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Abstract

21% century is a material saturated era. Consumers are bombarded by various but very similar
product and service everyday. When every product or service is identical, how can a company
differentiate itself and leave long-lasting impression on customers’ minds? Pine and Gilmore (2008)
mention that today is an experiential era. Consumption is a process. When the process is finished, the
experience will last forever. The current study believes that the exceptional consumption experience
will leave long-lasting memory on customers’ minds, which will determine customers’ return
purchasing decisions. In order to understand the context of experiential marketing, the current study
applies qualitative research method to conduct several in-depth interviews with school’s professors and
one themed hotel in Taiwan to learn from their experiences. The results of the current study conclude
four implementation strategies, including cautiously choosing and designing main theme based on
target customers’ preference; delivering unique and consistent experience through carefully designed
environment and atmosphere; service employees’ transformation of being part of the experience creator

and finally planning interactive activities to reinforce customers’ experience.
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