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Tab. 2 Data sources and coding
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Tab. 3 Representative evidence of actors subject classification
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Fig. 2 A model of multi-actor interaction behavior
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Research on Customer Experience and Customer Experience Management
Based on Multi-actor Interaction: A Case Study of Datang Everbright City

LI Chun-gings ZHANG Jin-hui

( School of Economics and Management, Northwest University, Xi’an 710127, China )

Abstract: The customer experience in the context of emerging technologies is complex and
dynamic, involving multi-stage interactions among various actors in the service ecosystem. Based
on the emergence theory framework, and a longitudinal single-case study of Datang Everbright
City, this article systematically and dynamically explores customer experience and its
management with the underlying logic of “actor subjects — actor interaction — customer
experience — customer experience management.” The research finds that: First, driven
sequentially by mnational policies, industry demands, industrial environment, and digital
technology, Datang Everbright City has gone through four development stages — gestation,
evolution, growth, and maturity. Actor interactions continue to emerge as the stages progress,
demonstrating four layers — temporary, regular, reactive, and reflective, with these four layers
further deepening the interactive process. Second, customer experience emerges naturally with
the deepening of actor interactions, encompassing four dimensions — hedonic, pragmatic,
enabling, and spiritual experiences. Third, customer experience management evolves dynamically
with the increasing depth of customer experience needs, manifested as four experience
management strategies — independent, sequential, cross-cutting, and network-based. The
research results can guide enterprises to formulate targeted customer experience management

strategies and provide decision-making references for service industry managers.

Keywords: customer experience; multi-actor interaction; customer experience management;

Datang Everbright City; service industry
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