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#0ne of the best Dusiness Books of the twentieth century.
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B. Joseph Pine Il is co-founder of Strategic Horizons LLP and the author of many books, including The Experience Economy, with James H. Gilmore, and Infinite Possibility: Creating
Customer Value on the Digital Frontier, with Kim C. Korn.
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R&D | Do You Want to Keep Your Customers Forever?

R&D

Do You Want to Keep Your
Customers Forever?

by B. Joseph Pine ll, Don Peppers, and Martha Rogers

Customers, whether consumers or businesses, do not want more
choices. They want exactly what they want—when, where, and how they
want it—and technology now makes it possible for companies to give it
to them. Interactive and database technology permits companies to
amass huge amounts of data on individual customers’ needs and
preferences. And information technology and flexible manufacturing
systems enable companies to customize large volumes of goods or
services for individual customers at a relatively low cost. But few
companies are exploiting this potential. Most managers continue to
view the world through the twin lenses of mass marketing and mass

production. To handle their increasingly turbulent and fragmented
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Harvard
Business Subscribe Sign In
Review
Diversity Latest Magazine Ascend Topics Podcasts Video Store The Big Idea Data & Visuals Case Selections
Economic Cycles And Trends
Experience Econom
by B. Joseph Pine Il and James H. Gilmore
L 4 How do economies change? The entire history of economic progress can
Tweet be recapitulated in the four-stage evolution of the birthday cake. As a e
f vestige of the agrarian economy, mothers made birthday cakes from Egﬂgﬁss
Post scratch, mixing farm commodities (flour, sugar, butter, and eggs) that
in together cost mere dimes. As the goods-based industrial economy
Share advanced, moms paid a dollar or two to Betty Crocker for premixed
ingredients. Later, when the service economy took hold, busy parents :
[ & ' y » DUSY P Register for more FREE
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Iinternational Journal of Human Capital and Information Technology Professionals
Volume 11 « Issue 2 « April-June 2020

Employee Experience Management:
A New Paradigm Shift in HR Thinking

Urmila Itam, REVA University, Kamataka, India
Nitu Ghosh, REVA University, Kamataka, India
(5 hups://orcid.ong/0000-0002-5744-1670

ABSTRACT

Experimental organizations must rebuild their people management practices in accommodating multi-
generational workforces. The idea of keeping employee experience as a central theme in strategy
making has a positive impact on business performance in many ways. The main purpose of this article
is to explore the concept of employee experience in the current HR context and identify its drivers
and key outcomes. The study considered the four-phase research process: the physical space: the
human experience; and the digital realm are the three important dimensions of employee experience.
Top management in association with the new HR approach to set the tone and stage for a positive
employee experience, not only increases employee satisfaction and productivity, but also engages
the multi-generational workforce, competitive advantage, and sustainable growth. The scope for the
further study could include the quantitative testing of the developed design, in addition to looking
more in depth of the antecedents and consequences of a positive employee experience.

KEYWORDS

Compectitive Advantage, Employee Engagement, HR Practices, Multi-Generations, Sustainable Growth,
Top Management

INTRODUCTION

The employee-first approach has gained more popularity in the recent times. Organizations who
believe this have experienced more dividends into the company’s account. When employees have
their share in the company’s profits, they are more likely to put extra effort to set the stakeholders
and the company in the first position. The constant change in today’s workplace is witnessing the
transition from nhvsical snace to the dieital realm. Oreanizations are increasinelv nttine the effort
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A leader’s guide to innovation in the
experience economy

B. Joseph Pine Il and James H. Gilmore

B. Joseph Pine |l (bjp2@
sirategichornzons. com) and
James M. Gilmore

(Mg morefaol.com) are
the co-founders of Strategic
Horzons LLP and the
co-authors of The
Expernignce Economy,
Updated Edation (2011)
and Awthentcity: What
Consumers Really Yamnt
(2007). Thes article is based
on research for the authors
chapter ""The expenance
economy. past, present
and uture "' n Mandbook
on the Expenence
Economy, Jon Sundbo and
Flemming Sorensen (Eds)
Cheltenham, UK: Edward
Elgar Publishing Lid (2013)

n the past two decades, the economic offerings of businesses worldwide have becoma
more intentionally experiential, a fundamental shift in the very fabric of the giobal
economy. Experiences - commercial offerings that engage customers in memaorable
ways - are a distinct form of economic output, and as such hold the key to promoting future
economic prosperity. Already experiences have supplanted services as the predominant
economic offering in terms of US GDP, employment and actual value[ 1]. But increasingly, to
succeed in the rapidly evolving experence economy executives must think differently about
how they create economic value for their customers

Five value-creating opportunities are likely to drive further progress in the dynamic
expenance economy

Customizing goods.

