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Abstract There has been much interest by academics and practitioners in the
concept of gamification: the use of game design principles to change people’s
behavior in non-game situations. However, there is also much confusion as to what
gamification is and is not, and how it can be used by organizations to deliver benefits.
In this article we present a framework for understanding how to apply gamification
to better engage with and change the behaviors of two key types of people: employ-
ees and customers. The framework is based on three interrelated gamification
principles, namely mechanics, dynamics, and emotions, which we explain and illus-
trate using four examples of engagement. To this end, we conclude by presenting
five important lessons that serve as heuristics for managers who wish to utilize
gamification for engaging employees and customers.

References: Available upon request

K. Plangger (D<)
King’s College London, London, UK
e-mail: kirk.plangger@kcl.ac.uk

J. Kietzmann ¢ K. Robson ¢ L. Pitt * I. McCarthy
Simon Fraser University, Burnaby, BC, Canada
e-mail: jan_kietzmann@sfu.ca; krobson@sfu.ca; Ipitt@sfu.ca; imccarth@sfu.ca

© The Academy of Marketing Science 2016 491
M.D. Groza, C.B. Ragland (eds.), Marketing Challenges in a Turbulent

Business Environment, Developments in Marketing Science: Proceedings

of the Academy of Marketing Science, DOI 10.1007/978-3-319-19428-8_125


mailto:kirk.plangger@kcl.ac.uk
mailto:jan_kietzmann@sfu.ca
mailto:krobson@sfu.ca
mailto:lpitt@sfu.ca
mailto:imccarth@sfu.ca

	Experiences with Gamification: The MDE Framework

