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A Study on the Customer Experience Analysis
for the Silver Generation in the Communication
Service Market using CEM
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As the population of the silver generation is increasing, the importance and effects of the market for the silver gen-

eration are also growing. We segments the categories of the silver generation into six sub-segments using based on the

factors like life style, life stage, or performing role from the point of view in communication industry. After segmenting

those categories, we observed the experience of each segmented group in detail. Likewise, we executed both FGD

(Focused Group Discussion) and participants’ observations together to effectively collect the expressed and/or potential

needs. Customer’s experience was collected along the touch points and customer corridors after dividing the customer’s ex-

perience world into two groups; communication styles in usual life (life log) and direct contact channels. The effects of

delivering an affirmative customer’s experience would be empowered by eliminating negative experiences or complementing

affirmative experiences. For this purpose, this paper presents the improvement points for the better customer’s experience

based on the observed customer’s experience. This paper presented a sample way of customer-centric approach to design

the services or products in the communication industry. In addition to that, the analyzed results of this paper will be use-

ful to find out an effective approach to the market of silver generation.

Keywords : CEM(Customer Experience Management), Participant observation, Customer Experience, Communication

Industry, Silver Generation
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