Enhancing services

Charging for experiences

Fusing digital technology with reality

Transformative experiences, a promising frontier

Customizing goods

First, more offerings should be mass customized: what is needed is more innovative
methods for making goods fit the individual needs of customers. Most manufacturers have
ignored the opportunity 1o shift from mass preduction 1o mass customization methods, 1o
replace supply chains with demand chains and 10 convert raw malerials inlo goods, not as
speculative inventory, but only in response 1o actual demand. Mass customizing is not about
being everything to everybody - a surefire way 1o increase costs. Rather, it means

-
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ResearchGate @ Join for free  Login

Article | PDF Available

A leader's guide to innovation in the experience economy

January 2014 - Strategy and Leadership 42(1)
DOI:10.1108/SL-09-2013-0073

Authors:
B. Joseph Pine Il
Strategic Horizons

FD James H. Gilmore
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Mohamed Baghat

LX pioneer

Cairo-based Learning Experience (LX) pioneer, Mohamed Bahgatis the author of FIRST
Framework and is an ATD International facilitator, who has spent 20 years educating,
coaching and consulting organizations in more than 25 different countries. In 2014,
Mohamed founded SeGa Group, a US based LLC in talent development with an
operational office in the Middle, East SeGa. SeGa's mission is to “Develop Human
Developers” in active learning, gamification and coaching. In 2017, Mohamed
published FIRST Framework, 5 Domains 15 Principles To Design & Facilitate Active
Deep Learner eXperience. This book is for learning professionals, facilitators and
designers to acquire a new perspective and to learn a new framework where the
learner is the center of the whole process. This book's introduction is by Joe Pine and
Roy Pollock, who wrote The Six Disciplines of Breakthrough Learning.
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John Dewey was an American philosopher, psychologist, and educational reformer. He was one of the most prominent American scholars in the first half of the twentieth
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Medicine

A Holistic F ramework for
Transforming Your Self, Your Practice,
and the Culture of Medicine

David R. Kopacz
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Dr. Roy Pollock is the Chief Learning Officer of The 6Ds Company and co-author of The Six Disciplines of Breakthrough Learning
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S“‘IVASAILAM

THIAGARAJANE

Dr. Sivasailam “Thiagi” Thiagarajan is the founder and Resident Mad Scientist at The Thiagi Group, an organization with the mission of helping people improve their performance
effectively and enjoyably.
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FIRST is in fact a framework of frameworks, building

FOREWORD 2 atop time-tested models and theories including our
B. Joseph Pine I Experience Economy concepts as well as a framework |

In the twenty-plus years since | discovered the Expenience Economy, haVE always |D‘u'Ed in |Earning, thE KD'b E}{pEfiEﬂtiEl'
its concepts and principles have made their way into virtually all . .
countries, industries, and aspects of business. And now, thanks to Learning Cycle (to name just two).
this book by Mohamed Bahgat, we now see the Expenence Economy
fully illuminated in learning as well B. Joseph Pine Il
What you will find in these pages i1s a comprehensive framework ]
for experiential learning — learning by, through, and even about Author, The experience Economy

experience. The leamer centric FIRST Framework will help you teach,
facilitate, and guide individual learners via an Active Deep Learner
eXperience while simultaneously transforming lessons into direct
performance that benefits the company as well as the learners

themselves.

