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IAZBE e A% AR T 79 Q- E T wAB IR T4 A%k CX-Q

Factor
Factor 1 Factor 2 Factor 3 Factor 4
Eigenvalues 12.455 1.598 1.295 1.014
Variance(%) 54 7 6 4
Cumulative variance(%) 54 61 67 71
<E 4> Q-20I24 200H A
Factor 1 Factor 2 Factor 3 Factor 4
Factor 1 1
Factor 2 0.466 1
Factor 3 0.662 0.417 1
Factor 4 0.712 0.380 0.627 1
<E 5> R4 oFEA HE
Participants Gender Age Factor 1 Factor 2 Factor 3 Factor 4
13 F 24 0.758 0.053 0.462 0.319
3 F 23 0.754 0.301 0.242 0.157
15 F 24 0.739 -0.031 0.159 0.502
7 M 25 0.716 0.367 0.156 0.088
F 24 0.692 0.374 0.361 0.241
20 M 22 0.686 0.456 -0.159 0.304
10 M 26 0.661 0.277 0.363 0.368
22 F 22 0.657 0.322 0.355 0.186
17 M 24 0.649 0.200 0.250 0.493
23 M 22 0.641 -0.038 0.438 0.212
2 M 26 0.608 0.493 0.177 0.357
1 F 23 0.506 0.382 0.459 0.199
5 M 23 0.061 0.841 0.243 0.084
9 M 25 0.253 0.772 -0.004 0.129
11 M 25 0.375 0.55 0.429 0.220
6 M 26 0.241 0.483 0.382 0.223
21 M 22 0.163 0.075 0.754 0.159
16 F 24 0.264 0.281 0.682 0.268
19 M 22 0.421 0.251 0.522 0.156
8 M 25 0.390 0.061 0.182 0.742
18 M 23 0.224 0.361 0.133 0.733
12 M 25 0.174 0.114 0.535 0.721
14 M 27 0.285 0.358 0.283 0.480
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<Abstract>

Development of the Q-methodology Integrated Customer
Experience Management Process Based on Customer Joumey
Map for Improving Customer Experience: CX-Q

Yu, Seong Hun - Park, Do Hyung

Purpose

Customers consider the overall experience with the company as important as the quality of the
product, and companies are also paying attention to creating long-term relationships with customers
through optimal customer experiences. In this study, we propose a customer experience management
process called ‘CX-Q’, which combines customer journey map and Q-methodology to understand
the importance of customer experience based on the overall customer experience.

Design/methodology/approach.

CX-Q is a process that combines Q-methodology and customer journey maps, allowing
stakeholders to explore and improve customer experiences at each contact point while engaging
with brands, products, and services. It also enables them to derive customer experience insights
and important management points for each segment. To demonstrate the usefulness of the proposed
CX-Q, this study analyzed the experience of customers who used the Airbnb travel platform service
as an example, applying the CX-Q process.

Findings

A total of four customer segments were derived, and it was found that each segment valued
different attributes during the customer journey stage. The customer experience analysis using the
CX-Q process proposed in this study is expected to help understand customers in more detail and
assist in managing and improving customer experience.

Keyword: Customer Experience, Customer Experience Management, Q-methodology, Customer
Journey Map, Customer Preference.
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