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and marketing literature and practice. At the end of the 20th century, the con-

cept of empathy, borrowed from philosophy, had become so popular that it was 

adopted as a fundamental concept in marketing. 

However, the rapid development of digitalisation in the 21st century has resulted 

in a decline in its importance. Due to emerging digital methods companies use 

to communicate with their customers, empathy has been integrated into the 

complex system of customer experience and customer value. 

-

called value equation. Analysing the new norms caused by the pandemic crisis, 

the study intends to determine which parts of this value equation were mostly 

-

equation. 

become crucial for companies to strike the right balance between “high tech” 

and “high touch” in their communication and interactions with both existing 

and potential customers. 
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Source: Jackson and Fonvielle, 202118
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