
Experience-Led

Growth Strategy
Why it is the Future of

Customer Engagement



Experience-led growth is a modern approach to business strategy that places a strong emphasis on 
the overall experience of the customer throughout their interaction with a brand or product. This 
strategy prioritizes creating positive, memorable experiences at every touchpoint along the customer 
journey, from initial awareness through purchase and post-purchase interactions.



In essence, experience-led growth can be seen as an amalgamation of Product-Led Growth (PLG) and 
Sales-Led Growth (SLG), forming a hybrid motion growth strategy. It combines the product-centric 
focus of PLG, where the product itself drives customer acquisition and retention, with the targeted, 
relationship-driven tactics of SLG. This hybrid approach ensures that both the product and the sales 
strategies are intricately woven into the overall customer experience. By integrating these two 
methodologies, experience-led growth offers a comprehensive and dynamic framework that caters to 
the evolving needs of the customer, boosting not only satisfaction but also a strong, sustained 
engagement with the brand.
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Introduction

PLG


PLG leverages the product itself as the 
primary growth driver, focusing on creating 

value and satisfying user experiences to 
attract and retain customers.

XLG


Experience-Led Growth (XLG) strategically harnesses the power of exceptional customer 
experiences as the cornerstone of business growth. It focuses on crafting engaging, memorable 
interactions across every touchpoint, so that each part of the customer journey - from product 

discovery to post-purchase support - resonates deeply and fosters long-term loyalty.

SLG


SLG emphasizes building a strong sales 
and marketing infrastructure to actively 

seek out and convert potential 
customers.

https://www.orogamis.com/
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The market is a mix of small companies to large enterprises 
with varying buying behaviors.

The product complexity requires both an intuitive self-serve 
model and guided sales assistance.

The hybrid model is particularly pertinent in scenarios where...

Companies have deep resources and aim to scale rapidly 
while maintaining high levels of customer satisfaction and 
customization.

https://www.orogamis.com/
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Emerging Trends in

Customer Engagement

The landscape of customer engagement has undergone significant changes over the past few 
years, predominantly driven by technological advancements and shifting consumer 
expectations. One of the most notable trends is the increasing demand for personalized and 
seamless experiences. Customers now expect brands to not only understand their needs and 
preferences but also to anticipate them, offering solutions and experiences that are tailored to 
their individual journey.



Growing importance of omnichannel engagement is here to stay. Customers interact with 
brands through multiple channels – social media, websites, mobile apps, physical stores – 
and they expect a consistent and integrated experience across all these touchpoints. This 
omnichannel approach is crucial in creating a cohesive brand experience that fosters trust and 
loyalty.



By focusing on the entire customer journey, XLG helps businesses create a consistent and 
engaging experience across all channels. XLG strategies involve using data-driven insights to 
personalize interactions and predict customer needs, thereby enhancing the overall customer 
experience.



Furthermore, the integration of PLG and SLG within the XLG framework allows businesses to 
be agile and responsive to customer feedback and market changes. This adaptability is key in 
an era where customer preferences and behaviors can shift rapidly.

Experience-Led Growth (XLG) plays a pivotal role in responding to these trends.


https://www.orogamis.com/
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The 7 Core Values of XLG

1. Customer Centricit

2. Persona-Driven Strateg

3. Brand Consistenc

 Definition: Deep understanding and consideration of the customer's needs, 
preferences, and behaviors

 Implementation: Empathetic design of customer experiences that meet or 
exceed expectations at every touchpoint

 Benefit: Builds stronger customer relationships and enhances customer 
satisfaction and loyalty.
 


 Definition: Actively choosing customer personas to tailor the customer 
journey and experience

 Implementation: Develop detailed personas based on market research, 
customer data, and feedback; use to inform all aspects of the customer 
experience

 Benefit: certifies that the business is proactively shaping its market position 
and offerings based on a deep understanding of its target audience.




 Definition: Maintaining a consistent brand experience across all channels 
and touchpoints

 Implementation: Uniform branding and messaging across all customer 
interactions

 Benefit: Reinforces brand identity and values, enhancing customer trust 

      and loyalty.

https://www.orogamis.com/
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4. Holistic Engagemen

5. Data-Driven Decision Makin

6. Innovation and Adaptabilit

7. Continuous Improvemen

 Definition: Viewing the customer journey as a complete experience, 
certifying all brand interactions contribute positively

 Implementation: Consistent and high-quality experiences across all 
channels, including digital platforms, customer service, and product usage

 Benefit: Creates a cohesive and memorable brand experience that 
strengthens customer engagement.




