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Hi! I’m Soraia Ferreira and Welcome to StorySD, Episode nº 7. Today we’ll reflect why 

customer experience is important.

Welcome to StorySD!

Helping you use storytelling in your communica on strategy.

Explore other resources at www.StorySD.com.

And now, here is your host, Dr. Soraia Ferreira, story strategy consultant & trainer.

IIn 2011, I went to visit Saint Petersburg and I immediately fell in love with the city, all the 

different places that I visited were beau ful and it was almost impossible to pick the place 

that had the biggest impact on me. All of this changed when I visited the Palace where 

Raspu n was killed. During this tour, I had a guide taking us through different rooms and 

telling us all the events that took place there. A er the tour everyone kept talking about this 

place. And why? It’s because of the experience that everyone lived while they were visi ng it.

TThink about your own brand and think about what is the experience that your customer has 

when they interact with it.

To help you out with this task, in this week’s newsle er you’ll find two exercises that will 

make you think about your ideal customer experience.



2

Standing on the Shoulder of Giants

The book recommended in this episode is “The Experience Economy” by Joseph Pine and 
James Gilmore. Inside you will find a lot of informa on on why crea ng experiences is so im-
portant in today’s world. By doing that, companies are able to increase their bo om line.

The passage that I choose in the book is related to Walt Disney, he was one of the pioneers 
in crea ng experiences. When he created the Walt Disney amusement park he “created the 
world’s first theme park which immerse guests (never “customers” or “clients”) in rides that not 
only entertains but also involve them in an unfolding story. For every guest never “employees”) 
stage a complete produc on of sights, sound, tastes, aromas, and textures to create unique expe-
riences.”

TThink about your own brand and the elements that build it. Think about what’s the experien-
ce that your customers have when they first connect with it. In these last episodes, I have 
been talking about the two pillars of the transmedia storytelling, which is story and audience, 
in this case, customers.

Next week I’ll be talking about the third pillar of transmedia storytelling, which are the plat-
forms. Un l then, keep moving forward!

Thank you for tuning in to StorySD.
Sign up to the newsle er today and be the first to receive updates, at StorySD.com.


