4 trinh tmg dung CEM vao bdi canh siéu thi
béan 1é hang tiéu ding thiét yéu dit ra mot s6 thach
thirc dac thu ma cac nha quan tri can nhan thic rd:

Thdch thirc vé tinh nhat qudan ¢ quy mé lén: Chudi
siéu thi thuong van hanh hang chyc dén hang trim
ctra hang voi hang nghin nhéan vién. Duy tri trai
nghiém nhit quan trén toan hé thong 1a thach thirc
quan tri phuc tap, doi hoi sy két hop giita chuén hoa
quy trinh va trao quyén linh hoat cho timg don vi.

Thdch thire vé xir Iy dit liéu lom: Siéu thi tao ra
khéi lugng dit liéu hanh vi khach hang khéng 1. Tuy
nhién, kha ning chuyén héa dir liéu thanh insight
hanh dong doi hoi niang luc phan tich dit liéu tién tién
ma nhiéu doanh nghiép ban 1é Viét Nam chua dép
ung dugc.

Théch thirc vé cdn bang chi phi va dau twe trdi
nghiém: Mbi truong ban 1é hang tiéu ding thiét yéu
van hanh trén bién loi nhuan mong. Cac quyét dinh
dau tu vao cai thién trai nghiém can dugc bién minh
bang dir liéu rd rang vé tac dong dén doanh thu, ty 18
gitr chan khach hang va gia tri vong doi.

5.2. Ham y qudn tri

Tir khung phén tich trén, bai viét rat ra mot sé ham
¥ quan tri quan trong;:

Cdp lanh dao chién lwgc: Can chinh thirc hoa
CEM nhu mdt uwu tién chién luge cép cao nhit -
khong phai 1a mot sang kién cua bd phén, ma la mot
cam két to chirc.

Diéu nay doi hoi sy thanh 1ap vi tri Chief

TAI LIEU THAM KHAO:

Customer Officer hodc twong duong, véi quyén han
va nguon lyc du dé didu phdi cac bo phan lién quan.

Cép quan Iy vdn hanh: Can xdy dung hé thong
phan hoi thoi gian thyc (real-time feedback loops) cho
phép nhén dién va xir Iy van dé trai nghiém trong vong
24 gid, thay vi chd dén bao co dinh ky hang thang.

Cdp qudn Iy nhdn le: Cin tai dinh hudng tiéu chi
danh gia hiéu qua nhan vién tir cac chi sé ning suét
thuan tiy (hang hoa duoc xt 1y, thoi gian thanh toan)
sang cac chi s trai nghiém khach hang (CSAT tai
quéy, phéan hdi tich cuc duoc ghinhan).

6. Két luan

Bai viét da hé thong hoa va ing dung khung CEM
ctia Pennington (2016) vao bi canh dic thu ctia ban
1¢ hang tiéu dung thiét yéu theo mo hinh siéu thi.
Khung nam thanh phﬁn duogc d& xudt - gém nhan dién
hanh trinh, thiét ké diém cham, van hoa dich vu noi
bd, do luong da chiéu, va chu trinh cai tién c6 cAu trac
- cung cp cho cac nha quan tri mot 16 trinh trién khai
CEM kha thi va ¢6 co s& 1y ludn vitng chic.

Luan diém trung tam cua bai viét 1a: trong bdi
canh canh tranh ban 1é hién dai, loi thé canh tranh
dwa trén san pham va gia ca ngay cang tam thoi va dé
bi sao chép, trong khi lgi thé dua trén trai nghiém
khach hang - dugc xay dung qua sy két hop cua thiét
ké c¢6 chu dich, vin héa t6 chirc manh va ning luc
hoc hoi lién tuc - ¢6 tinh bén vitng cao hon dang ké.
Siéu thi nao kién tao dugc trai nghiém vuogt ky vong,
nhit quan va ngay cang dugc c4 nhin hoa s& c6 kha
ning chuyén hoa ngudi mua sim thanh khach hang
trung thanh va d6 chinh 13 nén tang cta ting trudng
bén viing.

Nghién ctru trong tuong lai can kiém dinh thuc
nghiém khung nay tai cac chudi siéu thi cu thé & Viét
Nam, dic biét trong bdi canh chuyén ddi s6 va su gia
tang cua mo hinh ban 1¢ da kénh (omnichannel), dé
diéu chinh va lam phong phii thém 1y luan CEM cho
thi truong méi ndi W

Goodman, J. A. (2019). Trai nghiém khach hang trong thoi dai s6 (Ban dich tiéng Viét). NXB Cong Thuong.
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ABSTRACT:

This study analyzes the theoretical foundation and practical application of Customer Experience
Management (CEM) in essential goods retailing within the supermarket model. Based on the
framework of Pennington (2016), the study systematizes three core operational dimensions: experience
design, performance measurement, and continuous improvement. The findings indicate that in an
increasingly competitive retail environment, sustainable competitive advantage no longer derives from
price or product, but from the quality of customer experience across all interactions. The study
proposes a five-component CEM framework for supermarkets, including customer journey
identification, strategic touchpoint design, internal service culture development, multidimensional
measurement systems, and structured improvement cycles.

Keywords: customer experience management, essential goods retail, supermarket, customer
journey, touchpoints, experience measurement.
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