 Definition: Using data to understand and cater to customer behaviors and 
preferences

 Implementation: Collect and analyze customer data to inform business 
decisions and strategies

 Benefit: Enables more informed and effective business strategies that are 
aligned with customer needs.
 


 Definition: Embracing change and innovation to stay relevant to customers
 Implementation: Continual adaptation to market trends and technological 

advancements

 Benefit: Keeps the business ahead of the curve and responsive to evolving 
customer expectations.




 Definition: Regularly gathering and analyzing customer feedback to refine 
the customer experience

 Implementation: Implement feedback loops to continually improve 
products, services, and customer interactions

 Benefit: Promotes ongoing enhancement of the customer experience, 
keeping it fresh and relevant.

https://www.orogamis.com/


Customer Segmentation is Key

Laser-Focused Marketing and Sales Tactics


By segmenting the market, businesses can devise specific marketing and sales tactics 
that resonate with each group. For instance, while social media and content marketing 
might be effective for reaching individual users, targeted sales pitches and industry-
specific events might be more suitable for engaging enterprise clients.




Product Customization


Different market segments usually have varying requirements from the product. Custom 
segmentation allows for the customization of product features or the offering of different 
service tiers to cater to these diverse needs.




Feedback Loop Integration


Customer feedback from each segment can inform both product development and sales 
strategies, creating a loop that continuously refines and improves the overall approach.




Data-Driven Insights


By analyzing data from various segments, businesses can make informed decisions on 
where to focus their efforts, ensuring that they cater to the most profitable or promising 
market segments.



With a clear customer segmentation and plenty of laser-focused data, the company is 
ready to start the implementation process.

To address the specific desires and challenges of each market, the hybrid 
model relies heavily on detailed insights into each customer group. 
Successful segmentation provides an upper hand in many fronts:
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Redefining the Customer Journey

with XLG

To effectively describe how experience-led growth is integral to customer 
engagement, it's important to map it across the various stages of a 
customer's journey, aligning it with Orogamis's programs and strategies:

Market-Brand-Product Fit

This pivotal first step in the customer journey is about 
understanding and defining the target audience - their 
needs, preferences, behaviors, and pain points. This deep 
insight into the customer persona informs all subsequent 
marketing and engagement strategies, establishing that 
every touchpoint, from awareness to advocacy, is tailored 
and relevant.

Awareness and Discovery

Before a person becomes a customer, their journey starts 
with awareness. Experience-led growth focuses on creating 
initial touchpoints that are engaging, informative, and 
aligned with the brand's values. This early stage includes 
outreach, inbound marketing, social media interactions, and 
educational resources, which are pivotal for building interest 
and credibility.

Consideration and Interest

As potential customers show interest, the strategy involves 
educating them through detailed information and thought 
leadership curated and aligned with customer personas. This 
stage is about nurturing the relationship, and providing 
insights, tools, and content to help the buyer make informed 
decisions. 
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Decision & Conversion

Experience-led growth thrives at the intersection of product-
led growth (PLG) and sales-led growth (SLG), adapting its 
approach based on the product type and customer needs. 
Whether the customer journey involves direct interaction 
with a sales team or a more autonomous exploration of the 
product, XLG guarantees that the experience is cohesive, 
personalized, and aligned with the customer's expectations. 
This flexibility allows businesses to cater to a diverse range 
of customer preferences, from self-service models to more 
guided, consultative approaches, thereby enhancing the 
likelihood of conversion and long-term engagement.

Post-Purchase Experience and Loyalty

After a purchase, the journey doesn't end. Experience-led 
growth emphasizes the importance of nurturing long-term 
customer relationships. Recognizing that retaining a 
customer is less expensive and more valuable than acquiring 
a new one, this stage focuses on comprehensive 
onboarding, continuous customer support, cross-selling, 
retention strategy, and loyalty programs. 

Feedback and Iteration

Central to experience-led growth is the continuous collection 
and analysis of customer feedback. This feedback informs 
improvements in products and services, aligning with the 
brand's commitment to customer satisfaction and loyalty.

Advocacy & Referral

Satisfied customers become brand advocates. Experience-
led growth leverages satisfied customers’ testimonials and 
referrals, using them as powerful tools for organic growth 
and new customer acquisition.
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Enhanced Customer Reach and Engagement


Improved Product Market Fit


Increased Revenue Opportunities


Balanced Growth Strategy


Enhanced Customer Experience 


Integrating PLG and SLG allows businesses to engage with a wider spectrum of 
customers. While PLG attracts users with its product-centric approach, SLG deepens 
relationships through personalized sales tactics. This dual approach ensures that 
businesses can effectively cater to both self-directed customers and those requiring more 
guided experiences.



