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Purpose — Customer experience is not only a research priority (Ostrom et al. 2015), it is listed in
the top ten priorities of CEOs around the globe as meaningful customer experience is viewed as
essential to achieving competitive advantage and satisfied customers (Rawson et al. 2013).
However, taking a firm centric perspective has produced limited models of customer journeys
(McColl-Kennedy et al. 2018; Nakata et al. 2018). Customer journeys have been conceptualized as
comprising three phases — pre purchase, purchase and post purchase (Lemon and Verhoef 2016), yet
little is known about customer journeys from the focal customer’s own world perspective. This is
especially true for ongoing customer journeys. We address this shortcoming by taking an ecosystem
perspective (Frow, McColl-Kennedy and Payne 2016) that focuses on value cocreation
investigating healthcare customers’ ongoing activities and interactions with members of their
service ecosystems (McColl-Kennedy et al. 2012; 2017).

Design/Methodology/approach — Chronic disease is an important context to investigate ongoing
customer journeys. The chronic disease Cystic fibrosis (CF), a life-threatening disease, requires
significant time-consuming and complex treatments across the lifespan (Cohen-Cymberknoh,
Shoseyov and Kerem 2011). As such, it affords an excellent setting to explore ongoing customer
journeys. The purpose of this study is threefold, to: (1) understand in depth the treatment choices,
tensions and trade-offs that healthcare customers make throughout their activities and interactions
with others in their service ecosystem, identifying the relative influence of the various ecosystem
members; (2) develop a novel conceptual framework of ongoing customer journeys; and (3)
highlight implications for practice.

Healthcare customers with chronic diseases interact not only with clinicians in hospitals and clinics
but also with family and friends to cocreate value across their journeys (McColl-Kennedy et al.
2012; 2017). While prior work has established that some activities require considerable effort
(Sweeney, Danaher and McColl-Kennedy 2015) and difficult choices, where trade-offs are required,
no study has focused on the tensions and trade-offs in treatment choices from a customer’s own
world ecosystem perspective. This is where we contribute.

Findings — We make an important contribution to both theory and practice by developing and
illustrating our novel Conceptual Framework of Ongoing Customer Journeys highlighting tensions
and trade-offs around: (1) compliance, adherence and concordance (from the clinician perspective)
designed to assist in physical well-being and health outcomes aimed at extending life; and (2) a
focus on happiness, living life to the fullest, pursuing a passion (from the family member
perspective) to assist existential and social well-being. Our conceptual framework maps key
tensions and trade-offs to outcomes. We conclude with implications for practice and a research
agenda.

Originality/value — This is a first study in a critically important context — healthcare, demonstrating
the usefulness of our novel conceptual framework of ongoing customer journeys, mapping key

tensions and tradeoffs to outcomes designed to improve patient experiences.

Key words - customer journeys, customer experience, ecosystems, trade-offs/tensions, customer
choices

Paper type — Empirical research paper

87



References

Cohen-Cymberknoh, Malena, David Shoseyov and Eltan Kerem (2011), “Managing Cystic
Fibrosis: Strategies that Increase Life Expectancy and Improve Quality of Life”, American Journal
of Respiratory and Critical Care Medicine, 183 (11), 1463-1471.

Frow, Pennie, Janet R. McColl-Kennedy and Adrian Payne (2016), “Co-creation Practices: Their
Role in Shaping a Service Ecosystem”, Industrial Marketing Management, 56, July, pp. 24-39.

Lemon, Katherine N. and Peter C. Verhoef (2016), “Understanding Customer Experience
throughout the Customer Journey,” Journal of Marketing, 80 (6), 69-96.

McColl-Kennedy, Janet R., Suellen J. Hogan, Lars Witell and Hannah Snyder (2017), “Cocreative
Customer Practices: Effects of Health Care Customer Value Cocreation Practices on Well-being”,
Journal of Business Research, 70 (1), 55-66.

McColl-Kennedy, Janet R., Stephen L. Vargo, Tracey S. Dagger, Jillian C. Sweeney, and Yasmin
van Kasteren (2012), “Health Care Customer Value Cocreation Practice Styles,” Journal of Service
Research, 15 (4), 370-389.

McColl-Kennedy, Janet R., Mohamed Zaki, Katherine Lemon, Floriian Urmetzer and Andy Neely
(2018), “Gaining Customer Experience Insights that Matter” first online 21 November 2018
Journal of Service Research.

Nakata, Cheryl, Elif I Bilgin, Lisa Sharp, Jelena Spanjol, Anna S. Cui, Stephanie Y. Crawford and
Yazhen Xiao (2018), “Chronic Illness Medication Compliance: a liminal and contextual consumer
journey”, first online 29 November 2018, Journal of the Academy of Marketing Science.

Ostrom, Amy L., Parsu Parasuraman, David E. Bowen, Lia Patricio, and Chris Voss. (2015),
“Service Research Priorities in a Rapidly Changing Context”, Journal of Service Research, 18 (2),
127 - 159.

Rawson, Alex, Ewan Duncan, and Conor Jones (2013), “The Truth about Customer Experience,”
Harvard Business Review, 91 (9), 90-98.

Sweeney, Jillian C., Danaher, Tracey S. and Janet R. McColl-Kennedy (2015), “Customer Effort in
Value Cocreation Activities: Improving Quality of Life and Behavioral Intentions of Health Care
Customers”, Journal of Service Research, 18 (3): 318-335.



	BoA_McColl-Kennedy-Cheung-Coote
	BoA_McColl-Kennedy-Cheung-Coote_ref