FIRST is in fact a framework of frameworks, building atop time-

tested models and theories including our Experience Economy

concepts as well as a framework | have always loved in learning, :

the Kolb Experiential Learning Cycle (to name just two). Mohamed Theendresultis a - EWU RK
puts these into practice as he combines them with all of the action proven, practicaL and % Fﬁﬂ t‘: 15 prNCInLES
research (quantitative and qualitative) and practical work that he has ] _ : L

done for over a decade, across more than ten countries on at least pFICE|ESS model with : ie@‘s’“ﬁ %‘
four continents. The end result 15 a proven, practical, and priceless ) ) ) B %)
model with five domains and fifteen principles that you can use five domains and fifteen

yourself in staging Active Deep Learner eXperience. . . f
That is a goal to which we can all ascend principles that you Can H &
So take the FIRST step and read this book! . . - &

i ' use yourself in staging 2

B. JOSEPH PINE Il : - -t -
Dellwood. Minnesota active deep learning 3l

Co-founder, Strategic Honzons LLP

FFREFY o SFATEEN

experiences.

Author, THE EXPERIENCE ECONOMY, AUTHENTICITY, MASS CUSTOMIZATION, AND
W INFINITE POSSIBILITY: CREATING CUSTOMER VALUE ON THE DIGITAL FRONTIER




“ FIRST-ADLX Framework - 5 domains, and 15

EED LEARET principles is comprehensive, practical and powerfully

grounded. Above all it is innovative providing action

related ideas that can be used to make changes that
r \ have impact”

Michael Fullan
Professor Emeritus at OISE/University of Toronto, Global
oawe weescwen o w— | Leadership Director, New Pedagogies for Deep Learning (Canada)

Re Mohamed Bahgat  June S, 2020

1 am pleased to write a letter of reference with respect to Mohammed Baghat,
Mobammed has 2 unique set of qualities as someone working in system change in
education in the Middle East and other developing coantries. First, he is immersed
in the field, close to action, and working on solutions. We ourselves work in
partnership with practitioners at the local school and community bovels, That's were
the needs are and that's were many of the contextual ideas for improvement ressde.
Second, Mohamed s an innovator=-he brings ideas to the table and works them out
through implementation. His First framework 5 domains, and 15 principless s
compreheonsive, practical and powerfully grounded. Ahove all it is innovative b

providieg action related ideas that can be used to make changes that have impact, -
Third, his outreach is impressive both with thelS countries in which he works, and
in his participation is soceal media coneecting to other networks around the world.
Fourth he has great presence, excellent to work with, and a stroeg team player. He
combines persistence and patience in trying to move things forward into action - a
unique combénation among active change agents.

Mobamed Bahgat bas increasing visibility in developing countries in the middle east,
Asia and Africa as well as moving steadily to Jearn about the west and to form
connections wheve the east and west can parteer, leam from each other and forge
new initiatives to reform education systems of beaming for all, especially the
disadvantaged students. He has great encrgy and initiative and has exactly the
amount of team bullding and assertiveness to push for much needed action,

In essence Mohamed has solid experience being at mid-career where he is deeply . .

bl il et o et mow Hhlogi vind: Poiruse e camblioss o P ro fe SSOr E me rltu S M i Ch ae l F u l l an
enthusiasm of having recently developed a powerful new moded, with the wisdom of

experience, and the moral purpose to got things dose. Those of us in the education
reform domain sense that the next few years are crucial--- charge is needed; there . .

are very good new ddeas already developed; there is more commitment at the level O I S E U n lv e rS lt O f T O rO n to
of actions and policy to promote and insplement sew solutions. As this action takes -
off I have no doubt that Mobamed will be in the midst of action. | see our own team

working with him. | wish him great success, and look forward to working with him
in the near future

Sincerely

Professor Emeritus Michael Fullan
QISE/University of Toronto.
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Facebook : https://www.facebook.com/SeGaGroupOfficial

Twitter : https://twitter.com/segagrouptweets

LinkedIn :https://www.linkedin.com/company/segagroupofficial

Instagram : https://www.instagram.com/segagroupofficial/

Website : http://segagroup.net

Email : communication@segagroup.net

@ LinkedIn :https://www.linkedin.com/company/ FIRSTFramework

Instagram : https://www.instagram.com/ FIRSTFramework /

Website: http://firstframework.net
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