The product focus of PLG, combined with the customer insights gathered from SLG 
activities, leads to a better understanding of customer needs and preferences. This 
synergy enhances the product market fit, making the offerings more appealing and 
relevant to the target audience.



By leveraging the strengths of both PLG and SLG, businesses can tap into diverse 
revenue streams. PLG can drive low-cost user acquisition and organic growth, while SLG 
can focus on high-value deals and personalized customer solutions, leading to an overall 
increase in revenue.



The hybrid model provides a balanced approach to growth. PLG can quickly scale user 
acquisition with minimal sales efforts, while SLG can be employed to penetrate markets 
where direct sales efforts are more effective, such as enterprise-level clients.



XLG’s integrated approach ensures that every customer interaction, whether driven by 
the product or through sales, contributes to a cohesive and memorable customer 
experience. This holistic experience is key to building long-term customer relationships.

Advantages of Integrating  and  in an 
Combining Product-Led Growth (PLG) and Sales-Led Growth (SLG) within an Experience-
Led Growth (XLG) framework offers numerous advantages, positioning businesses to 
capitalize on the strengths of both strategies while minimizing their limitations.

PLG SLG XLG Framework
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Benefits of a Hybrid Growth Model

https://www.orogamis.com/


Responsive to Market Changes


Tailored Customer Journeys


Innovative and Agile


Risk Mitigation


Scalability and Sustainability


XLG’s integrated approach allows businesses to quickly adapt to market changes. If 
one approach (PLG or SLG) faces challenges due to market dynamics, the other can 
be ramped up to maintain growth momentum.



XLG provides the flexibility to tailor customer journeys based on evolving 
preferences and behaviors. Businesses can adjust the balance between PLG and 
SLG tactics to suit different customer segments, maximizing engagement and 
conversion.



The combination of PLG and SLG under XLG encourages continuous innovation. 
Businesses can experiment with different growth tactics, quickly iterate based on 
feedback, and stay agile in their growth strategies.



By not relying solely on one growth strategy, XLG mitigates the risk associated with 
market or customer shifts. The hybrid model makes sure that if one approach 
underperforms, the other can compensate, safeguarding overall business growth.



XLG allows for scalable and sustainable growth. The flexibility to adjust strategies 
based on market conditions and customer feedback produces growth is not only 
rapid but also enduring.

Flexibility and Adaptability in XLG
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XLG’s inherent flexibility and adaptability make it an ideal strategy 

in the ever-evolving business landscape.


https://www.orogamis.com/


XLG offers a strategic approach to confront and navigate the complexities of the current 
market environment. It does so by harmonizing the strengths of both Product-Led Growth 
(PLG) and Sales-Led Growth (SLG) within a unified framework. This amalgamation enables 
businesses to not just respond to but anticipate the evolving needs of their customers.

Overcoming the Hurdles of Modern Business
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Addressing Modern Challenges

with XLG

Navigating Consumer Expectation Shifts

XLG equips businesses to stay in step with the rapid evolution of consumer 
expectations. It emphasizes an agile methodology, allowing businesses to 
swiftly adapt and refine their strategies in alignment with customer feedback 
and market signals.



Creating a Harmonious Balance of Tech and Touch

In the realm of customer engagement, striking a delicate balance between 
technological innovation and the indispensable human element is crucial. 
XLG excels in integrating these aspects, fostering a synergy that enhances 
the overall customer experience.



Cultivating Deeper Customer Connections

Beyond mere transactions, XLG focuses on developing enduring customer 
relationships. This deeper connection is fostered through consistently 
delivering value and memorable experiences, which in turn cultivates loyalty 
and encourages long-term engagement.

https://www.orogamis.com/


Carving a Distinctive Market Presence

In an overcrowded marketplace, XLG aids businesses in distinguishing 
themselves through unique, experience-driven strategies. This approach 
goes beyond conventional marketing or product features, delving into 
creating an emotional resonance with the customer.



Harnessing Data for Strategic Insight

With XLG, data is not just accumulated but intelligently harnessed to drive 
strategic decisions. This method transforms data from a static resource into 
a dynamic tool for enhancing customer understanding and business growth.



Adapting to the Global Business Tapestry: 

XLG's adaptable nature makes it particularly effective in global market 
contexts. It allows for the customization of strategies to suit diverse regional 
trends and customer preferences, promoting relevance and resonance 
across various market landscapes.
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Differentiation in Competitive Markets: In crowded marketplaces, offering 

a superior customer experience can be a significant differentiator. It allows 
businesses to stand out not just on the basis of their products or services, 

but also on how they make their customers feel.

