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Extended Abstract

Introduction: The jewelry industry, grounded in centuries of craftsmanship
and artistic heritage, has traditionally relied on tactile experience, material au-
thenticity, and emotional engagement. However, rapid technological advanc-
es-particularly in AR, VR, Al, and interactive digital platforms-are reshaping
expectations in luxury markets. Phygital design, which integrates physical
and digital dimensions, has emerged as a transformative approach capable of
enhancing customer experience, modernizing production, and bridging the
gap between traditional craftsmanship and digital convenience. While jew-
elry may initially appear resistant to full digitalization due to its sensory and
emotional nature, the habits of younger, tech-oriented consumers have made
hybrid experiences increasingly essential. These customers seek personaliza-
tion, interactivity, and seamless transitions between online and offline envi-
ronments.

The primary aim of this research is to examine the impact of phygital experience
design on customer satisfaction and loyalty in the jewelry industry. To achieve
this goal, the study identifies the key factors that shape effective phygital ex-
periences, analyzes the relationship between phygital interaction and customer
satisfaction, explores how these hybrid experiences influence customer loyalty,
and ultimately proposes actionable strategies for enhancing customer journeys
across digital and physical touchpoints. This approach recognizes that contem-
porary consumers-particularly younger, technology-oriented segments-seek
seamless transitions between online and offline environments, higher levels of
personalization, and trustworthy digital verification systems.

This study explores how phygital principles can be applied in jewelry design,
production, marketing, and retail. Key questions include: how phygital tools
create innovative experiences; what opportunities and challenges accompany
adoption; and how these technologies may shape the future of the industry
globally and in Iran. Applications examined include AR try-on technologies,
3D customization platforms, Al-based recommendations, VR for immersive
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storytelling, and blockchain for authenticity verification.

Methods: A qualitative descriptive—analytical approach was used. Data were
collected through a systematic review of academic literature, industry reports,
and case studies of leading global brands such as Cartier and Tiffany & Co.,
alongside reviews of selected Iranian jewelry companies. Semi-structured in-
terviews with designers, digital experts, and customers were conducted to
examine expectations and perceptions. Thematic analysis was employed to
identify core patterns related to customer engagement, co-creation, trans-
parency, and digital adoption. A Delphi process with industry specialists in-
creased the validity of results.

Results:Findings indicate rapid growth in the adoption of phygital tools.
AR-based virtual try-on systems are now widely used, enabling customers
to preview rings, earrings, and necklaces with realistic accuracy. Interview
data show that these tools increase confidence, reduce uncertainty, and sim-
plify the initial selection process. 3D interactive platforms allow customers to
personalize gemstones, metals, and engravings, strengthening emotional con-
nection and improving communication between designers and clients. This
reduces the need for multiple prototypes and accelerates production.
Emerging technologies such as blockchain and NFTs address major authentic-
ity concerns. Blockchain offers tamper-proof verification of origin and owner-
ship, while NFTs function as digital twins that enhance transparency and appeal
to younger luxury consumers. Digital prototyping tools also streamline internal
workflows by enabling designers to test proportions and structures virtually
before manufacturing, increasing accuracy and creative freedom.

Discussion: Despite clear opportunities, challenges remain significant. High
implementation costs, technological complexity, and the need for skilled digi-
tal labor create barriers, especially for smaller workshops. Cultural resistance
is another obstacle, as many artisans worry that digital tools may undermine
the sensory and emotional qualities central to luxury jewelry. Maintaining
a balance between technological enhancement and artisanal authenticity is
therefore essential. Jewelry carries symbolic, emotional, and material value;
digital tools must enrich rather than replace these qualities.

In Iran, phygital adoption is still emerging but holds substantial potential.
Investment in infrastructure, customer education, and digital expertise is nec-
essary to localize global innovations. Successful brands will be those that har-
monize traditional craftsmanship with modern digital tools, creating seamless,
meaningful, and trustworthy experiences. Ultimately, the study concludes that
the future of jewelry is hybrid: a convergence of physical artistry and digital
innovation that can redefine luxury for the next generation.

Keywords: Jewelry industry, jewelry art, Phygital design, customer experi-
ence, luxury brand
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