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Abstract : Customer experience is increasingly the differentiator between successful companies and those who struggle.
Currently, customer experiences become more dynamic; and they advance with each interaction between the company and a
customer. Every customer conversation and any effort to evolve these conversations would be beneficial and should ultimately
result in a positive customer experience. The aim of this paper is to analyze the evolving customer experience management
landscape and the relevant challenges and opportunities. A case study on the &ldquo;paper machine&rdquo; companies is
chosen. Hence, this paper analyzes the challenges and opportunities in customer experience management of paper machine
companies for the case of &ldquo;road to steel&rdquo;. Road to steel shows the journey of steel from raw material to end
product (i.e. paper machine in this paper). ALPHA (Steel company) and BETA (paper machine company), are chosen and their
efforts to evolve the customer experiences are investigated. Semi-structured interviews are conducted with experts in those
companies to identify the challenges and opportunities of the evolving customer experience management from their point of
view. The findings of this paper contribute to the theory and business practices in the realm of the evolving customer
experience management landscape.
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