Increased Customer Loyalty:

Positive experiences lead to higher customer satisfaction, which in turn fosters loyalty. 
Loyal customers are more likely to make repeat purchases and become brand advocates.



Higher Customer Lifetime Value (CLV)

By enhancing the customer experience, companies can increase the CLV, as satisfied 
customers are more likely to continue doing business with the brand over a longer period.



Adaptability to Changing Consumer Behaviors

The modern consumer values experiences over just products or services. An experience-
led growth strategy aligns well with this shift in consumer behavior, focusing on providing 
value beyond the product itself.



Data-Driven Insights for Personalization

This approach uses customer data to tailor experiences, making them more relevant and 
personal, which is highly valued by customers today.
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Why Experience-Led Growth is the 
Future of Customer Engagement

In conclusion, experience-led growth represents a more comprehensive, 
empathetic, and adaptive approach to growth, one that is increasingly 
necessary in a world where customer expectations are higher and more 
sophisticated than ever before.

https://www.orogamis.com/


Several prominent companies have successfully integrated PLG and SLG 
(aka XLG) strategies, offering valuable insights and lessons from their 
experiences. Let's explore a few of them:
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Experience-Led Growth in Action

Notion: A Model of PLG and SLG Integration


Notion, renowned for its versatile productivity tools, initially flourished under a 
robust PLG approach. Its intuitive platform for notes, tasks, and databases 
quickly attracted a diverse user base. As Notion's market presence grew, they 
incorporated SLG elements to engage larger corporate clients more effectively.

Implementation


Results & Lessons


Notion's core PLG strategy was grounded in its accessible and highly 
customizable platform, appealing to individual users and small teams 
seeking flexible productivity solutions. Recognizing the potential in larger 
enterprises, Notion introduced SLG tactics by forming a dedicated sales 
force. This team focused on understanding and meeting the complex 
requirements of big businesses, offering tailored implementations and 
enhanced support.



Embracing a hybrid growth model significantly expanded their reach 
across both individual users and enterprise-level clients. Their success 
shows that while a strong, self-service PLG foundation can secure rapid 
user adoption, integrating personalized sales engagement elements from 
SLG is essential to penetrate larger, more structured markets, thereby 
achieving comprehensive market coverage.

https://www.orogamis.com/
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Implementation


Results & Lessons


Dropbox’s initial growth was propelled by its user-friendly product and 
referral programs that incentivize users to spread the word. As the 
company eyed the enterprise segment, it strategically employed sales 
teams to engage in direct selling, understanding the unique 
requirements of large organizations and offering tailored solutions.



The shift to a hybrid model allowed Dropbox to expand its market 
reach, catering not just to individual users or small businesses but also 
to large enterprises. The key takeaway from Dropbox’s strategy was the 
importance of maintaining a balance between empowering users 
through a strong product and engaging larger clients through 
personalized sales efforts.

Dropbox: Balancing Self-Service with Targeted Sales Efforts


Dropbox, a leader in cloud storage solutions, exemplifies the effective use 
of a hybrid growth strategy. Initially leveraging a predominantly PLG 
approach, Dropbox realized the potential in scaling up through SLG for 
their enterprise solutions.

https://www.orogamis.com/


16    |    Experience-Led Growth www.orogamis.com

XLG merges PLG and SLG into a cohesive growth motion, focusing on 
amazing experiences at every touchpoint. It caters to different buying 
behaviors and product complexities, swiftly responding to emerging 
trends like personalized, omnichannel engagement, and customer-
centric strategies.



Guiding businesses in creating bespoke experiences, XLG provides a personalized 
journey from awareness to advocacy. Its flexibility and adaptability are crucial in 
addressing modern business challenges, like shifts in consumer expectations and 
balancing technology with a human touch.



The hybrid model of XLG mitigates risks and provides scalable, sustainable growth 
by nurturing long-term relationships. By focusing on value beyond products or 
services, it emerges as the future of customer engagement.



Ready to set sail on this transformative and rewarding journey? Book a Discovery 
Call here and let’s explore the potential of Experience-Led Growth together, 
unearthing a future where your brand and your customers grow in unison towards a 
horizon of limitless possibilities.

Key Takeaways

Let's embark on this journey together.

 Reach out for a discovery call with Orogamis, and accelerate your 

product-market fit with unrivaled accuracy. Our goal is to help you turn 
your product into the next market sensation users can’t live without.

https://www.orogamis.com/
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